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General Information
Objectives

The City of St. Louis (City) has retained Mercer Health & Benefits (Mercer) to solicit bids for Short Term and Long Term Disability coverage.  
On behalf of the City, we are submitting a Request For Proposal (RFP) to assess your organization’s capabilities to insure the following coverages:
• Company paid STD and LTD core coverage; STD may or may not be written
• Employee paid LTD buy-up coverage
The City of St. Louis does not currently have these coverages.  The program will be a part of the City of St. Louis’ comprehensive Employees’ Health and Welfare Plan (Plan), which is not subject to ERISA, and includes all full-time eligible employees with the exception of civilian and uniformed employees of the St. Louis Police Department.    We request that you submit your best and final rates with your proposal. A finalist presentation will only be requested if determined by the reviewing Committee to be necessary. 

The requested effective date for the employer paid portion of the coverage is April 7, 2013 with a plan year renewal date of June 15, 2014.  The LTD buy-up will be effective June 16, 2013 to coincide with the City’s fiscal year with buy-up open enrollment occurring in May.
The successful bidder will be expected to work with the City of St. Louis to ensure the achievement of the objectives and administer the program in accordance with its specific needs. Only vendors who are able to fully comply with the process outlined in the Minimum Requirements tab will be considered.

Selection Criteria

Key vendor selection criteria for the successful partner include (in no special order):

• Specialized experience, qualification and technical competence of the firm, its principals, project manager and key staff

• Ability of the firm to provide innovative solutions

• Approach to the project and any unusual problems anticipated

• The capacity and capability of the firm to perform the work within the time limitations

• Past record and performance of the firm with respect to schedule compliance, cost control, and quality of work

• Proximity of the firm to the City

• Fees or fee structure as may be appropriate for the designated service

• Availability of financial and operating resources as required to complete the work

• M/WBE and/or DBE participation

• Ability of the firm to meet statutory or ordinance requirements

• Other items that arise as the result of the proposal or interview

• Compliance with executing contract/policy before the effective date of coverage
• Demonstrated ability to provide excellent customer service and proactive account management to the City and its employees

• Competitive pricing and multiple year rate guarantees

• Accurate and timely claim processing

• A commitment to member satisfaction with emphasis on member communication issues

• Ability to provide timely, meaningful claim utilization and financial experience reports

• Demonstrated ability to install the plan efficiently and effectively

• Ability to provide additional value-added services to the City of St. Louis and / or its employees

• Communications capabilities to help increase employee participation

Instructions

1. Complete all exhibits and provide rates in the formats requested.

2. The electronic submission of this document must be completed in an Excel format for the financial response and Word for the Questionnaire and Minimum Requirements.

3. Please refer to the appendix for the proposed design requests.

General Instructions and Bidding Requirements

Your organization should respond to all questions in their entirety directly in this Word document via “tracked changes”. Answers may not refer to other attachments. Proposals should clearly indicate the services which are being proposed and complete the RFP Response Documents in compliance with the RFP instructions. 
Please reference the table below for key dates.  In order to streamline the RFP process, carriers are encouraged to direct all questions regarding data and the RFP prior to October 5, 2012 to Cheryl McGauly and Jo Mensing at Mercer via e-mail.   All questions must be submitted no later than October 19, 2012.  Responses to questions received prior to October 19, 2012 shall be made available to all vendors requesting a copy of the RFP. 
No other contact with any City official, staff, or employee is permitted before completion of the RFP process except by invitation to do so. Unauthorized contact regarding this RFP may result in disqualification or rejection of a proposal. All communications and questions that arise concerning this RFP should be in written form, citing the specific RFP paragraph or issues in question, and received via e-mail by the Mercer contacts.
	Attenti Attention : Cheryl McGauly or Jo Mensing

e-mail e-mail :      cheryl.mcgauly@mercer.com
                             jo.mensing@mercer.com 
    


A vendor decision will be reached by the City by mid January 2013 for an effective date of                  April 7, 2013.

Timetable

	Task
	Completion Date

	Request For Proposal Released
	September 21, 2012

	Intent to Bid to Mercer
	October 5, 2012

	Initial RFP and data questions to Mercer
	October 5, 2012

	Vendor Questions Due to Mercer
	October 19, 2012

	Mercer Q&A to Bidding Vendors
	October 23, 2012

	Proposal Due Date
	October 26, 2012

	Finalist Selection
	December 1, 2012 – January 11, 2013

	Vendor Selection
	January 18, 2013

	Effective Date
	April 7, 2013

	Initial Draft of Carrier Contract Due to City 
	February 18, 2013


1. All documents must clearly indicate the name of the responding organization, as well as the name, address, and telephone number of the primary contact at your organization for this bid. All rate proposals require the confirming signature of an officer of your company.

2. Responses to this RFP must not be conditional, incomplete, or contain any alterations from the format provided. Please state any assumptions clearly and directly. 
3. If a party intends to respond to this RFP, the party should submit written notice of such intent, using the Intent To Respond Form provided via FAX or e-mail, to the Mercer Health & Benefits.

4. Submitted proposals must include a cover letter signed by a person authorized to contractually obligate the proposer(s) to the scope, terms, specifications, and pricing contained in the proposal, and must include a signed statement that all proposals, including price are firm for not less than one hundred and eighty (180) days from the proposal submission date.

5. Bidders must base their proposals on the drafted plan designs (as outlined in the Appendix), and census summarized herein. As part of the proposals, bidders should confirm in writing that the proposal is consistent with the requirements outlined herein and clearly define any and all deviations. Proposals must be presented in the format of the bid forms included in this RFP. All questions must be answered and all instructions must be followed. All proposals must be submitted by the deadline in their entirety.
6. Sealed proposals, as well as the required electronic (via e-mail) copies of the RFP Response Documents and required attachments, for providing the services described herein must be received no later than 4:00 PM CST on October 26, 2012 and in accordance with the instructions delineated in this RFP. Proposals received after that date and time will be rejected and proposers notified. Each proposer(s) must prepare, seal, and submit a total of nine (9) paper copies and one (1) electronic copy (via e-mail) of the required cover letter, proposal, RFP Response Documents, and required attachments by the due date and time in a sealed envelope(s) or mailing container(s) to the contacts listed below.
Seven (7) of the nine (9) hard copies should be sent to:

City of St. Louis

Personnel Department

Employee Benefits Section

1114 Market Street, Suite 900

St. Louis, MO 63101

The exterior of the sealed envelope(s) or mailing container must be marked:


City of St. Louis


Proposal Group Medical Benefit Coverage
Two (2) hard copies should be sent to:

Mercer Health & Benefits

Attn: Cheryl McGauly

701 Market Street, Suite 1100

St. Louis, MO 63101

An electronic copy of your proposal must be e-mailed to Cheryl McGauly and Jo Mensing at Mercer, cheryl.mcgauly@mercer.com and jo.mensing@mercer.com no later than 5:00 p.m. CST on October 26, 2012 in order to be considered.
Proposal Conditions

2. City of St. Louis Rights and Options:  City of St. Louis reserves the following rights, which may be exercised at City of St. Louis’ sole discretion:

− To supplement, amend, substitute or otherwise modify this RFP at any time

− To cancel this RFP with or without substitution or another RFP

− To waive any defect or irregularity in any proposal received

− To reject any or all proposals

− To enter into any agreement deemed by City of St. Louis to be in the best interest of City of St. Louis with one or more responding vendors

3. Please be advised that by submitting a proposal, each proposer(s) agrees never to claim or file a cause of action or otherwise assert that the City of St. Louis, Agents of Record, employees, officials, and/or legal representatives are responsible or liable in any manner or under any theory of liability for any risks, costs, or expenses incurred by the proposer(s) in connection with this RFP or any proposal submitted, and that this RFP in no way obligates City of St. Louis to award a contract to any proposer(s). If the RFP includes any estimation of volumes or requirements, the City of St. Louis reserves the right to modify any estimated requirements prior to signing an agreement with the selected proposer(s). 

4. No proposer(s) shall have a claim against the City of St. Louis, its Agents of Record, employees, officials, and/or legal representatives in the event that any estimated requirements are modified for whatever reason. All proposals and any other materials submitted in response to this RFP will become the property of the City of St. Louis and be retained by Mercer and the City of St. Louis.
5. The company must submit a complete proposal covering all requirements identified in this RFP package in order to be considered. Proposals submitted must be the original work product of the company. Proposer(s) may submit proposals for fully-insured services only for the requested benefit levels. 


Proposals should clearly indicate the services that are being proposed and complete the RFP Response Document in compliance with the RFP instructions.

6. Proposals may be withdrawn prior to the proposal submission date in writing by the company or its authorized representative, provided its identity is disclosed on the envelope containing the proposal and such person signs a receipt for the proposal.

7. The information presented in the RFP is not to be construed as a commitment of any kind on the part of the City of St. Louis. There is no expressed or implied obligation or responsibility for the City of St. Louis to reimburse any company for any expenses incurred in preparing a proposal in response to this RFP.
8. All proposals must be submitted in accordance with this RFP. Proposals submitted not in accordance with the RFP’s instructions may be rejected. Failure to comply with the specifications and requirements of this RFP will be cause for rejection of a proposal.

9. The City of St. Louis reserves the right to cancel this RFP, the right to accept any proposal, and to reject any or all proposals and to waive informalities and minor irregularities in proposals received. The City of St. Louis, in its sole discretion, will determine whether an irregularity is minor.

10. All proposals shall be deemed final, conclusive, and irrevocable and no proposal shall be subject to correction or amendment for any error or miscalculation. No proposal shall be withdrawn after the scheduled deadline for submission of proposals.

11. The company is responsible for its own verification of all information provided to it. The company must satisfy itself, upon examination of this RFP, as to the intent of the specifications. 

12. No oral interpretation will be made to any company as to the meaning of the RFP. Any oral communication will be considered unofficial and non-binding on the City of St. Louis.

13. Proposals may contain data that the company does not want used or disclosed for any purpose other than evaluation of the proposal. The use and disclosure of such data may be so restricted, except as may be required by law, provided the company marks the coversheet of the proposal with the following legend:

Technical data contained in this proposal and furnished in connection with the Request For Proposals for the City of St. Louis shall not be used nor disclosed except for evaluation purposes, provided that, if a contract is awarded to this company as a result of or in connection with the submission of this proposal, the City of St. Louis shall have the right to use or disclose technical data to substantiate the award of a contract, or to use or include as a contract provision. 
Note that, notwithstanding anything herein to the contrary, the City of St. Louis may disclose any information and documentation submitted as may be required by law.  The City of St. Louis reserves the right to determine what information and documentation submitted is required to be disclosed by law. 
14. The City of St. Louis may accept and award a contract as to one part, aspect or phase, or any combination thereof, of any proposal unless the company specifically qualifies its proposal by stating that the proposal must be accepted as a whole, and any contract awarded as to the entire proposal.

15. The City of St. Louis may, at its option, conduct interviews with companies after receipt of proposals.

16. The City of St. Louis reserves the right to negotiate final contract terms with any company.

17. The company shall not, subject to immediate disqualification of the proposal, offer or give any gratuities, favors or anything of monetary value to a member, administrator, officer, employee, or agent of the City of St. Louis including its Agents of Record, for the purpose of influencing favorable disposition toward a submitted proposal or for any reason while a proposal is pending or during the evaluation process.

18. No company shall engage in any activity or practice, by itself or with other companies, the result of which may be to restrict or eliminate competition or otherwise restrain trade. Violation of this instruction will result in immediate rejection of the company’s proposal.

19. It is the intent of the City of St. Louis that the final agreement shall consist of the agreement, this RFP, plus any addenda, and the proposal accepted. In the event of a conflict between the proposal and the RFP, the City of St. Louis shall resolve any inconsistency.

20. In the event the agreement awarded by the City of St. Louis is terminated for any reason within 120 days of the due date for proposals, the City of St. Louis reserves the right to negotiate and accept any other submitted proposal.

21. Award of Contract will be made by the City of St. Louis, and the agreement will be entered into with the City of St. Louis. The City of St. Louis reserves the right to split a contract award, and to award multiple contracts.
22. The City of St. Louis does not discriminate on the basis of race, color, national origin, gender, age, sexual orientation, or disability in admissions or access to, or treatment or employment in, its programs and activities.

23. Proposer(s) response to RFP documentation and questionnaire will be included as an exhibit in any final award of contract. Reliance by the City of St. Louis on information contained in responders RFP shall be used to support and/or resolve any disputes in contract interpretation.

24. Proposer(s) shall be required to comply with all ordinances of the City of St. Louis including Ordinance No. 65597, the St. Louis Living Wage Ordinance. This Ordinance can be found on the City’s website at http://www.stlouis-mo.gov. The Mayor of the City of St. Louis has issued Executive Order #28 regarding Minority and Women Business Enterprise. A copy may be obtained from the Office of the Register, Room 234 City Hall, 1200 Market St., St. Louis, MO. Proposals should discuss how you will comply with the provisions of said order.
25. The selected underwriter shall comply with all laws, ordinances, and regulations; applicable to the services contemplated herein. By responding to this RFP, you are stating that you are familiar with all federal, state, and local laws, ordinances, code rules, and regulations that may in any way affect the services and products to be provided.

26. No Company shall subcontract services provided to the City of St. Louis.

27. The vendor agrees to keep the information provided herein confidential. This requirement applies whether or not the recipient of the RFP package agrees to bid. Other than reports submitted to either the City or Mercer, the recipient/bidder agrees not to publish or reproduce or in any other way divulge such information in whole or part, in any manner of form, or authorize or permit others to do so.

28. Your proposal must include no minimum participation requirements for contributory plans.
29. Please quote the coverage net of commissions.

30. No Loss / No Gain – All coverage will be provided on a no loss/no gain basis.  Vendors will be required to cover employees not actively-at-work but eligible for coverage under each of the City of St. Louis’ agreements.
Intent to Bid

Please print and complete this form and return it to Cheryl McGauly at Mercer by                    October 5, 2012.
We have received the invitation to respond to the City’s Request for Proposal and have the following intentions:

	(
	We decline to bid at this time.

	(
	We intend to submit a proposal by October 26, 2012.


Authorization:

	
	
	

	Name and Title 
	
	Date

	
	
	

	Company
	
	


Return completed form via fax or e-mail to:

Cheryl McGauly

Mercer Health & Benefits

Cheryl.mcgauly@mercer.com
Fax: 314-588-2525 

Minimum Requirements
Please confirm your agreement to each of the proposal requirements below by checking "Yes”. If you cannot confirm your agreement with a requirement, check “No” and explain the reason that you are unable to comply in the box provided.  Please note that renewal dates correspond with the City’s payroll cycle and are therefore floating dates.
	General
	
	

	
	Confirmed
	

	Requirement
	Yes
	No
	Explanation

	31. The effective date of the contract will be April 7, 2013. The first contract year will run from April 7, 2013 through June 14, 2014 and future contract years will begin in June.  Contract will be sitused in Missouri.
	     
	     
	     

	32. The vendor agrees to an annual renewable contract with guaranteed rates for the first plan year of           April 7, 2013 – June 14, 2014, with the next renewal to be effective               June15, 2014.
	     
	     
	     

	33. The rates / fees / premiums quoted are final and considered firm, regardless of actual enrollment as of the April 7, 2013 effective date.
	     
	     
	     

	34. Quote LTD coverage as stand-alone; as if STD is not written. Core benefits are to be effective April 7, 2013. Buy-up LTD benefits are to be effective June 16, 2013.
	     
	     
	     

	35. Please quote the STD and LTD coverage net of commission.  Provide separate quotes for LTD if there are rate concessions for writing STD coverage.
	     
	     
	     

	36. The company must be able to work with the City’s bi-weekly pay periods.  The City self bills and makes all payments in arrears.  Payments will be made on a bi-weekly basis (26 payments); 60 days in arrears. 
	     
	     
	     

	37. Selected vendors will attend open enrollment meetings for this benefit offering, approx 10-15 different City locations, that occur for approx 2 weeks in/around May (exact dates to be determined).
	
	
	

	38. The original proposal that is submitted to City of St. Louis by your organization as well as any follow-up information or correspondence (oral or written) transmitted during the proposal process will be binding. All material submitted during the proposal process becomes the property of City of St. Louis for their use.
	     
	     
	     

	39. City of St. Louis reserves the right to audit the administration of the disability insurance plans at any time. The right to audit includes, but is not limited to, the right to audit procedures, internal audits, computer systems, claim files, grievance records, and accounting records. City of St. Louis may select any person(s) or organization(s) to conduct an audit. The audit would be conducted in compliance with mutually agreed upon confidentiality requirements.
	     
	     
	     

	40. Future rate adjustments, following the completion of any rate guarantee period, will be communicated in writing at least 120 days in advance of the effective date and will include a complete description of the methodology used, an itemization of all assumptions and experience, and a precise identification of expense factors and claims.
	     
	     
	     

	41. The vendor will participate in periodic claim reviews, HR conference calls and annual meetings.
	     
	     
	     

	42. The selected vendor will be required to create, print and distribute SPD certificates and communications materials to City of St. Louis for dissemination to employees and the cost should be included in your pricing.
	     
	     
	     

	43. The selected vendor shall be required to indemnify and hold City of St. Louis harmless from all claims liability, losses, and causes of action, which may arise out of the vendor’s performance, or non-performance of its obligations under the contract. Further, the vendor selected shall pay all claims and losses of any nature whatsoever in connection therewith, and shall defend all suits in the name of City of St. Louis when applicable, and shall pay all costs and judgments which may issue therefore except those caused by sole negligence of City of St. Louis officers or employees or agents.
	     
	     
	     

	44. Provide quarterly experience reports within 30 days of the close of the quarter.
	     
	     
	     

	45. The selected vendor shall comply with all laws, ordinances, and regulations applicable to the services contemplated herein. By responding to this RFP, you are stating that you are familiar with all federal, state, and local laws, ordinances, code provisions, rules, and regulations that may in any way affect the services and products to be provided.
	     
	     
	     

	46. The vendor will be required to submit a first draft of the contract to City of St. Louis within 30 days of being awarded the business. All attempts to have the contract finalized by the effective date mast be made.
	     
	     
	     

	47. The City of St. Louis has the right to terminate the agreement in the event of a change of ownership of the vendor or upon sixty days notice to the vendor.
	     
	     
	     

	48. The vendor agrees to send copies of all employee correspondence to City of St. Louis.
	     
	     
	     

	49. The vendor will designate a full-time account manager for City of St. Louis (Name, resume, references, etc.).
	     
	     
	     

	50. Any planned change in the designated team personnel will be communicated to City of St. Louis by phone and in writing at least 14 calendar days prior to the effective date, including reason for the personnel change. New team members are expected to undergo the same level of training.
	     
	     
	     

	51. Vendor agrees to Performance Guarantees as described under the Performance Guarantee section.
	     
	     
	     

	52. Vendor will provide assistance in training City of St. Louis representatives from the benefits area. This training may include online report access, invoicing, etc.
	     
	     
	     

	53. Vendor will provide City of St. Louis and its designee unrestricted access to all claim files, notes, systems and dedicated personnel for annual onsite audit purposes.
	     
	     
	     

	54. Vendor will be available to attend meetings at City of St. Louis to discuss the business relationship, upon the client's request.
	     
	     
	     

	55. Data on City of St. Louis program and results will not be used by your organization without written consent from City of St. Louis. Any breach of this requirement could lead to termination of the contract and legal action.
	     
	     
	     

	56. The selected vendor will be requested to share sample communications and to create custom communications materials to City of St. Louis for dissemination to members.
	     
	     
	     

	57. City of St. Louis will be heavily involved in review / approval of any communication, including certificates, booklets, etc.
	     
	     
	     

	58. All rates will be guaranteed as long as the population does not change by             + / - 25%.
	     
	     
	     

	59. Award of business will be in mid January.  The City of St. Louis requires that the contract/policy between the City and vendor be executed prior to effective date.
	     
	     
	     


	Disability
	
	
	

	
	Confirmed
	

	Requirement
	Yes
	No
	Explanation

	60. The vendor will agree that all records, data, files, input materials, reports, forms and other data received, computed or developed, used and / or stored pursuant to their agreement with City of St. Louis are property of City of St. Louis. Immediately upon termination of their agreement, all such records and other data shall be furnished without additional charge to City of St. Louis in a software format agreeable to City of St. Louis.
	     
	     
	     

	61. All termination and denial correspondence for City of St. Louis must be sent to the appropriate designated contact at City of St. Louis prior to being sent to the employee.
	
	
	

	62. The vendor is responsible for monitoring phone statistics and caseloads on a daily basis to ensure that minimum standards are met. Unit supervisor is responsible for ensuring that adequate staffing levels are maintained.
	     
	     
	     

	63. Vendor will establish required interfaces with City of St. Louis's workers’ compensation vendor, Life insurance vendor and any other providers as established.
	     
	     
	     

	64. Disability cases will be handled by a unit of qualified disability claims analysts, nurse reviewers and medical providers knowledgeable about City of St. Louis’s disability program. 
	     
	     
	     

	65. Timing for benefit determination, initial approval / denial decisions will be made prior to the STD/LTD start date.
	     
	     
	     

	66. "Live" telephone operators will be available from 8:00 A.M. to 8:00 P.M. CST, Monday - Friday.
	     
	     
	     

	67. The selected vendor must be able to implement their services on                 April 7, 2013. 
	     
	     
	     

	68. Notification of business will not be communicated prior to mid January.   Therefore, confirm your ability and willingness to implement within 60 days of notification.
	
	
	

	69. The vendor will accept initial and ongoing eligibility information in either a hardcopy or automated format.
	     
	     
	     

	70. The vendor will coordinate offsets and overpayment recovery activities (Social Security 30 days after an award is received, Workers’ Compensation, etc.). The vendor will have an overpayment recovery process.
	     
	     
	     

	71. The vendor will furnish administration manuals to City of St. Louis including instructions and all necessary forms within 60 days following the date that City of St. Louis contracts for services.
	     
	     
	     

	72. Vendor agrees to procure written authorization from City of St. Louis prior to initiating any STD IMEs.
	     
	     
	     

	73. Vendor has ability to withhold deductions from disabled employee's STD/LTD check.
	     
	     
	     

	74. Include sample contract / policy for all requested services.
	     
	     
	     

	75. Include any materials that are sent to claimants describing your Social Security advocacy program.
	     
	     
	     

	76. Include sample authorization form for release of medical information.
	     
	     
	     

	77. Include sample standard reports – Intake, STD & LTD.
	     
	     
	     

	78. Include sample ad hoc reports – Intake, STD & LTD.
	     
	     
	     

	79. Include an organizational chart for claim office assigned to City of St. Louis.
	     
	     
	     

	80. Include a sample of incurred claims report.
	     
	     
	     

	81. Include quarterly rehabilitation and Social Security summary report, with a listing of claimants.
	     
	     
	     

	82. Include copies of any employee questionnaires periodically sent to disabled employees.
	     
	     
	     

	83. Vendor must be able to provide semi-annual analytic reports (within 30 days of close of reporting period) that identify areas for cost / benefit improvement - (benefit design changes, communications changes, administrative changes, etc.) and include recommended actions for City of St. Louis to pursue.
	     
	     
	     

	84. Vendors must agree to attend meetings / teleconferences with City of St. Louis to discuss open, closed and pending claim files and administrative issues on a quarterly basis.
	     
	     
	     


Financial Response
Please complete the rate tables provided in the Excel Appendix for your proposed rates.  Rates must be provided on a bi-weekly basis and net of commission.  
Complete one Excel rate sheet assuming both STD and LTD will be offered including rate concessions.  Complete the other Excel rate sheet with LTD on a stand alone basis. 
On all exhibits, clearly denote the duration of any rate guarantee.  Rate guarantee may exceed but in no circumstance be for less than fourteen and a half months (April 7, 2013 –                             June 14, 2014).
Questionnaire

This is a protected Word document that has been designed to electronically collect responses to this RFP. All responses must be provided in the spaces designated for your response. Any section of the document that has not been designated for your response has been protected and cannot be edited.

In this RFP, you will be asked to provide responses in text boxes. Responses may be typed directly into text boxes, which are gray blocks.

Your response should:

• include a restatement of each question followed by your answer; and

• directly follow the question, without referencing the reader to other portions of your proposal.

	Disability
	

	A. Staffing / Training
	Response

	85. For the disability claims office to which City of St. Louis would be assigned, provide the following information.
	Staff Type
	Number of Staff (Indicate whether FT, PT)
	Average Caseload
	Ratio Staff / Covered Lives or Claimants

	
	Intake Specialist
	     
	     
	     

	
	Customer Service Representative
	     
	     
	     

	
	STD Claim Analyst / Examiner
	     
	     
	     

	
	LTD Claim Analyst / Examiner
	     
	     
	     

	
	Appeals Specialist
	     
	     
	     

	
	Registered Nurse Case Manager
	     
	     
	     

	
	Non-Registered Nurse Clinical Case Manager
	     
	     
	     

	
	Behavioral Health Case Manager
	     
	     
	     

	
	Social Security Advocate / Specialist
	     
	     
	     

	
	Physician
	Employees
	Hours of coverage:
	

	
	a. Medical Director
	     
	     
	

	
	b. Clinical Advisor
	     
	     
	

	
	c. Others (specify role)
	     
	     
	

	
	Return to Work Specialist
	     
	     
	

	
	Clerical Staff
	     
	     
	

	
	Supervisor
	     
	     
	

	
	Manager
	     
	     
	

	
	Auditor (Quality Assurance)
	     
	     
	

	86. What was your turnover rate for the following years for the claim office(s) to which City of St. Louis would be assigned? Do these statistics include promotions and transfers?


	
	2009
	2010
	2011

	
	Intake Specialists
	     
	     
	     

	
	Customer Service Representatives
	     
	     
	     

	
	Claim Analysts / Examiners
	     
	     
	     


	
	Nurse Case Managers
	     
	     
	     

	
	Behavioral Health Case Managers
	     
	     
	     

	
	Return to Work Specialists
	     
	     
	     

	
	Appeal Specialists
	     
	     
	     

	
	Clerical Staff
	     
	     
	     

	
	Supervisors
	     
	     
	     

	
	All Others
	     
	     
	     

	87. Which claim office location will be used to service City of St. Louis?

	     

	88. Explain how your organization tracks caseloads and how caseload standards are maintained.


	     

	89. Complete the following with respect to new personnel:


	Job Title
	Minimum Requirements Education
	Certification and / or Credentialing Requirements
	Minimum Years of Experience

	
	Intake Specialist
	     
	     
	     

	
	Customer Service Representative
	     
	     
	     

	
	Appeals Specialists
	     
	     
	     

	
	Claims Analysts / Examiners
	     
	     
	     

	
	Nurse Case Managers
	     
	     
	     

	
	Return to Work Specialists
	     
	     
	     

	
	Physician Consultants
	     
	     
	     

	90. Please provide brief bios and background for the management team (i.e. Account Management, Claims and Clinicians) that will be responsible for City of St. Louis account.

	     


	Disability
	

	B. Products and Services
	Response

	91. For 2011, please provide the following information regarding your disability business:
	
	Insured
	

	
	
	# of Contracts
	# of Covered Employees

	
	STD 
	     
	     

	
	LTD
	     
	     

	
	Comments:
	     
	     

	C. Interface Experience
	Response

	92. How do you interface with the case management efforts of the medical vendor?

	     

	D.
Initial Reporting / Claims Notification
	Response

	93. Describe your IVR capabilities supporting claim intake and customer service. Your response should address:

	     

	A. Information available through your IVR (e.g., payment status)


	     

	B. System prompts


	     

	94. What approach do you use to obtain a release of medical information from claimants? Provide a sample of the medical release form you use.


	     

	95. What approach do you use to handle and track re-occurring LTD claims? Is there coordination between open and closed claims?


	     

	96. What approach do you use to handle and track re-occurring STD claims? Is there coordination between open and closed claims?

	     

	E.
Benefit Determination
(Initial & Ongoing)
	Response

	97. What criteria is used by the nurses / case managers to make disability determination decisions?

	     

	E.
Benefit Determination
(Initial & Ongoing)
	Response

	98. Describe, step-by-step, how LTD cases are monitored, tracked and reported once approved. STD cases?


	     

	A. What is your time standard for making a disability determination for both STD and LTD (specify calendar or workdays)?


	     

	B. How is compliance with this standard tracked?


	     

	C. What were your LTD benefit determination turn-around time results for 2010 to 2011 for the claim office to which City of St. Louis would be assigned (specify calendar or work days)?
	
	2010
	2011

	
	From the first notification of claim:
	     
	     

	
	From the time that all required information was received:
	     
	     

	D. What were your STD benefit determination turn-around time results for 2010 to 2011 for the claim office to which City of St. Louis would be assigned (specify calendar or work days)?


	
	2010
	2011

	
	From the first notification of claim:
	     
	     

	
	From the time that all required information was received:
	     
	     

	F. Clinical Case Management
	Response

	99. For each of the following questions, describe your organization’s general handling procedures and acknowledge any differences that will be required for City of St. Louis:


	     

	A. How is the clinical case management process initiated?

	     


	Disability
	

	F. Clinical Case Management
	Response

	B. What percent of disability cases typically fall under active clinical case management?


	     

	C. What checks and balances are in place to ensure the cases that meet referral criteria, will in fact, be referred?


	     

	D. Explain how your clinical resources will interact with City of St. Louis’s in-house resources.


	     

	E. Will claim management and medical / clinical management be administered at the same location?


	     

	G.
Behavioral Health and Disability Integration
	Response

	100. Do you have any special processes and / or staffing in place for handling behavioral health disability claims? Please describe in detail. Are there designated case managers who are responsible for monitoring behavioral health disability cases? Are they co-located with other staff?


	     

	101. Please describe your process of identifying a behavioral health issue when a claim is presented initially as a physical health disability claim, and the process for linking this information to the behavioral health vendor and / or internal behavioral health specialty unit.

	     

	G.
Behavioral Health and Disability Integration
	Response

	102. What behavioral health vendors have you worked with in the past? Please describe the roles played by your organization and the behavioral health vendor in managing the disability absence relating to a behavioral health disability.


	     

	103. What criteria are used for behavioral health IMEs?


	     

	H. Claim Management
	Response

	104. Describe the procedures and edits that are applied when claims are pended or denied.


	     

	105. Describe any special Social Security program(s) you have available. Is an additional fee charged for this program(s)?


	     

	106. Provide statistics on the percentage of your claimants who are receiving Social Security disability benefits. Provide the % approved --- from the date of disability 0-1 yr, 1-2 yrs, 2-3 yrs, 3-4 yrs, 4-5 yrs, 5+ yrs, all claimants 2+ yrs, all open claims for all years.

	     

	107. How is the clinical case management process initiated?


	     

	A. Who screens cases for clinical case management? What criteria are applied? Are these written criteria? Are they system edits?


	     

	B. How are cases assigned to Nurse Case Managers?

	     

	H. Claim Management
	Response

	108. What checks and balances are in place to insure that the cases that meet referral criteria are, in fact, referred?


	     

	109. Who makes the decision to refer a case for physician review? What specific criteria trigger a case for physician review? What percent of claims are referred for physician review (not an IME)?


	     

	A. LTD


	     

	B. STD


	     

	110. Who provides the physician review services? Explain data interfaces between physician and case manager. What is the expected turnaround time for a review?


	     

	111. Describe your organization’s capabilities and resources utilized to identify and refer potential fraud and abuse cases?


	     

	112. Describe any situations in which employees of your company or a contracted vendor, would need to visit a disabled employee at their residence?
	     

	113. Describe your Disease Management capabilities.


	     

	I.
Change in the Definition of Disability
	Response

	114. Describe the process which takes place at the change in definition point during LTD.

	     

	I.
Change in the Definition of Disability
	Response

	115. What additional information is requested as the test / definition change date approaches? What information is mandatory? Optional? Who is responsible for obtaining the updated information?


	     

	116. What tools (e.g., IMEs, FECs, Dictionary of Occupational Titles) are used in the test change determination?


	     

	J.
Claim Denial / Appeal Procedures
	Response

	117. Are all claims automatically reviewed by another party prior to release of the denial decision? If so, when and who is responsible for the review?


	
	Reviewed by Another Party?
	Who Reviews?

	
	Administrative reasons? (e.g., employee does not meet eligibility requirements)
	     
	     

	
	Clinical reason? (e.g., medical evidence does not support continuing disability)
	     
	     

	118. Describe your standard appeal procedure for each benefit type in detail, including turnaround time standards and actual 2011 performance measures. Provide samples of your standard appeal responses to the employee appealing a claim. Please describe your experience with clients where you maintain LTD fiduciary responsibility.


	     

	119. How will claim denials, requests for reconsideration, appeals and review decisions be communicated to City of St. Louis?

	     

	J.
Claim Denial / Appeal Procedures
	Response

	120. Please provide copies of your standard STD and LTD denial letters, the initial STD and LTD appeal review denial uphold letters (Level One Appeal Denial letter) and, if applicable, your Level Two appeal denial uphold letter.


	     

	K. Return to Work Coordination
	Response

	121. Describe how your staff will coordinate RTW with City of St. Louis for the following:


	     

	A. Identifying residual work capacity


	     

	B. Identifying transitional work opportunities with City of St. Louis department


	     

	C. Discussing opportunities with the treating provider


	     

	D. Communicating with the employee regarding transitional work


	     

	E. Following up with all involved parties regarding status upgrades


	     

	L. Offsets / Subrogation
	Response

	122. What procedures are in place to assure timely and accurate coordination of supplements and offsets (e.g., Workers’ Compensation, SSDI)?


	     

	L. Offsets / Subrogation
	Response

	123. Does your organization actively pursue subrogation opportunities? What criteria are used for exploring cases with potential subrogation? What resources are used to pursue these dollars?

	     

	M. Information Systems
	Response

	124. Describe on-line systems available to City of St. Louis to run ad-hoc reports. Are there any additional charges for this service?

	     

	125. How long has the claim management office recommended for City of St. Louis been in operation?


	     

	126. Do you anticipate any changes to the claims system over the next two years? If so, how will they affect the claims system used for City of St. Louis?


	     

	N.
Customer Service / Quality Assurance
	Response

	127. What types of measurement tools are used (e.g. satisfaction surveys) to assess customer satisfaction and quality assurance? What have your satisfaction rates been for the last two years? How often are surveys conducted? Are they done by internal or external sources? How are client s notified of their results?


	     

	N.
Customer Service / Quality Assurance
	Response

	128. What policies, procedures, or protocols, if any, exist to identify deficiencies in the case management process? For example, would repeat disabilities for the same individual trigger a referral to a senior person in the case management area? Please describe.


	     

	129. What performance standards are required by staff function (e.g., clerical, clinical) in terms of productivity, accuracy, timeliness, and customer relations? How is compensation tied to performance?


	     

	130. What percentage of each reviewer’s workload is audited?


	     

	O.
Independent Medical Examinations
	Response

	131. What specific file information and instruction is provided to IME physicians to ensure a focused outcome? Is it written or telephonic?

	     

	132. Are specific time frames contractually required for:


	
	Yes / No
	If Yes, Required Timing

	
	Scheduling the exam?
	     
	     

	
	Obtaining telephonic notice of result?
	     
	     

	
	Obtaining written result?
	     
	     

	133. What steps are taken if the IME provider disagrees with the attending physician regarding the employee’s disability?


	     

	134. Are IME physicians required to have any special accreditation? If so, what type?


	     

	P. Technology / Systems
	Response

	135. Describe (and provide a diagram for) the system that supports your integrated disability management services, including:

A. Intake/customer service

B. LTD Administration

C. LTD Claim Payment

D. LTD Clinical Case Management

E. STD Administration

F. STD Claim Payment/Advice-to-pay

G. STD Clinical Case Management


	     

	136. Can eligibility be loaded into the system to streamline look-up and populate a new claim file?


	     


Performance Guarantees

Please provide your performance guarantee in the following categories. Please confirm your willingness to commit an “at risk penalty” of 2% of insured premium per line of coverage.

The claim processing guarantee will be measured on a calendar year basis. All performance guarantees will be paid on a calendar year basis and will automatically renew each year. In addition, feel free to add any additional performance guarantees you would like to include in your proposal.

	General
	
	
	

	Guarantee
	Description
	Measurement
	At Risk Penalty 

	Contract Issuance
	First draft of contract will be sent to City of St. Louis within 30 days of being awarded the business. 


	Delivery Dates
	One time implementation penalty of $25,000

	City of St. Louis and Employee Satisfaction

	Employee Survey measurements will be based on a numerical equivalent of 3.0 - 5.0 which represents a good to excellent rating. City of St. Louis will subjectively evaluate the performance of the chosen vendor.
	Penalty applies to each target.
	Quarterly Employee Survey and City of St. Louis’s evaluation. Employee Survey with a numerical equivalent of 3 or greater will represent a pass. City of St. Louis evaluation will indicate pass or fail along with explanation.


	$25,000.


	Disability
	
	
	

	Guarantee
	Description
	Measurement
	At Risk Penalty

	Customer Service

	1.
100% of calls will be answered within 15 seconds.

2.
The call abandonment rate will be no greater than 3%.

3.
 Calls will be returned within 24 hours (employees, disability management contact, supervisors and managers).

	Penalty applies to each target.
	Quarterly reports that present specific to City of St. Louis’s statistics.
	25% of the at risk penalty.

	Benefit Determination

	1.
The chosen vendor Senior Nurse Reviewer will review every STD claim to determine appropriate medical management approach before directing to either a Nurse Case Manager or a Claims Examiner.

2.
 The chosen vendor will complete appropriate contact with employee, attending physician, disability management contact and supervisor within one-business day for every intake call received.

3.
STD determination will be made within five business days (complete claim information).

4.
LTD determinations will be made 30 days in advance of transition from STD to LTD effective date on 100% of all claims.

5.
 Both the employee and City of St. Louis will be notified of claim decision within 48 hours.


	Penalty applies to each target.
	Annual report submitted by chosen vendor specific to City of St. Louis’s results. Also subject to independent audit if requested by City of St. Louis.
	25% of the at risk penalty.

	Case Management

	1.
Mental Health claims will be managed by a Nurse Case Manager from the Behavioral Health Unit.

2.
All LTD claims will be reviewed for SSDI triage.


	Penalty applies to each target.
	Annual report submitted by the chosen vendor specific to City of St. Louis’s results. Also subject to independent audit if requested by City of St. Louis.
	25% of the at risk penalty.

	Management Reporting
	
	

	1.
The chosen vendor will provide City of St. Louis with annual reports of durations, incidence rates by diagnoses, including benchmarks against a select peer group of the chosen vendor’s clients, as well as, the chosen vendor’s book of business results.

2.
The chosen vendor will meet with City of St. Louis on an annual basis to review performance. 


	Penalty applies to each target.
	Reports are provided within 15 days of the end of each quarter.

The chosen vendor will meet with City of St. Louis within 45 days of the end of the plan year.
	25% of the at risk penalty.


Appendix: 
A.  Proposed Plan Design


B.  Census Data

      C.  PTO Policy

      D.  Excel Financial Quote Template
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