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California Health Benefit Exchange/(Enter County Name)


Exhibit A

(Standard Agreement)


SCOPE OF WORK
The Scope of Work consists of the following items, and by reference incorporates the work identified in Section 3, General Statement and Purpose of Work, of the HBEX12 County Service Center Request for Offer (RFO):
A. Statement of Work:
(Enter County Name) shall provide staff and facilities to perform work as follows:
a. Staffing

i. The County shall provide, located at the County site, a minimum of 

1. ninety (90) full-time equivalents (FTEs) customer service (call center) staff
2. sufficient front-line supervisor staff to provide a minimum of a one-to-fifteen ratio of supervisor to FTEs, e.g., six (6) supervisors for ninety (90) FTEs. As the Exchange Service Center operations are refined, the County shall conform to staffing ratios consistent with Exchange-operated facilities.
3. sufficient Operations management staff to provide a one-to-seven ratio of manager to supervisors. As the Exchange Service Center operations are refined, the County shall conform to staffing ratios consistent with Exchange-operated facilities. A minimum of one (1) dedicated Operations manager is required.
4. one (1) dedicated Quality manager and one (1) dedicated Training manager. The Operations manager(s), Quality manager, and Training manager are accountable for the site’s overall performance.
5. a single, named individual designated as the site director, with dotted line accountability to the Exchange service center management. This role may be leveraged with other County organizations, however, allocation to County Service Center shall be sufficient to meet Exchange needs
ii. Upon request from the Exchange, the County shall provide expanded capacity to support the Exchange Service Center. The Exchange shall not restrict County hiring conditions.
b. Quality of Work

i. Customer Service agents (representatives) must successfully pass the Exchange provided training curriculum, which shall include a certification of successful completion, before they are permitted to take inquiries (calls, web chats) on behalf of the Exchange Service Center.

ii. The County shall commit to a formal performance management program that measures key performance metrics on a 30/60/90 day rolling plan. Performance will be tracked by the Exchange and measured on the individual customer service agent, supervisor, manager, and site on a weekly and monthly basis.  This will include but not be limited to: Average Handle Time, Schedule Adherence, Quality Adherence, and Customer Satisfaction. 

c. Tasks and Responsibilities – the County shall:
i. Conduct Customer Service agent training using, at a minimum, the Exchange provided training curriculum. The County shall provide a certificate of successful completion as evidence of completed training.

ii. Maintain call center hours of operation identical to the Exchange Service Center hours of operation. 
1. Open Enrollment periods: Monday – Saturday 8am – 8 pm. If required to meet demand, and as requested by the Exchange, support a 2nd shift from 4pm – 12am, Monday – Saturday during open enrollment periods.

2. Non-Open Enrollment periods: Monday – Friday 8am – 6pm and Saturday 8am-5pm

3. The County is responsible for any local work rules changes required to conform to the Exchange Service Center hours of operation, including a possible 2nd shift.

iii. Utilize the Service Center desktop utilized by the Exchange Service Center(s.) This is currently envisioned to be the California Healthcare Eligibility, Enrollment, and Retention System (CalHEERS), but could include other systems and technologies as determined by the Exchange. The Exchange shall provide and manage all call center technologies required to deliver multi-channel and customer service tools on the desktop (e.g., CalHEERS, Customer Relationship Management (CRM) system, Automated Call Distribution (ACD), et al) needed to take and handle customer calls for the Exchange.
iv. Utilize CalHEERS to determine eligibility.

v. Adhere to the Exchange protocols and scripts (knowledgebase) for contact handling.

vi. Provide staff on the dedicated queues with next available agent to support the Exchange Service Center. When staff are logged into the dedicated Exchange queue, they shall work on Exchange Service Center work only.

vii. Enable the Customer Service agent to handle a call through the potential life cycle, that is, from inquiry to eligibility through to plan enrollment.

viii. Commit one or more liaison resources to work with the centralized Exchange Command Center. The centralized Exchange Command Center provides all workforce management forecasting, schedules and monitoring across all Exchange and County service center sites.

ix. Adhere to the Exchange Command Service Center workforce management forecast and scheduling requirements.

x. Work collaboratively with the Exchange Service Center staff in the development of training materials and curriculum, quality assurance programs and knowledgebase tools. This may require travel for the dedicated staff during the launch program. Travel costs will be reimbursed by the Exchange according to State Travel Reimbursement guidelines and policies.
xi. Allow access to on-site operations by Exchange Service Center staff or approved consultants for scheduled and unscheduled visits.
xii. Provide all facilities, including furniture, cubes, office supplies, etc., to perform the required work, including any facilities and resources for training. Facilities shall meet HIPAA security and privacy requirements. Voice and Data technology shall be provided by the Exchange, however the facility must be capable of supporting such technology.
xiii. Designate a single person (e.g., site director) to whom all project communications may be addressed and who has the authority to act on all aspects of the contract for services. This person will be responsible for the overall project and will be the contact for all invoice and County staffing issues.

xiv. Meet the Exchange Service Center ramp-up and timelines for the July 1st pilot program and October 1st formal go live.  The following key milestone dates are planned but may change:

1. County Board of Supervisors approval of contract by 12/31/12

2. Availability of resources both technical and Subject Matter Expert (SMEs) to participate in the coordination of deployment and content development by Jan 2013

3. Dedicated County leadership staff hired and on board full time effective Jan 1, 2013. 

4. Service Center hiring and recruitment completed by Mar 2013         

5. Leadership staff completed with training by Apr 2013 and frontline completed with training by June 2013

6. Successful integration of state technology and completion of User Acceptance Testing by May 2013

7. Staff fully engaged in pilot by July 2013

8. Staff engaged with Go Live Oct 2013 

9. Leadership available to participate in “post pilot” and “post go  live”  process improvements to refine operational processes.

A. Project Representatives:
The representatives for this project, during the term of this Agreement, shall be:

	State Program Representative
	Contractor Representative:

	David Maxwell-Jolly
California Health Benefit Exchange

560 J Street, Suite 290
Sacramento, CA 95814

(916) 323-3625
(916) 323-3564
David.Maxwell-Jolly@hbex.ca.gov 
	(Enter Contractor’s Name)
(Enter Representative’s Name)
(Enter Address)

(City, State and Zip)

(Telephone Number)

(Fax Number)
(Email Address)


