PATIENT APPOINTING SERVICES

PERFORMANCE WORK STATEMENT

FOR

NAVAL HOSPITAL GREAT LAKES
24 Dec 03
1.  Background.

    a.  Appointing services are required in support of the daily operations at Naval Hospital Great Lakes (NHGL).  

    b.  Appointing at NHGL has been accomplished by the Military Treatment Facility (MTF) staff and contractor support since 1998.  The Contractor shall appoint Monday through Friday, 0700 to 1700.  NHGL’s outpatient clinics and appointment services are closed on federal holidays.  Beneficiaries have access to scheduling appointments through the lunch hour.  During those hours when the appointing function is not available, the Contractor’s telephone system shall have a recording informing the patients of the clinic hours and to call 911 if they are experiencing a medical emergency.
    c.  The current contractor performs an average of 40,086 available appointment transactions at the MTF each year.  The beneficiary population consists of 21,000 Prime enrollees, 20,000 non-Prime enrollees, and 24,000 recruits and students who are not enrolled to NHGL.

2.  Place of Performance.

    a.  Approximately 536 square feet of space on the fifth floor of the main hospital will be provided to the Contractor.  The appointment clerks shall have the ability to book appointments for all MTF clinics.

3.  Specific Tasks.

    a.  Appointment Information Systems.  CHCS access will be made via local MTF connectivity and shall comply with Security Requirements, Paragraph 5 of the basic contract, and MHS communications and Government IT security standards and policies.  NHGL Attachment 1, Information Systems, reflects the target architecture for MTF LANs.  The MTF Chief Information Officer (CIO) will provide Local Area Network (LAN) and CHCS accounts for access to Internet, intranet, electronic mail, shared network resources, and to other systems required for the Contractor to perform required taskings.

    b.  Telephone Access.  The Contractor shall supply the appropriate telephony equipment and access to a 1-800 telephone number to support/receive telephone appointment call volumes for the estimated 40,800 appointments to be booked each year by the Contractor.   The contractor shall work with the MTF and incoming Managed Care Support Contractor to help transition MTF beneficiaries to the new appointing number.   The Contractor shall be responsible for the maintenance and costs of the 1-800 line.  The telephone system shall include the ability to record calls and track the number of calls received on each phone in addition to providing the data required in the performance reports defined in Contractor’s Performance Reports, Paragraph 4 of the basic contract.
    c.  Type of Appointments.  The Contractor shall be required to, in addition to making appointments, call patients and reschedule and/or cancel appointments.  The Contractor shall be responsible for correcting appointment-booking errors.  Performance standards are IAW Paragraph 3.13 of the basic PWS, i.e., appointment errors shall not exceed more than 1% of the total Contractor booked appointments each month.  Appointment errors will be identified by the COR/COTR.  Appointments shall be made following MTF provided appointing criteria and business rules.  Examples of MTF criteria and business rules are shown in NHGL Attachment  2, Command Business Principles.  For Clinics utilizing Open Access (OPAC) and Established (EST) appointment types, the appointing clerks may be required to combine 15 minutes appointment slots for Well, PCM, Physical, and Procedures visits.  The appointing clerks may be required to change appointment types.   Revisions to appointing criteria and business rules will be provided electronically from the COR/COTR.  Revisions to the criteria/business rules may be made on a weekly basis.

    d.  Training.  The MTF will provide the following training (estimated total training time of 76 hours) to each individual during the life of the contract: 

(1) CHCS Training – 40 hours to cover template management and appointing functions and eligibility checks.  
(2) Newcomers Orientation.  24 hours.

(3) ADP Security Brief.  2 hours. 

(4) Birth Month Annual Review.  2 hours. 

(5) Periodic Training.  8 hours per year.

NHGL Attachment 3, Training Topics is provided as possible subject areas to be addressed during the training hours identified below.  In addition to the above training hours, the Contractor shall be required to read and sign an Information System User Confidentiality Statement/Agreement, NHGL Attachment 4.

    e.  Transition Period Reporting.  The Contractor shall submit weekly status reports of phase in and operation activities to the MTF COTR.

    f.  Eligible Beneficiaries.  NHGL’s eligible population consists of 21,000 Prime enrollees, 20,000 non-Prime enrollees, and 24,000 Recruits and Students not enrolled to NHGL.  

    g.  Appointment Volume/Projected Workload.  The Contractor shall book approximately 40,800 NHGL appointments each year.  Historical call transaction volumes and transaction data is provided in NHGL Attachment 5.  Majority of requests for appointments, if not all, will be received telephonically.  The Government will be responsible for the development and updates to the MTF provider appointment templates.
    h.  In addition to those items listed in paragraph 3.a. above, the Contractor shall follow the security requirements identified in Paragraph 5 of the basic contract and coordinate the following tasks with the MTF CIO.

        (1)  DITSCAP, personnel security, physical security, IT systems access requirements and authorization to appointment information system and IT networks as required (certification and accreditation, background investigations, username/password, Public Key Infrastructure certificates, etc.).  The Contractor shall be responsible for the processing and cost of required SF-85’s for Contractor personnel who possess access to the CHCS system.

        (2)  Connectivity configuration between the Contractor and Government, to include use of DoD LAN, NIPRNet, or Point to Point circuit, Internet connectivity, and any use of the DISA DMZ.

        (3)  Hardware/software needed to support requirements, e.g., browser to support Internet connectivity requirements, e-mail software to support appointment cancellation, CAC reader and middleware, browser, and e-mail versions that are compatible with DoD PKI.

        (4)  Contractor staff shall meet DoD security standards for access to ADP/IT systems.  

        (5)  CHCS training for the appointing clerks.

    i.  Contractor’s Performance Reports.  The Contractor shall provide all Contractor Performance Reports referenced in Paragraph 4 of the basic contract.

    j.  Government/DOD Regulations After Award.  No additional regulations have been identified to be provided after award.

    k.  Government Furnished Property (GFP).  NHGL will provide and maintain desktop computers, software, printers, and network connectivity to approved systems and resources that are required for performance of taskings.  NHGL will provide and maintain terminals for the appointment clerks as defined in paragraph 2.a. above.  In addition, NHGL will provide housekeeping services and physical security of the 536 square feet being provided by the Government.
    l.  Hours of Operation.  The Contractor shall provide services Monday through Friday from 0700 to 1700, with the busiest hours being between 0800 to 1000 and 1500 to 1700.  Clinic hours are from 0730-1600.  NHGL’s outpatient clinics and appointment services are closed on federal holidays.  Beneficiaries have access to scheduling appointments through the lunch hour.  The Contractor shall coordinate any changes to the open/closed staffing schedules (i.e., inclement weather, NHGL closures, etc.) with the Contracting Officer.

    m.    Period of Performance.  

        (1)  Phase-In:  3 months before TRICARE Managed Care Support Contractors provide health care services, approximately 1 Apr 04.

        (2)   Base Year: To include Phase-In (Transition) from approximately 1 Apr 04 through 30 Sep 04.

        (3)  Four  One-Year Option Periods and fifth Option period.

The basic period of performance for any task order awarded as a result of this requirement shall be approximately 1 Apr 04 through 30 Sep 04, both dates inclusive, unless sooner terminated under the provision of this contract.  This requirement is dependent upon period of performance of the transition of the incumbent TRICARE Managed Care Support Contracts to the newly awarded Managed Care Support Contractors.   

    n.   Government COR and Government POC’s for this task order to be provided upon award.

    o.  List of Attachments for NHGL Task Order:

NHGL Information Systems



NHGL Attachment 1.doc

NHGL Command Business Principles


NHGL Attachment 2.doc

NHGL Training Topics and Hours



NHGL Attachment 3.doc 

NHGL Info Sys User Confidentiality


NHGL Attachment 4.doc

Historical Contractor Appts Transactions


NHGL Attachment 5.doc

NHGL Wage Determination



NHGL Attachment 6.doc

CLIN Pricing for NHGL




NHGL Attachment 7.doc

NHGL Equivalent Rates




NHGL Attachment 8.doc
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