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[bookmark: _Toc228524146]INTRODUCTION AND SUMMARY OF THE BID SOLICITATION
This Bid Solicitation is issued by the Department of the Treasury, Division of Purchase and Property (Division), Procurement Bureau, on behalf of the Department of Children and Families (DCF), Children’s System of Care (CSOC).  Quotes submitted in response to this Bid Solicitation shall be through the State of New Jersey’s eProcurement system, NJSTART.  Bidders are advised to thoroughly read all sections of this Bid Solicitation and follow all instructions.  

Bidders are strongly encouraged to visit the NJSTART Vendor Support Page, which contains Quick Reference Guides (QRGs), supporting videos, a glossary of NJSTART terms, and helpdesk contact information.  Bidders should utilize the QRGs before attempting to submit a Quote through NJSTART.   It is the Bidder’s responsibility to ensure that the Quote and attachments have been properly submitted.  Inquiries concerning the use of NJSTART may be directed to njstart@treas.nj.gov. The Division will not respond to substantive questions related to the Bid Solicitation or any other Contract via this email address.

[bookmark: _Toc400531467][bookmark: _Toc428533937][bookmark: _Toc32310614][bookmark: _Toc228524147]PURPOSE, INTENT, AND BACKGROUND
The purpose of this Bid Solicitation is to solicit Quotes to engage a Contractor to serve as the Contracted System Administrator (CSA) for DCF’s CSOC service delivery model and to provide a Management Information System (MIS) for the CSOC.

[bookmark: _Int_LB4Y0wzs]The CSA performs a wide range of administrative and clinical functions essential to the operations of DCF’s system of care for Children and Young Adults (for this Bid solicitation, “Children and Young Adults” will be referred to as “Youth” unless specified) with behavioral health needs, including mental health, Substance Use, and/or Intellectual and Developmental Disabilities (I/DD). Key functions of the CSA include Care Coordination, Utilization Management (UM), Quality Management (QM), Outcomes Management (OM), community engagement, and the collection and maintenance of critical information on Youth needs, demographics, service Utilization, qualified service Providers, Medicaid and Third Party Liability (TPL) information, and claims data. 

Through the management of its MIS, related support, and quality assurance functions, the CSA oversees and promotes best practices and assists the State of New Jersey (State) in assuring the system’s compliance with State and federal policies and guidelines. The current MIS is a web-based platform that allows users real-time access to information regarding Youth enrolled in DCF’s CSOC in an electronic behavioral health information system; as well as all service information from CSOC-contracted service Providers and includes a feature for tracking and linking Youth to Out-of-Home (OOH) Treatment and community-based support service programs. For reference purposes, general New Jersey demographic information is available at: New Jersey - Census Bureau Profile. Demographic information on the current populations served by DCF’s CSOC is available on the DCF Child Welfare Data Hub and Portal at:  NJ Child Welfare Data Hub | Data Hub (rutgers.edu).

It is the intent of the State to award a Contract to that responsible Bidder whose Quote, conforming to this Bid Solicitation is most advantageous to the State, price and other factors considered.  The State may award any or all price lines.  The State, however, reserves the right to separately procure individual requirements that are the subject of the Contract during the Contract term, when deemed by the Director of the Division to be in the State’s best interest.

The Division intends to select one (1) Contractor for all price line items, in accordance with requirements set forth in Bid Solicitation Section 8, Quote Evaluation and Award. 

This Bid Solicitation includes a Small Business and/or Disabled Veteran-Owned Business (SBE/DVOB) Subcontracting Set-Aside, as referenced in Section 3.13.8.1, Small Business and/or Disabled Veterans’ Business Subcontracting Set-Aside Contract. 

The State of New Jersey Standard Terms and Conditions (SSTC) included with this Bid Solicitation will apply to all Contracts made with the State.  These terms are in addition to the terms and conditions set forth in this Bid Solicitation and should be read in conjunction with them unless the Bid Solicitation specifically indicates otherwise.   

[bookmark: _Toc400531468][bookmark: _Toc428533938][bookmark: _Toc32310615][bookmark: _Toc228524148]BACKGROUND 
[bookmark: _Hlk212549343]This is a reprocurement of the services under T1932 - Contracted System Administrator for New Jersey Division Children's System of Care.  Bidders interested in reviewing the expiring Contract’s specifications and pricing information may do so by following the instructions below. Bidders should not rely upon or use data or information from the expiring Contract when preparing a response to this Bid Solicitation as this Bid Solicitation addresses the State’s current requirements. 
· Go to: www.njstart.gov 
· Select “Active Contracts”
· In the search bar, select “Contracts” from the drop down menu
· Enter “T1932” and click “[image: ]”
· The expiring Contract list will appear under “Results”

[bookmark: _Toc228524149]1.2.1	MISSION
The mission of DCF’s CSOC is to offer comprehensive behavioral health services and supports for Children and Young Adults up to age 21 with emotional and/or behavioral challenges, Substance Use, and/or Intellectual and Developmental Disabilities.  CSOC provides Children, Young Adults, and their families/caregivers with timely Wraparound services and related supports aligned with individual and family strengths and needs with the appropriate intensity and duration of services. 

DCF’s CSOC is also focused on the accessibility and appropriateness of services delivered to Youth who are involved in New Jersey’s Child welfare system.  Being responsive to both the families of Youth (e.g., birth, resource [foster], kinship, guardian, and adoptive, etc.) involved with the Division of Child Protection and Permanency (DCP&P), as well as the professionals serving these families, is a priority for CSOC. 

The goal of DCF’s CSOC is to enable Youth to remain at home, in school, and within their community. Therefore, through an organized Statewide system of care approach, DCF is committed to providing services that adhere to the DCF Quality Standards (please refer to Bid Solicitation T1932 Exhibit A, DCF Provider Quality Standards) and are:
A. [bookmark: _Int_mLkhEAfa]Clinically indicated and accessible;
B. [bookmark: _Int_XwjL6j4p]Focused on prevention and early intervention; 
C. [bookmark: _Int_E4hqeCcH]Individualized, reflecting a continuum of services and/or support, both formal and informal, based on the unique strengths and needs of each Youth and their family and caregivers;
D. [bookmark: _Int_MCq2MxsE]Provided in the least restrictive, most natural setting to meet the needs of the Youth and their family and caregivers;
E. [bookmark: _Int_w4BHNB7Z]Youth and family-guided, with Youth and families engaged as active participants at all levels of planning, organization, and service delivery;
F. [bookmark: _Int_a8FV5y0h]Community-based, coordinated, and integrated with the focus of having services, decision-making responsibility, and management resting at the community level;
G. Responsive with agencies, programs, services, and supports that are communicated to Children, Young Adults, and families in their preferred method/medium so that understanding is ensured. 
H. [bookmark: _Int_fYcUoMW4]Respectful and protective of the rights of Youth and their family/caregivers; 
I. Collaborative across Child-serving systems, involving mental health, Substance Use, Intellectual and Developmental Disabilities, Child protection, Juvenile Justice, education, and other system partners responsible for providing services and support to the target populations; and 
J. [bookmark: _Hlk200634318]Quality Management (QM) focused, conducting and distributing necessary satisfaction surveys that are examined through a Continuous Quality Improvement (CQI) lens inclusive of Youth and family feedback.

[bookmark: _Toc228524150]1.2.2	CSA’S FUNCTION
The CSA creates a single point of entry that registers all Youth and authorizes services in a single electronic record. The CSA tracks and coordinates care for all New Jersey Youth enrolled in DCF’s CSOC.

The CSA supports DCF’s CSOC in its role of implementing this system of care. DCF’s CSOC retains all regulatory and policy-making authority. The CSA is not a pre-paid health plan; instead, it functions as and is inclusive of the activities of a non-risk Administrative Services Organization (ASO). As such, there are key functions that remain the responsibility of DCF’s CSOC, including, but not limited to, network development, Provider contracting and performance, and outcome standards. As a partner to DCF’s CSOC, the CSA provides administrative support and is encouraged to offer recommendations for improvements to the delivery of services which may be implemented with the approval of DCF’s CSOC. 

The CSA performs a broad range of administrative service functions including, but not limited to, the following:

A. Providing a Call Center with 24-hour/7-day intake and Customer Service capability (see Table 1);
B. [bookmark: _Hlk200634779]Providing a web-based application that is Americans with Disabilities Act (ADA) compliant and mobile friendly;
C. Managing care, which includes UM, OM, and Care Coordination;
D. Coordinating access to services for all Youth, including facilitating access to specialized services for Youth involved with the DCP&P;
E. Coordinating TPL and medical coverages;
F. Supporting the Intellectual and Developmental Disability eligibility application process;
G. Data management and Business Intelligence capabilities that grant real-time access to Youth, Provider, and statewide MIS data, including:
1. Utilization and demographic reports;
2. Standardized performance and Outcomes reports;
3. Ad hoc reporting capabilities;
4. Data governance functions;
5. Compliance with State and federal reporting guidelines;
H. Quality Management processes;
I. Providing training and training materials; 
J. Providing support to CSOC’s Provider network including:
1. CSOC’s electronic behavioral health information system, CYBER, Provider enrollment, and ensuring that associated billing codes are connected to the Provider’s Medicaid ID;
2. Ongoing support and maintenance in regard to address, name or site changes, conversations, mergers, and/or acquisitions;
3. New Jersey FamilyCare (NJFC)/3560/35605 eligibility issues;
4. Processing claims paid through the Department of the Treasury and monitoring any Appeals;
5. Supporting claim issues that may have been submitted to Medicaid's Fiscal Agent;
6. Addressing Prior Authorization (PA) barriers for Authorizations that were generated by the CSA;
7. Processing 3560 applications (as described in Bid Solicitation Section 4.3.5.1, DCF/CSOC Only Coverage [Also Known as 3560/35605 Eligibility]);  
8. Providing adequate follow-up when a complaint or quality of care issue is reported to the CSA; and
K. Completing audit reviews as prescribed.

The Call Center’s volume statistics as of December 2024 follows:

    Table 1: Incoming Calls 
   	
	Incoming Calls
	2019 
Daily Average
	2021*
Daily Average
	2022
Daily Average
	2023
Daily Average
	2024          
Daily 
Average


	Client/Provider Representative fielded calls
	422
	345
	430
	455
	401

	Contracted System Administrator Care Coordinator (CSA CC) fielded calls
	182
	183
	212
	214
	179

	After-hours Calls (10:00 p.m. – 8:00 a.m. weekdays, weekends, and holidays)
	10
	11
	14
	14
	14

	Total
	614
	539
	656
	683
	594


             *2020 data was omitted due to COVID-19 service disruption

At a minimum, the MIS includes the implementation of a common electronic behavioral health information system, as well as the development and implementation of other Information Technology (IT) functionalities that allow for the electronic storage and sharing of specified information and multiple reporting capabilities. The individual electronic record provides access to the DCF’s CSOC service continuum and clinical Outcomes, provides the capability to track and monitor Care Plans, monitor costs, and addresses the ongoing needs of Youth and their family/caregivers. The MIS allows for an automated process of determining clinical appropriateness and UM, thus providing system-wide continuous quality review.

The CSA provides all aspects of the CSA functions described herein in Bid Solicitation Section 4, Scope of Work, for all Youth who qualify for services through CSOC, as described in Bid Solicitation Section 1.2.2.1, Support Services Provided. Based on the current Utilization and expected trends, this is estimated to be approximately 67,000 Youth actively receiving services a year, but there is no cap specified in this Bid Solicitation and no per member/per month reimbursement structure is provided. 

1.2.2.1	SUPPORT SERVICES PROVIDED 
DCF’s CSOC provides funding for the following support services for Youth with emotional, behavioral, Substance Use, and/or Intellectual and Developmental Disabilities and their families/caregivers:

A. [bookmark: _Hlk154745553]Assessment and evaluation; 
B. Care Management Organizations (CMO) and Wraparound services; 
C. Mobile Response and Stabilization Services (MRSS) available 24 hours per day/seven (7) days per week; 
D. Intensive Mobile Treatment Services (IMTS); 
E. Assertive Community Treatment (ACT); 
F. Intensive In-Community (IIC) and home-based services, including Behavioral Assistance (BA); 
G. Evidenced-based practices, including but not limited to, Multisystemic Therapy (MST) and Functional Family Therapy (FFT);
H. Parent-run Family Support Organizations (FSOs); 
I. I/DD Family Support Services (FSS); 
J. I/DD Intensive In-Home (IIH) services and Individual Support Services (ISS); 
K. OOH Treatment Services; and
L. Substance Use Treatment (SUT) Services. 

CSOC also coordinates with non-contracted acute care, Partial Care, and Outpatient Providers.

[bookmark: _Toc228524151]1.2.3	POPULATION SERVICED BY CSOC
The populations served by the CSOC are Children and Young Adults (under the age of 21) who demonstrate a need for the services offered by DCF’s CSOC. Eligible CSOC participants, as defined by DCF, are Children and Young Adults with emotional and/or behavioral health challenges, Substance Use, and/or Intellectual and Developmental Disabilities. CSOC offers services for Youth with co-occurring conditions within these three (3) populations. Except in limited circumstances (i.e., Youth may be court-ordered to participate in services), all services and supports are voluntary. If the Child is under age 18, parent/legal guardian consent is required for services. Additionally, for I/DD Young Adults 18-21 years of age, legal guardian consent is required if there is established guardianship.

Youth who do not meet the eligibility requirements established by DCF’s CSOC are excluded from DCF’s CSOC.

[bookmark: _Toc228524152]1.2.4	INTEGRATION AND COLLABORATION
DCF’s CSOC remains strongly committed to enhancing integration and collaboration with system partners and regional/local stakeholders to improve access to the CSOC, while increasing its ability to measure the effectiveness of its services. Through partnership and collaboration, DCF’s CSOC strives to meet the following goals: 

A. Improve the quality of services; 
B. Ensure equitable access; 
C. Provide evidence-based and best practice services; 
D. Develop and monitor service performance and Outcome measures; 
E. Heighten awareness that services are competent, responsive, and meet the communication needs of Children, Young Adults, and families.
F. Continue to strengthen family support, Advocacy, and Youth and parent/caregiver participation in all levels of policy development and planning; and 
G. Enhance data gathering capabilities regarding Youth involved in CSOC’s services.

CSOC facilitates the provision of services to the target populations through collaboration and integration with relevant State and governmental agencies and Providers including, but not limited to:  

A. DCP&P;
B. Division of Family and Community Partnership (DFCP);
C. DCF Office of Data Management and Reporting;
D. DCF Office of Education;
E. Department of Human Services (DHS)’ Division of Medical Assistance and Health Services (DMAHS);
F. Medicaid’s State Fiscal Agent;
G. Medicaid Fraud Division (MFD);
H. Department of Education;
I. New Jersey Office of Information Technology (OIT);
J. Office of Homeland Security;
K. DCF Office of Monitoring (OOM);
L. DHS’ Division of Developmental Disabilities (DDD);
M. Youth Justice Commission (YJC);
N. DHS’ Division of Mental Health and Addiction Services (DMHAS); and 
O. The Administrative Office of the Courts (AOC).  

Information on the services provided by these agencies is accessible through the New Jersey State website www.nj.gov.

[bookmark: _Toc228524153]1.2.5	CSA’S MIS
To support these administrative services, the CSA provides a MIS that promotes sound clinical practice and fosters flexibility, system integration, comprehensive Information Management, and production of management reports that support business and management decisions.

At a minimum, the MIS includes the implementation of an electronic behavioral health information system as well as the development and implementation of other IT functionalities that allow for the electronic storage and sharing of specified information and multiple reporting capabilities. The individual electronic record provides access to DCF’s CSOC service continuum, providing the capability to track and monitor the necessary components of care, including, but not limited to, Service Utilization, Authorizations,  Care Plans, and clinical Outcomes, as well as addressing the ongoing needs of Youth and their family/caregiver. The MIS allows for an automated process of determining clinical appropriateness and UM, thus providing system wide continuous quality review.

The MIS is developed and based on CSOC’s proprietary code and data. All historical and present data and the full complement of the MIS functionality are available to authorized users of the MIS based on user role and functionality. 

1.2.5.1	CSA’S MIS AUTHORIZED USERS
The CSA’s MIS is a web-based platform that allows users real-time access to information about Youth. CYBER supports over 20,000 users across all 21 counties in the State; as well as out-of-state Providers who are treating New Jersey’s Youth. Authorized users include, but are not limited to:

A. [bookmark: _Int_Tz4GaJvk]DCF staff from the CSOC, DCP&P, DCF Business Office, OOM, DCF Fiscal Office, DCF Office of Analytics and Systems Improvement (ASI), and DCF Office of Information Technology (IT Office);
B. [bookmark: _Int_X2U9F5nm]DMAHS;
C. CSOC-contracted and network-enrolled Providers, including but not limited to: CMO, MRSS, FSO, IIC, OOH, and SUT; and 
D. Intermediate Units (IU).

1.2.5.2	CSA’S MIS INTERFACES
The CSA’s MIS interfaces with the New Jersey Medicaid Management Information System (NJMMIS) for NJFC/Medicaid to receive the following records:

A. A complete set of eligibility records from the OIT on a weekly and monthly basis (OIT receives eligibility records daily);
B. A Youth Cross Reference File on a daily basis;
C. Two (2) complete sets of claims data files including pharmacy claims and Fee-for-Service (FFS) claims containing all adjustments and voids for a designated population are sent weekly (full files, not updates);
D. A complete set of the Provider File on a weekly basis;
E. A Response File on the status of PAs after they are received by Medicaid’s Fiscal Agent; and
F. TPL resource files on a weekly and monthly basis. 

The CSA’s MIS interfaces with NJMMIS for Medicaid to send PA records which are created and sent by batch process via a secure line two (2) times weekly.

The CSA’s MIS interfaces with OIT via Secure File Transfer Protocol (SFTP) to update OIT’s eligibility records. Using the file transfer tool MOVEit, special program update files are sent monthly, with daily updates.

In addition, the CSA updates its MIS and corrects PA records that have been accepted by the Fiscal Agent but contain errors.  The corrections and updates are manually completed by the CSA’s staff via the NJMMIS on a designated computer in the Medicaid State Monitoring Unit (SMU). This is an arrangement coordinated by the State and the Fiscal Agent.

The CSA’s MIS interfaces with the Rutgers School of Social Work via SFTP used for third party reporting such as the New Jersey Child Welfare Data Hub.

It is anticipated that the CSA’s MIS will interface with DCF for use with an Enterprise Data Warehouse (EDW) and other future databases used for reporting.

[bookmark: _Toc228524154]CONTRACT AMOUNT
The estimated amount of the Contract, if stated, shall not be construed as either the maximum or minimum amount which the State shall be obliged to order.

[bookmark: _Toc400531506][bookmark: _Toc428533977][bookmark: _Toc32310702][bookmark: _Toc228524155]ORDER OF PRECEDENCE OF CONTRACTUAL TERMS
The Contract awarded, and the entire agreement between the parties, as a result of this Bid Solicitation shall consist of:  (1) the final Bid Solicitation, (2) the State of New Jersey Standard Terms and Conditions, (3) the Quote, and if applicable (4) any Bidder responses to clarifications; (5) a Bidder’s Best and Final Offer, (6) other negotiated document, and/or (7) third party document.  In the event of a conflict in the terms and conditions among the documents comprising this Contract, the order of precedence, for purposes of interpretation thereof, shall be as listed from highest ranking to lowest ranking as noted above. 

Any other terms or conditions, not included with the Bidder’s Quote and accepted by the State, shall not be incorporated into the Contract awarded.  Any references to external documentation, including those documents referenced by a URL, including without limitation, technical reference manuals, technical support policies, copyright notices, additional license terms, etc., are subject to the terms and conditions of the Bid Solicitation and the State of New Jersey Standard Terms and Conditions.  In the event of any conflict between the terms of a document incorporated by reference, the terms and conditions of the Bid Solicitation and the State of New Jersey Standard Terms and Conditions shall prevail.

[bookmark: _Toc228524156]INTRASTATE COOPERATIVE PURCHASING
Not applicable to this procurement.


[bookmark: _Toc228524157]PRE-QUOTE SUBMISSION INFORMATION
The Bidder assumes sole responsibility for the complete effort required in submitting a Quote and for reviewing the Quote submission requirements and the Scope of Work requirements.  

[bookmark: _Toc428533940][bookmark: _Toc32310617][bookmark: _Toc228524158]ELECTRONIC QUESTION AND ANSWER PERIOD
The Division will electronically accept questions and inquiries from all potential Bidders via the “Q&A” Tab of the Bid Solicitation in NJSTART.  Questions should be directly tied to a Bid Solicitation Section, the State-Supplied Price Sheet, Form or Attachment; and should reference the specific Bid Solicitation Section or document to which it relates.

The cut-off date for electronic questions and inquiries relating to this Bid Solicitation is indicated on the Bid Solicitation cover page.  In the event that questions are posed by Bidders, answers to such questions will be issued by Bid Amendment.  
[bookmark: _1.3.3__Mandatory_Pre-Bid_Conference][bookmark: _1.3.5__SUBMISSION_OF_BID_PROPOSAL][bookmark: _1.3.2_SUBMISSION_OF_BID_PROPOSAL]
A Bidder shall not contact the Using Agency and/or the Procurement Specialist directly, in person, by telephone or by e-mail, concerning this Bid Solicitation, prior to Contract award.

[bookmark: _Toc228524159]EXCEPTIONS TO THE STATE OF NJ STANDARD TERMS AND CONDITIONS (SSTC)
Questions regarding the State of New Jersey Standard Terms and Conditions and exceptions to mandatory requirements MUST be posed during the Electronic Question and Answer period and shall contain the Bidder’s suggested changes and the reason(s) for the suggested change(s).

[bookmark: _Toc228524160]BID AMENDMENTS
In the event that it becomes necessary to clarify or revise this Bid Solicitation, such clarification or revision will be by Bid Amendment.  Any Bid Amendment will become part of this Bid Solicitation and part of any Contract awarded. Bid Amendments will be posted as a file attachment on the “Summary” page of the Bid Solicitation in NJSTART after the cut-off date.  

There are no designated dates for release of Bid Amendments.  Those Bidders who are on the bid holder list either through commodity code registration in NJSTART or by acknowledging the bid in NJSTART should receive notification of any Bid Amendment(s). If a Bidder is not on the bid holder list, Bid Amendments are still viewable on the “Summary” page of the Bid Solicitation in NJSTART.

It is the sole responsibility of the Bidder to be knowledgeable of all Bid Amendments related to this procurement. An interested Bidder should check the NJSTART “Open Bids” Tab on a daily basis to ensure review of the most updated information.

[bookmark: _Toc207881226][bookmark: _Toc207893637][bookmark: _Toc209599438][bookmark: _Toc209793225][bookmark: _Toc210803740][bookmark: _Toc216183224][bookmark: _Toc216358010][bookmark: _Toc216692108][bookmark: _Toc222752422][bookmark: _1.3.4_MANDATORY/OPTIONAL_SITE][bookmark: _1.3.45_MANDATORY/OPTIONAL_SITE][bookmark: _Toc224543885][bookmark: _Toc238623352][bookmark: _Toc400531474][bookmark: _Toc428533944][bookmark: _Toc32310620][bookmark: _Toc228524161]MANDATORY/OPTIONAL SITE VISIT
Not applicable to this procurement. 

[bookmark: _Toc207881228][bookmark: _Toc207893639][bookmark: _Toc209599440][bookmark: _Toc209793227][bookmark: _Toc210803742][bookmark: _Toc216183226][bookmark: _Toc216358012][bookmark: _Toc216692110][bookmark: _Toc222752424][bookmark: _1.3.5__MANDATORY/OPTIONAL][bookmark: _1.3.6__MANDATORY/OPTIONAL][bookmark: _Toc224543888][bookmark: _Toc238623354][bookmark: _Toc428533945][bookmark: _Toc32310621][bookmark: _Toc228524162]OPTIONAL PRE-QUOTE CONFERENCE
The date and time of the Optional Pre-Quote Conference is indicated on the Bid Solicitation cover sheet.  Attendees may attend the Optional Pre-Quote Conference with the following video conference and/or call-in details:

Phone Number: 1-856-338-7074
Access Code: 583 046 469#

https://teams.microsoft.com/meet/219928222812166?p=07jmBzzg0b9G1rXKZW 

The Optional Pre-Quote Conference may be recorded.

The purpose of the Optional Pre-Quote Conference is to address procedural questions regarding the Bid Solicitation and Bidder Quote Submission Requirements only.  No substantive questions regarding the Bid Solicitation Scope of Work will be accepted or answered during the pre-Quote conference.  All questions are to be submitted during the Electronic Question and Answer Period.  

[bookmark: _Toc216183228][bookmark: _Toc216358014][bookmark: _Toc216692112][bookmark: _Toc222752426][bookmark: _Toc216183229][bookmark: _Toc216358015][bookmark: _Toc216692113][bookmark: _Toc222752427][bookmark: _Toc216183230][bookmark: _Toc216358016][bookmark: _Toc216692114][bookmark: _Toc222752428][bookmark: _Toc216183231][bookmark: _Toc216358017][bookmark: _Toc216692115][bookmark: _Toc222752429][bookmark: _Toc216183232][bookmark: _Toc216358018][bookmark: _Toc216692116][bookmark: _Toc222752430][bookmark: _Toc216183233][bookmark: _Toc216358019][bookmark: _Toc216692117][bookmark: _Toc222752431][bookmark: _Toc216183234][bookmark: _Toc216358020][bookmark: _Toc216692118][bookmark: _Toc222752432][bookmark: _Toc216183235][bookmark: _Toc216358021][bookmark: _Toc216692119][bookmark: _Toc222752433][bookmark: _Toc216183236][bookmark: _Toc216358022][bookmark: _Toc216692120][bookmark: _Toc222752434][bookmark: _Toc216183237][bookmark: _Toc216358023][bookmark: _Toc216692121][bookmark: _Toc222752435][bookmark: _Toc216183238][bookmark: _Toc216358024][bookmark: _Toc216692122][bookmark: _Toc222752436][bookmark: _Toc216183239][bookmark: _Toc216358025][bookmark: _Toc216692123][bookmark: _Toc222752437][bookmark: _Toc216183240][bookmark: _Toc216358026][bookmark: _Toc216692124][bookmark: _Toc222752438][bookmark: _Toc216183241][bookmark: _Toc216358027][bookmark: _Toc216692125][bookmark: _Toc222752439][bookmark: _Toc216183242][bookmark: _Toc216358028][bookmark: _Toc216692126][bookmark: _Toc222752440][bookmark: _Toc216183243][bookmark: _Toc216358029][bookmark: _Toc216692127][bookmark: _Toc222752441][bookmark: _Toc216183244][bookmark: _Toc216358030][bookmark: _Toc216692128][bookmark: _Toc222752442][bookmark: _Toc216183245][bookmark: _Toc216358031][bookmark: _Toc216692129][bookmark: _Toc222752443][bookmark: _Toc216183246][bookmark: _Toc216358032][bookmark: _Toc216692130][bookmark: _Toc222752444][bookmark: _Toc400531476][bookmark: _Toc428533946][bookmark: _Toc32310622][bookmark: _Toc228524163][bookmark: _Toc94946029][bookmark: _Toc72744593]PRE-QUOTE DOCUMENT REVIEW 
The following are publicly available documents that a Bidder needs to review in order to prepare and submit accurate and comprehensive Quotes:

A. Exhibit A - DCF Provider Quality Standards;
B. Exhibit B - Data Reporting Requirements;
C. Exhibit C - DCF Business Associate Agreement (BAA);
D. Exhibit D - Executive and Managerial Staffing Requirements; and
E. Exhibit E - Performance Standards.

In addition to the ability to view the expiring Contractor’s specifications and pricing information on NJSTART, the DCF is providing Bidders with the opportunity to review supplemental materials relevant to this Bid Solicitation, referred to as document review, including the current/outgoing contractor’s specifications/operational manuals. The document review has been established to allow Bidders access to information that may be needed to prepare and submit accurate and comprehensive bid proposals. Such review, while recommended, is not mandatory.

While it is the decision of each Bidder whether to review the supplemental materials, this Bid Solicitation has been written with the assumption that a Bidder will review documents available in order to submit the best Quote possible.  Critical information is provided in the document review that is not fully outlined herein and may not be found publicly. Bidders are encouraged to take full advantage of the access to the document review.

Prior to receiving the documents outlined below, a Bidder must submit the Confidentiality/Non-Disclosure Agreement (See Attachment 4 – T1932 Confidentiality/Non-Disclosure Agreement) included with this Bid Solicitation. Attachment 4 – T1932 Confidentiality/Non-Disclosure Agreement, must be signed by an officer or other authorized representative of the Bidder. The Bidder shall not edit or revise the Attachment 4 – T1932 Confidentiality/Non-Disclosure Agreement prior to signing and submitting Attachment 4.

Bidders shall email the signed Attachment 4 – T1932 Confidentiality/Non-Disclosure Agreement prior to the close of the Question and Answer Period to allow time to review information and submit questions, if necessary.

Note: Attachment 4 – T1932 Confidentiality/Non-Disclosure Agreement is a separate document not to be confused with the Confidentiality/Commitment to Defend Form referenced by Bid Solicitation Section 3.13.7, Confidentiality/Commitment to Defend, and the Confidentiality/Non-Disclosure Agreement attached to Attachment 3 – State of New Jersey Security Due Diligence Third-Party Information Security Questionnaire as referenced by Bid Solicitation Section 3.13.12, State of New Jersey Security Due Diligence Third-Party Information Security Questionnaire.
Bidders will be provided all confidential Bid Solicitation documents as soon as practical via the State of New Jersey’s secure file transfer, MOVEit, once the signed Confidentiality/Non-Disclosure Agreement is received, reviewed and approved by DCF.  The Bidder shall email Attachment 4 – T1932 Confidentiality/Non-Disclosure Agreement to:

Procurement.Bureau@treas.nj.gov

For instructions on setting up a MOVEit user account Bidder’s should reference Attachment 5 – T1932 MOVEit Account User and Password Setup Details.
Materials provided by Secure File Transfer to a Bidder upon receipt of a signed Attachment 4 – T1932 Confidentiality/Non-Disclosure Agreement will include the following:

A. Accessing Benefits - Identifying Health Insurance Benefits 2026;
B. Adolescent Housing Hub Plan 2026;
C. Care Coordination Plan 2026;
D. Communications Manual 2026;
E. Complaints Reconsiderations and Appeals Manual 2026;
F. Compliance Plan 2026;
G. Cost Avoidance Manual 2026;
H. Customer Service and Call Center Plan 2026;
I. Developmental Disabilities Eligibility Determination Plan 2026;
J. Developmental Disability Family Support Services Plan 2026;
K. End of Contract Transition Manual 2026;
L. Establishing Medical Eligibility 2026;
M. Financial Reporting Manual 2026;
N. Fiscal Requirements Accountability 2026;
O. General Resource Directory of the Most Common Health Insurance Coverage 2026;
P. Human Resources and Staffing Plan 2026;
Q. Management of Care Plan 2026;
R. MIS Reports Forms and Notice Plan 2026;
S. MIS Training and Knowledge Transfer Plan 2026;
T. Operational Readiness Plan 2026;
U. Out of Home Bed Tracking 2026;
V. Outcomes and Outlier Management Manual 2026;
W. Property and Inventory Plan 2026;
X. Services for Youth Involved in the DCPP 2026;
Y. Training Work Manual 2026;
Z. Treatment Plans Manual 2026;
AA. Utilization Management Infrastructure Manual; and
AB. Website Communications Manual 2026.

Note: Any firm experiencing difficulties accessing the confidential exhibits and/or passwords provided via the MOVEit portal must contact the following email within two (2) Business Days of submission of a signed Attachment 4 – T1932 Confidentiality/Non-Disclosure Agreement, including “T1932” in the subject of the email with the body of the email detailing the firm’s issue: Procurement.Bureau@treas.nj.gov. 

Note: All other attachments and exhibits listed in the Table of Contents but not in the list above are already made available under the ‘Attachments’ tab on the NJSTART page for this Bid Solicitation.  



[bookmark: _Toc228524164]QUOTE SUBMISSION REQUIREMENTS

[bookmark: _Toc228524165]QUOTE SUBMISSION 
In order to be considered for award, the Quote must be received electronically by the Division’s Proposal Review Unit, through NJSTART, by the required date and time. 

The date and time of the Quote opening are indicated on the Bid Solicitation cover sheet and on the “Summary” Tab of the Bid Solicitation webpage within NJSTART.  If the Quote opening deadline has been revised, the new Quote opening deadline will be shown on the posted Bid Amendment and on the “Summary” Tab of the Bid Solicitation webpage within NJSTART.  Quotes not received prior to the Quote opening deadline shall be rejected.

Quotes will be publicly opened and announced by telephone conference on the date and time of the quote opening. 
(Dial-in phone number: 888-204-5984 / Access code: 2602305)

When submitting a Quote through NJSTART, do not use any symbols (i.e., #, @, $, &, *) in the filename as this may prevent the Quote from being properly uploaded.  Uploaded files must be compatible with Microsoft Office and/or Adobe software applications. DO NOT UPLOAD files with extensions such as .zip, numbers, or .pages.

When uploading the documents to NJSTART, the Bidder should select the “Confidential” option in NJSTART for attachments on the “Attachments” Tab to request that the documents not be displayed publicly through NJSTART. Marking an attachment as "Confidential" in NJSTART shall not constitute the Bidder's designation of the attachment as exempt from public disclosure under the New Jersey Open Public Records Act (OPRA), N.J.S.A. 47:1A-1 et seq., or the common law right to know.

[bookmark: _Toc228524166]BIDDER RESPONSIBILITY
The Bidder assumes sole responsibility for the complete effort required in submitting a Quote in response to this Bid Solicitation.  No special consideration will be given after Quotes are opened because of a Bidder’s failure to be knowledgeable as to all of the requirements of this Bid Solicitation.  The State assumes no responsibility and bears no liability for costs incurred by a Bidder in the preparation and submittal of a Quote in response to this Bid Solicitation or any pre-contract award costs incurred.

[bookmark: _Toc228524167]ANNOUNCEMENT OF QUOTE INFORMATION
On the date and time Quotes are due under the Bid Solicitation, all information concerning the Quotes submitted may be publicly announced and shall be available for inspection and copying except otherwise noted:  
1. Information appropriately designated as proprietary and/or confidential in a Bidder’s Quote shall not be available for inspection and copying; and
A. Where negotiation is contemplated, only the names and addresses of the Bidders submitting Quotes will be announced, and the contents of the Quotes shall not be available for inspection and copying until the Notice of Intent to Award is issued by the Director. 

[bookmark: _Toc228524168]QUOTE ERRORS
In accordance with N.J.A.C. 17:12-2.11 “Proposal errors,” a Bidder may withdraw its Quote as described below.

[bookmark: _Toc228524169]QUOTE WITHDRAWAL PRIOR TO QUOTE OPENING
A Bidder may withdraw its Quote submission in NJSTART prior to the Quote opening; however, Bidders should note that while withdrawn NJSTART Quotes remain viewable by the Bidder on its Vendor Profile Homepage, they are removed from the Division’s view and cannot be considered for Contract award. The Bidder may submit a revised Quote as long as the Quote is received prior to the announced date and time for Quote submission. Bidders may refer to the QRG “Submit a Quote” for additional instructions.

[bookmark: _Toc209793236][bookmark: _Toc210803751][bookmark: _Toc216183254][bookmark: _Toc216358040][bookmark: _Toc216692138][bookmark: _Toc222752452][bookmark: _Toc228524170]QUOTE WITHDRAWAL AFTER QUOTE OPENING, BUT PRIOR TO CONTRACT AWARD
If, after the Quote opening, but before Contract award, a Bidder discovers an error in its Quote, the Bidder may make a written request to the Procurement Bureau to withdraw its Quote from consideration for award.  If the Bidder’s request to withdraw is made in good faith, and the State will not be significantly prejudiced by granting the withdrawal of the Quote beyond the loss of the benefit of the bargain to the State of the withdrawing Bidder’s offer, the request shall be granted.  Evidence of the Bidder’s good faith in making this request can be demonstrated by one (1) or more of the following factors: A mistake is so significant that to enforce the Contract resulting from the Quote would be unconscionable; that the mistake relates to a material feature or term of the Contract; and that the mistake occurred notwithstanding the Bidder’s exercise of reasonable care.  After Quote opening, while pursuant to the provisions of this section a Bidder may request to withdraw its Quote and the Director may in his/her discretion allow said Bidder to withdraw it, the Division also may take notice of repeated or unusual requests to withdraw by a Bidder and take those prior requests to withdraw into consideration when evaluating the Bidder’s future Quotes.

The Quote withdrawal request must include the Bid Solicitation Number, Bid Solicitation Title, and the Quote submission date and should be sent to Procurement.Bureau@treas.nj.gov.

If, during a Quote evaluation process, an obvious pricing error made by a potential Contract awardee is found, the Director or his/her designee shall issue written notice to the Bidder.  The Bidder will have up to five (5) Business Days after receipt of the notice to confirm its pricing.  If the Bidder fails to respond, its Quote shall be considered withdrawn, and no further consideration shall be given to it.

[bookmark: _Toc228524171]JOINT VENTURE
If a Joint Venture is submitting a Quote, the agreement between the parties relating to such Joint Venture should be submitted with the Joint Venture’s Quote.  Authorized signatories from each party comprising the Joint Venture must sign the Offer and Acceptance Page.  Each party to the Joint Venture must individually complete and comply with all the forms and certification requirements in Bid Solicitation Section 3, Quote Submission Requirements. 

[bookmark: _Toc228524172]SMALL BUSINESS SET-ASIDE CONTRACTS
Not applicable to this procurement.

[bookmark: _Toc207881240][bookmark: _Toc207893651][bookmark: _Toc209599452][bookmark: _Toc209793240][bookmark: _Toc210803755][bookmark: _Toc216183258][bookmark: _Toc216358044][bookmark: _Toc216692142][bookmark: _Toc222752456][bookmark: _Toc228524173]DISABLED VETERANS’ BUSINESS SET-ASIDE CONTRACT
Not applicable to this procurement.

[bookmark: _Toc228524174]BID SECURITY
Not applicable to this procurement.

[bookmark: _Toc228524175]BIDDER ADDITIONAL TERMS SUBMITTED WITH THE QUOTE
A Bidder may submit additional terms as part of its Quote.  Additional terms are Bidder-proposed terms or conditions that do not conflict with the scope of work required in this Bid Solicitation, the terms and conditions of this Bid Solicitation, or the State of New Jersey Standard Terms and Conditions.  Bidder proposed terms or conditions that conflict with those contained in the State of New Jersey Standard Terms and Conditions will render a Quote non-responsive.  It is incumbent upon the Bidder to identify and remove its conflicting proposed terms and conditions prior to Quote submission.  

Quotes including Bidder proposed additional terms may be accepted, rejected, or negotiated, in whole or in part, at the State’s sole discretion. 

If Bidder intends to propose terms and conditions that conflict with the State of New Jersey Standard Terms and Conditions, those Bidder proposed terms and conditions shall only be considered if submitted and agreed to pursuant to the electronic question and answer procedure.  Bidders shall not submit exceptions or modifications as part of the Quote or on the “Terms and Conditions” Tab through NJSTART. 

[bookmark: _Toc228524176]QUOTE CONTENT
The Quote should be submitted with the attachments organized in the following manner:
· Forms
· Technical Quote
· State-Supplied Price Sheet
· State of New Jersey Security Due Diligence Third Party Information Security Questionnaire

A Bidder should not password protect any submitted documents. Use of URLs in a Quote should be kept to a minimum and shall not be used to satisfy any material term of a Bid Solicitation. If a preprinted or other document included as part of the Quote contains a URL, a printed copy of the information should be provided and will be considered as part of the Quote. 

[bookmark: _Toc228524177]FORMS, REGISTRATIONS AND CERTIFICATIONS TO BE SUBMITTED WITH QUOTE 
A Bidder is required to complete and submit the following forms.  As an alternative to uploading certain forms with the submitted Quote, a Bidder may complete several certifications electronically in NJSTART on the “Terms and Categories” Tab within the Vendor Profile.  Those forms that may be completed on the NJSTART “Terms and Categories” Tab are noted below. Additionally, a Bidder may attach completed forms to the Vendor Profile.  Refer to QRGs “Vendor Forms” and “Attaching Files” for additional instructions.  VENDOR QUICK REFERENCE GUIDES

[bookmark: _Toc228524178]3.13.1	OFFER AND ACCEPTANCE PAGE 
The Bidder should complete and submit the Offer and Acceptance Page with the Quote.  The Offer and Acceptance Page must be signed by an authorized representative of the Bidder.  If a Bidder does not submit the form with the Quote, the Bidder must comply within seven (7) Business Days of the State’s request or the State may deem the Quote non-responsive.    

[bookmark: _Toc228524179]3.13.2	OWNERSHIP DISCLOSURE FORM 
Pursuant to N.J.S.A. 52:25-24.2, in the event the Bidder is a corporation, partnership or limited liability company, the Bidder must disclose all 10% or greater owners by (a) completing and submitting the Ownership Disclosure Form with the Quote; (b) if the Bidder has submitted a signed and accurate Ownership Disclosure Form dated and received no more than six (6) months prior to the Quote submission deadline for this procurement, the Division may rely upon that form; however, if there has been a change in ownership within the last six (6) months, a new Ownership Disclosure Form must be completed, signed and submitted with the Quote; or, (c) a Bidder with any direct or indirect parent entity which is publicly traded may submit the name and address of each publicly traded entity and the name and address of each person that holds a 10 percent or greater beneficial interest in the publicly traded entity as of the last annual filing with the federal Securities and Exchange Commission or the foreign equivalent, and, if there is any person that holds a 10 percent or greater beneficial interest, also shall submit links to the websites containing the last annual filings with the federal Securities and Exchange Commission or the foreign equivalent and the relevant page numbers of the filings that contain the information on each person that holds a 10 percent or greater beneficial interest. N.J.S.A. 52:25-24.2.
NOTE: In lieu of completing and submitting the paper-based form, the Bidder has the option to complete this form online in NJSTART on the “Terms and Categories” Tab.  

A Bidder’s failure to submit the information required by N.J.S.A. 52:25-24.2 will result in the rejection of the Quote as non-responsive and preclude the award of a Contract to said Bidder.

[bookmark: _Toc228524180]3.13.3	DISCLOSURE OF INVESTMENT ACTIVITIES IN IRAN FORM
The Bidder should  submit Disclosure of Investment Activities in Iran form to certify that, pursuant to N.J.S.A. 52:32-58, neither the Bidder, nor one (1) of its parents, subsidiaries, and/or affiliates (as defined in N.J.S.A. 52:32-56(e)(3)), is listed on the Department of the Treasury’s List of Persons or Entities Engaging in Prohibited Investment Activities in Iran and that neither the Bidder, nor one (1) of its parents, subsidiaries, and/or affiliates, is involved in any of the investment activities set forth in N.J.S.A. 52:32-56(f).  If the Bidder is unable to so certify, the Bidder shall provide a detailed and precise description of such activities as directed on the form.  If a Bidder does not submit the form with the Quote, the Bidder must comply within seven (7) Business Days of the State’s request or the State may deem the Quote non-responsive.
NOTE: In lieu of completing and submitting the paper-based form, the Bidder has the option to complete this certification online in NJSTART on the “Terms and Categories” Tab.  

[bookmark: _Toc228524181]3.13.4	DISCLOSURE OF INVESTIGATIONS AND OTHER ACTIONS INVOLVING BIDDER FORM
The Bidder should submit the Disclosure of Investigations and Other Actions Involving Bidder Form,  with its Quote, to provide a detailed description of any investigation, litigation, including administrative complaints or other administrative proceedings, involving any public sector clients during the past five (5) years, including the nature and status of the investigation, and, for any litigation, the caption of the action, a brief description of the action, the date of inception, current status, and, if applicable, disposition.  If a Bidder does not submit the form with the Quote, the Bidder must comply within seven (7) Business Days of the State’s request or the State may deem the Quote non-responsive.
NOTE: In lieu of completing and submitting the paper-based form, the Bidder has the option to complete this certification online in NJSTART on the “Terms and Categories” Tab.  

[bookmark: _Toc228524182]3.13.5	MACBRIDE PRINCIPLES FORM
The Bidder should submit the MacBride Principles Form.  Pursuant to N.J.S.A. 52:34-12.2, a Bidder is required to certify  that it either has no ongoing business activities in Northern Ireland and does not maintain a physical presence therein or that it will take lawful steps in good faith to conduct any business operations it has in Northern Ireland in accordance with the MacBride principles of nondiscrimination in employment as set forth in N.J.S.A. 52:18A-89.5 and in conformance with the United Kingdom’s Fair Employment (Northern Ireland) Act of 1989, and permit independent monitoring of their compliance with those principles.  If a Bidder does not submit the form with the Quote, the Bidder must comply within seven (7) Business Days of the State’s request or the State may deem the Quote non-responsive.
NOTE: In lieu of completing and submitting the paper-based form, the Bidder has the option to complete this certification online in NJSTART on the “Terms and Categories” Tab.  

[bookmark: _Toc228524183]3.13.6	SERVICE PERFORMANCE WITHIN THE UNITED STATES
The Bidder should submit a completed Source Disclosure Form. Pursuant to N.J.S.A. 52:34-13.2, all Contracts primarily for services shall be performed within the United States. If a Bidder does not submit the form with the Quote, the Bidder must comply within seven (7) Business Days of the State’s request or the State may deem the Quote non-responsive. 

[bookmark: _Toc228524184]3.13.7	CONFIDENTIALITY/COMMITMENT TO DEFEND
Pursuant to the New Jersey Open Public Records Act (OPRA), N.J.S.A. 47:1A-1 et seq., or the common law right to know, Quotes can be released to the public in accordance with N.J.A.C. 17:12-1.2(b) and (c).  

The Bidder should submit a completed and signed Confidentiality/Commitment to Defend Form with the Quote.  In the event that the Bidder does not submit the Confidentiality form with the Quote, the State reserves the right to request that the Bidder submit the form after Quote submission.

After the opening of sealed Quotes, all information submitted by a Bidder in response to a Bid Solicitation is considered public information notwithstanding any disclaimers to the contrary submitted by a Bidder.  Proprietary, financial, security and confidential information may be exempt from public disclosure by OPRA and/or the common law when the Bidder has a good faith, legal/factual basis for such assertion. 

When the Bid Solicitation contains a negotiation component, the Quote will not be subject to public disclosure until a notice of intent to award a Contract is announced. 

As part of its Quote, a Bidder may request that portions of the Quote be exempt from public disclosure under OPRA and/or the common law. The Bidder must provide a detailed statement clearly identifying those sections of the Quote that it claims are exempt from production, and the legal and factual basis that supports said exemption(s) as a matter of law.  The State will not honor any attempts by a Bidder to designate its State-Supplied Price Sheet, Price List/Catalog, and/or the entire Quote as proprietary and/or confidential, and/or to claim copyright protection for its entire Quote.  If the State does not agree with a Bidder’s designation of proprietary and/or confidential information, the State will use commercially reasonable efforts to advise the Bidder. Copyright law does not prohibit access to a record which is otherwise available under OPRA.

The State reserves the right to make the determination as to what to disclose in response to an OPRA request.  Any information that the State determines to be exempt from disclosure under OPRA will be redacted.  

In the event of any challenge to the Bidder’s assertion of confidentiality that is contrary to the State’s determination of confidentiality, the Bidder shall be solely responsible for defending its designation, but in doing so, all costs and expenses associated therewith shall be the responsibility of the Bidder. The State assumes no such responsibility or liability.  

In order not to delay consideration of the Quote or the State’s response to a request for documents, the State requires that Bidder respond to any request regarding confidentiality markings within the time frame designated in the State’s correspondence regarding confidentiality.  If no response is received by the designated date and time, the State will be permitted to release a copy of the Quote with the State making the determination regarding what may be proprietary or confidential.

[bookmark: _Toc228524185]3.13.8	SUBCONTRACTOR UTILIZATION PLAN
Bidders intending to use Subcontractor(s) shall list all Subcontractors on the Subcontractor Utilization Plan form or may list the Subcontractor(s) on the “Subcontractor” Tab in NJSTART. 

For a Quote that does NOT include the use of any Subcontractors, the Bidder is automatically certifying that, if selected for an award, the Bidder will be performing all work required by the Contract. 

If it becomes necessary for the Contractor to substitute a Subcontractor, add a Subcontractor, or substitute its own staff for a Subcontractor, the Contractor will identify the proposed new Subcontractor or staff member(s) and the work to be performed.  The Contractor shall forward a written request to substitute or add a Subcontractor or to substitute its own staff for a Subcontractor to the State Contract Manager for consideration.    The Contractor must provide a completed Subcontractor Utilization Plan, a detailed justification documenting the necessity for the substitution or addition, and resumes of its proposed replacement staff or of the proposed Subcontractor’s management, supervisory, and other key personnel that demonstrate knowledge, ability and experience relevant to that part of the work which the Subcontractor is to undertake. The qualifications and experience of the replacement(s) must equal or exceed those of similar personnel proposed by the Contractor in its Quote.  The State Contract Manager will forward the request to the Director for approval.  

NOTE: No substituted or additional Subcontractors are authorized to begin work until the Contractor has received written approval from the Director.

3.13.8.1	SMALL BUSINESS AND/OR DISABLED VETERANS’ BUSINESS SUBCONTRACTING SET-ASIDE CONTRACT 
This is a Contract with set-aside subcontracting for New Jersey Small Business Enterprises and/or Disabled Veterans’ Business.  

If the Bidder intends to subcontract, it must submit a Subcontractor Utilization Plan and shall take the following actions to make a good faith effort to solicit and hire eligible New Jersey Small Business Enterprises and/or Disabled Veterans’ Businesses:
1. The Bidder shall attempt to locate qualified potential New Jersey Small Business Enterprises and/or Disabled Veterans’ Business Subcontractors;
C. The Bidder shall request a listing of New Jersey Small Business Enterprises and/or Disabled Veterans’ Businesses from the Division of Revenue and Enterprise Services, Small Business Registration and M/WBE Certification Services Unit through SAVI (https://www20.state.nj.us/TYTR_SAVI/vendorSearch.jsp) if none are known to the Bidder;
D. The Bidder shall keep a record of its efforts, including the names of businesses contacted and the means and results of such contacts;
E. The Bidder shall provide all potential Subcontractors with detailed information regarding the specifications; and
F. The Bidder shall attempt, wherever possible, to negotiate prices with potential Subcontractors submitting higher than acceptable price quotes.

A Bidder’s failure to satisfy New Jersey Small Business Enterprises and/or Disabled Veterans’ Business set-aside subcontracting or to provide sufficient documentation of its good faith efforts within seven (7) Business Days of a request may preclude award of a Contract to the Bidder.

Each Bidder awarded a Contract which contains the set-aside subcontracting requirement shall fully cooperate in any studies or surveys which may be conducted by the State to determine the extent of the Bidder’s compliance with N.J.A.C. 17:13-1.1 et seq. et seq., and this Bid Solicitation.

[bookmark: _Toc228524186]3.13.9	RESERVED
Not applicable to this procurement.

[bookmark: _Toc228524187]3.13.10	AFFIRMATIVE ACTION
The intended Contractor and its named Subcontractor(s) must submit a copy of a New Jersey Certificate of Employee Information Report, or a copy of Federal Letter of Approval verifying it is operating under a federally approved or sanctioned Affirmative Action program.  If the Contractor and/or its named Subcontractor(s) are not in possession of either a New Jersey Certificate of Employee Information Report or a Federal Letter of Approval, it/they must complete and submit the Affirmative Action Employee Information Report (AA-302).  Information, instruction and the application are available at https://www.state.nj.us/treasury/contract_compliance/index.shtml.

[bookmark: _Toc228524188]3.13.11	RESERVED

[bookmark: _Toc207881258][bookmark: _Toc207893669][bookmark: _Toc209599470][bookmark: _Toc209793258][bookmark: _Toc210803773][bookmark: _Toc216183276][bookmark: _Toc216358062][bookmark: _Toc216692160][bookmark: _Toc228524189]3.13.12	STATE OF NEW JERSEY SECURITY DUE DILIGENCE THIRD-PARTY INFORMATION SECURITY QUESTIONNAIRE 
The Bidder should complete and submit the State of New Jersey Security Due Diligence Third-Party Information Security Questionnaire (Questionnaire) with its Quote. If a Bidder does not submit the completed Questionnaire with the Quote, the Bidder must comply within seven (7) Business Days of the State’s request or the State may deem the Quote non-responsive. 

This Questionnaire is designed to provide the State with an overview of the Bidder’s security and privacy controls to ensure that the Bidder will (1) meet the State of New Jersey’s objectives as outlined and documented in the Statewide Information Security Manual; and (2) comply with the State’s security requirements as outlined in Bid Solicitation Section 6, Data Security Requirements – Contractor Responsibility.  The State reserves the right to remove a Bidder from consideration of Contract award if the State determines that the Bidder’s Questionnaire failed to sufficiently convey that the Bidder’s security and privacy controls meet the State’s requirements. 

The State has executed a Confidentiality/Non-Disclosure Agreement which is attached to the Questionnaire.  The Bidder should countersign the Confidentiality/Non-Disclosure Agreement and include it with its submitted Questionnaire. If a Bidder does not submit the signed Confidentiality/Non-Disclosure Agreement with the Questionnaire, the Bidder must comply within seven (7) Business Days of the State’s request or the State may deem the Quote non-responsive.  No amendments to Confidentiality/Non-Disclosure Agreement are permitted.  

To the extent permissible under OPRA, the New Jersey common law right to know, and any other lawful document request or subpoena, the completed Questionnaire and supplemental documentation provided by the Bidder will be kept confidential and not shared with the public or other Bidders.

[bookmark: _Toc228524190]3.13.13	BUSINESS REGISTRATION
[bookmark: OLE_LINK1]In accordance with N.J.S.A. 52:32-44(b), a Bidder and its named Subcontractors must have a valid Business Registration Certificate (“BRC”) issued by the Department of the Treasury, Division of Revenue and Enterprise Services prior to the award of a Contract.  A Bidder should verify its Business Registration Certification Active status on the “Maintain Terms and Categories” Tab within its profile in NJSTART. In the event of an issue with a Bidder’s Business Registration Certification Active status, NJSTART provides a link to take corrective action. 

[bookmark: _Toc99544656][bookmark: _Toc228524191]3.13.14	Certification of Non-Involvement in Prohibited Activities in Russia or Belarus Pursuant to P.L.2022, c.3
The Bidder should submit the Certification of Non-Involvement in Prohibited Activities in Russia or Belarus Form.  Pursuant to P.L.2022, c.3, a person or entity seeking to enter into or renew a contract for the provision of goods or services shall certify that it is not Engaging in Prohibited Activities in Russia or Belarus as defined by P.L.2002, c.3, sec. 1(e).  If a Bidder does not submit the form with the Quote, the Bidder must comply within seven (7) Business Days of the State’s request or the State may deem the Quote non-responsive.
[bookmark: _Toc209793262][bookmark: _Toc210803777][bookmark: _Toc216183280][bookmark: _Toc216358066][bookmark: _Toc216692164][bookmark: _Toc222752477][bookmark: _Toc228524192]TECHNICAL QUOTE 
The Bidder shall describe its approach and plans for accomplishing the work outlined in the Scope of Work.  The Bidder must set forth its understanding of the requirements of this Bid Solicitation and its approach to successfully complete the Contract. The Bidder should include the level of detail it determines necessary to assist the Evaluation Committee in its review of the Bidder’s Quote.

[bookmark: _Toc228524193]MANAGEMENT OVERVIEW
The Bidder shall set forth its overall technical approach and plans to meet the requirements of the Bid Solicitation in a narrative format.  This narrative should demonstrate to the Evaluation Committee that the Bidder understands the objectives that the Contract is intended to meet, the nature of the required work, and the level of effort necessary to successfully complete the Contract.  The narrative should demonstrate that the Bidder’s approach and plans to undertake and complete the Contract are appropriate to the tasks and subtasks involved. 

Mere reiterations of Bid Solicitation tasks and subtasks are strongly discouraged, as they do not provide insight into the Bidder’s approach to complete the Contract. The Bidder’s response to this section should demonstrate to the Evaluation Committee that the Bidder’s detailed plans and approach proposed to complete the Scope of Work are realistic, attainable and appropriate, and that the Bidder’s Quote will lead to successful Contract completion.

[bookmark: _Toc228524194]CONTRACT MANAGEMENT
The Bidder shall describe its specific plans to manage, control, and supervise the Contract to ensure satisfactory Contract completion according to the required schedule.  The plan should include the Bidder’s approach to communicate with the SCM including, but not limited to, status meetings, status reports, etc.

[bookmark: _Toc228524195]CONTRACT SCHEDULE
The Bidder should include a draft Contract schedule.  If key dates are a part of this Bid Solicitation, the Bidder’s schedule should incorporate such key dates and should identify the completion date for each task and sub-task required by the Scope of Work.  Such schedule should also identify the associated Deliverable item(s) to be submitted as evidence of completion of each task and/or subtask.

The Bidder should identify the Contract scheduling and control methodology to be used and should provide the rationale for choosing such methodology.  

[bookmark: _Toc209793267][bookmark: _Toc210803782][bookmark: _Toc216183285][bookmark: _Toc216358071][bookmark: _Toc216692169][bookmark: _Toc222752482][bookmark: _Toc228524196]MOBILIZATION PLAN
It is essential that the State have quick use of the functionality this Contract is to provide. Therefore, each Bidder should include as part of its Quote a draft Mobilization Plan, beginning with the date of notification of Contract award and lasting no longer than 180 days. Please refer to Bid Solicitation Section 4.25.2, Mobilization Plan Requirements, for additional details. 

[bookmark: _Toc207881267][bookmark: _Toc207893678][bookmark: _Toc209599479][bookmark: _Toc209793269][bookmark: _Toc210803784][bookmark: _Toc216183287][bookmark: _Toc216358073][bookmark: _Toc216692171][bookmark: _Toc222752484][bookmark: _Toc228524197]ADDITIONAL PLAN(S)
The Bidder should provide the following draft plans as part of its Quote: 
A. Work Model Plan (refer to Bid Solicitation Section 4.3.2, Work Model Requirements);
B. Human Resources and Staffing Plan (refer to Bid Solicitation Section 4.3.3, Human Resources and Staffing Plan);
C. Training and Orientation Plan (refer to Bid Solicitation Section 4.3.4, Training and Orientation Plan);
D. Customer Service and Call Center Plan (refer to Bid Solicitation Section 4.4, Customer Service and Call Center);
E. Utilization Management Plan (refer to Bid Solicitation Section 4.5.1, Utilization Management [UM]); and
F. Care Coordination Plan (refer to Bid Solicitation 4.15, Care Coordination Requirements).

[bookmark: _Toc228524198]ORGANIZATIONAL EXPERIENCE
The Bidder should include information relating to its organization, personnel, and experience, including, but not limited to, references, together with contact names and telephone numbers, evidencing the Bidder’s qualifications, and capabilities to perform the services required by this Bid Solicitation.  The Bidder should include the level of detail it determines necessary to assist the Evaluation Committee in its review of Bidder’s Quote. 

[bookmark: _Toc228524199]LOCATION
The Bidder should include the address of where responsibility for managing the Contract will take place.  The Bidder should include the telephone number and name of the individual to contact.  See also Bid Solicitation Section 4.3.2, Work Model Requirements.   

[bookmark: _Toc228524200]ORGANIZATION CHARTS
The Bidder should include an organization chart, with names showing management, supervisory and other key personnel (including Subcontractor management, supervisory, or other key personnel) to be assigned to the Contract.  The chart should include the labor category and title of each such individual.

[bookmark: _Toc228524201]RESUMES
Detailed resumes should be submitted for all management, supervisory, and key personnel to be assigned to the Contract. Resumes should emphasize relevant qualifications and experience of these individuals in successfully completing Contracts of a similar size and scope to those required by this Bid Solicitation.  Resumes should include the following:
1. The individual's previous experience in completing each similar Contract;
1. Beginning and ending dates for each similar Contract;
1. A description of the Contract demonstrating how the individual's work on the completed Contract relates to the individual's ability to contribute to successfully providing the services required by this Bid Solicitation; and
1. With respect to each similar Contract, the name and address of each reference together with a person to contact for a reference check and a telephone number.

The Bidder should provide detailed resumes for each Subcontractor’s management, supervisory, and other key personnel that demonstrate knowledge, ability, and experience relevant to that part of the work which the Subcontractor is designated to perform.  

[bookmark: _Toc228524202]EXPERIENCE WITH CONTRACTS OF SIMILAR SIZE AND SCOPE
The Bidder should provide a comprehensive listing of contracts of similar size and scope that it has successfully completed, as evidence of the Bidder’s ability to successfully complete services similar to those required by this Bid Solicitation.  Emphasis should be placed on contracts that are similar in size and scope to the work required by this Bid Solicitation.  A description of all such contracts should be included and should show how such contracts relate to the ability of the firm to complete the services required by this Bid Solicitation.  For each such contract listed, the Bidder should provide two (2) names and telephone numbers of individuals for contracting party. Beginning and ending dates should also be given for each contract.

The Bidder must provide details of any negative actions taken by other contracting entities against them in the course of performing these projects including, but not limited to, receipt of letters of potential default, default, cure notices, termination of services for cause, or other similar notifications/processes.  Additionally, the Bidder must provide details, including any negative audits, reports, or findings by any governmental agency for which the Bidder is/was the contractor on any contracts of similar scope.  In the event a Bidder neglects to include this information in its Quote, the Bidder’s omission of this necessary disclosure information may be cause for rejection of the Bidder’s Quote by the State.

The Bidder should provide documented experience to demonstrate that each Subcontractor has successfully performed work on contracts of a similar size and scope to the work that the Subcontractor is designated to perform in the Bidder’s Quote.  The Bidder must provide a detailed description of services to be provided by each Subcontractor.

[bookmark: _Toc228524203]FINANCIAL CAPABILITY OF THE BIDDER
The Bidder should provide sufficient financial information to enable the State to assess the financial strength and creditworthiness of the Bidder and its ability to undertake and successfully complete the Contract.  In order to provide the State with the ability to evaluate the Bidder’s financial capacity and capability to undertake and successfully complete the Contract, the Bidder should submit the following:
1. For publicly traded companies, the Bidder should provide copies or the electronic location of the annual reports filed for the two most recent years; or
1. For privately held companies, the Bidder should provide the certified financial statement (audited or reviewed) in accordance with applicable standards by an independent Certified Public Accountant, including a balance sheet, income statement, and statement of cash flow, and all applicable notes for the most recent calendar year or the Bidder’s most recent fiscal year. 

If the information is not supplied with the Quote, the State may still require the Bidder to submit it.  If the Bidder fails to comply with the request within seven (7) Business Days, the State may deem the Quote non-responsive.

A Bidder may designate specific financial information as not subject to disclosure when the Bidder has a good faith legal/factual basis for such assertion.  The State reserves the right to make the determination to accept the assertion and will so advise the Bidder.

[bookmark: _Toc228524204]STATE-SUPPLIED PRICE SHEET INSTRUCTIONS
The Bidder must submit its pricing using the State-Supplied Price Sheet accompanying this Bid Solicitation and located on the “Attachments” Tab. Each Bidder is required to hold its pricing firm through the issuance of the Contract.

Any modified versions of the State- Supplied Price Sheet will not be accepted and may result in the Bidder’s Quote being deemed non-responsive.   Failure to submit pricing for all years will result in rejection of the Quote on the grounds that it is non-responsive.

The State-Supplied Price Sheet contains eleven (11) Price Line items. The Bidder must submit unit pricing for each year of the Contract (Year 1, Year 2, Year 3, Year 4, and Year 5) for Price Lines one (1) through eleven (11), as further instructed below:

1. Price Line 1 – The Bidder must submit a Firm Fixed Monthly Price for Monthly Administrative Fee, (Bid Solicitation Section 4.3, Administrative Requirements);

2. Price Line 2 – The Bidder must submit a Firm Fixed Monthly Price for Call Center and Customer Service Functions, (Bid Solicitation Section 4.4, Customer Service and Call Center);

3. Price Line 3 – The Bidder must submit a Firm Fixed Monthly Price for MIS/IT Operation Functions, (Bid Solicitation Section 4.23, Description of Contractor’s MIS Technical Environment);

4. Price Line 4 – The Bidder must submit a Firm Fixed Monthly Price for Counselor Functions, Utilization Management Functions, and Care Coordination, Excluding Children in the Child Welfare System/DCP&P (Bid Solicitation Sections 4.5, Management of Care, and 4.15, Care Coordination Requirements);

5. Price Line 5 – The Bidder must submit a Firm Fixed Monthly Price for Counselor Functions, Utilization Management Functions, and Care Coordination, Including Children in the Child Welfare System/Division of Child Protection and Permanency (Bid Solicitation Section 4.16, Services for Youth Involved with DCP&P);

6. Price Line 6 – The Bidder must submit a Firm Fixed Monthly Price for Management of Medical Eligibility Including DCF/CSOC Coverage Only (Known as 3560, Third Party Liability) and Coordination of Benefits (Bid Solicitation Section 4.3.5, Identifying Health Insurance, Accessing Benefits, And Establishing Eligibility);

7. Price Line 7 – The Bidder must submit a Firm Fixed Monthly Price for Fiscal Management Services (Bid Solicitation Section 4.3.6, Fiscal Requirements and Accountability);

8. Price Line 8 – The Bidder must submit a Firm Fixed Monthly Price for Website Services (Bid Solicitation Sections 4.4.5, Website, and 4.22.16, MIS Website Plan);

9. Price Line 9 – The Bidder must submit a Firm Fixed Monthly Price for Training and Training Materials (Bid Solicitation Sections 4.3.4, Training and Orientation Plan, 4.4.1.2, Call Center Procedures and Training, and 4.22.10, MIS Training and Knowledge Transfer Plan);

10. Price Line 10 – The Bidder must submit a Firm Fixed Monthly Price for Measurement, Monitoring, and Performance Improvement Services (Bid Solicitation Section 4.17, Measurement, Monitoring, and Performance Improvement); and


Any price changes including handwritten revisions or "white-outs" must be initialed.  Failure to initial price changes shall preclude a Contract award from being made to the Bidder pursuant to N.J.A.C. 17:12-2.2(a)(8).

[bookmark: _Toc209599488][bookmark: _Toc209793278][bookmark: _Toc210803793][bookmark: _Toc216183296][bookmark: _Toc216358082][bookmark: _Toc216692180][bookmark: _Toc228524205] 3.26.1	USE OF “NO CHARGE” ON THE STATE-SUPPLIED PRICE SHEET
All price lines must be filled out in accordance with the instructions above.  If the Bidder will supply an item on a price line free of charge, the Bidder must indicate “No Charge” on the State-Supplied Price Sheet accompanying this Bid Solicitation.  An entry of $0.00 on a price line will be interpreted as a Bidder supplying the good or service at “No Charge.” The use of any other identifier may result in the Bidder’s Quote being deemed non-responsive.

[bookmark: _Toc209793280][bookmark: _Toc210803795][bookmark: _Toc216183298][bookmark: _Toc216358084][bookmark: _Toc216692182]

[bookmark: _Toc228524206]SCOPE OF WORK

[bookmark: _Toc228524207][bookmark: _Toc400531507][bookmark: _Toc428533978][bookmark: _Toc32310703]OVERVIEW
The CSA includes the following components and functions with details on each area found throughout the Bid Solicitation (refer to Bid Solicitation T1932 Exhibit E, Performance Standards) :
A. Administrative Requirements:
1. Work Model;  (see Bid Solicitation Section 4.3.2, Work Model Requirements, for details);
2. Personnel;
3. Training;
4. Identifying health insurance and accessing benefits;
5. DCF/CSOC Only coverage;
6. TPL and coordinating medical coverages; 
7. Fiscal requirements and accountability;
8. Claims processing; and
9. Audit reviews.

B. Customer Service and Call Center:
1. 24 hours per day/seven (7) days per week/365 days per year Call Center;
2. Access to care;
3. Call Center procedures and training;
4. Call Center IT;
5. Staffing;
6. Customer Service functions;
7. Call Center and Customer Service Performance Standards (see Bid Solicitation Section 4.4.2.1, Call Center and Customer Service Performance Standards, for details);
8. Customer Service Desk
9. Website;
10. Marketing Plan;
11. Member information;
12. Youth and Family Guide;
13. Written Notices;
14. Communications with family members; and
15. Information dissemination, including record release when requested.

C. Management of Care:
1. Utilization Management;
2. Outlier Management;
3. Care Coordination:
a) Authorizations;
b) IT Requirements for Service Authorizations (see Bid Solicitation Section 4.5.1.5.4, IT Requirements for Service Authorizations, for details);
c) Care Plans/Assessments;
d) Complaints, Reconsiderations, and Appeals; 
e) Coordination of medical coverage - Including 3560 Medicaid Program; and
4. Support for network development.
 
[bookmark: _Toc228524208]SERVICE DELIVERY
The Contractor shall provide a service delivery system to include the following:
A. Single point of entry for a wide range of needs 24 hours per day/seven (7) days per week;
B. Child-centered and family-driven system of care;
C. Triage process with effective access to Mobile Response 24 hours per day/seven (7) days per week;
D. Coordination with other system partners, including but not limited to, Child welfare and the Juvenile Justice System;
E. Integrated behavioral health, I/DD, and Substance Use Treatment;
F. Uniform Assessments; 
G. Business rules that are clearly documented and seamlessly translated to business operations, which include the following:
1. Established protocols that address the process flow for receipt, review, approval, and implementation of business rules; and 
2. The development and maintenance of a business rule repository that is readily accessible to DCF/CSOC;
H. Continuous improvement of Outcomes through the most efficient and effective delivery of services, which shall include the following:
1. An integrated service management system that manages the behavioral health, Substance Use, and services for Youth with I/DD. This includes effective use of policies, procedures, and technology (as evidenced through workflows, member services, historical record access, and IT infrastructure addressing confidentiality issues);
2. Access to specialized services including, but not limited to, services for Youth who are transitioning to adulthood; and 
3. Clinically appropriate matching of Youth to services, at the least restrictive setting, in home, and in their community, whenever possible; 
I. Contractor’s personnel shall participate in meetings and committees with DCF/CSOC staff, CSOC providers, stakeholders, and other parties, as determined by CSOC. Meetings may be virtual or in-person in any county in the State;
J. Provide solutions to emerging challenges as the CSOC continues to expand and develop;
K. A comprehensive, real-time database for electronic Youth records and management information systems;
1. Show the location of Youth and service Providers, distance to services should be calculated, and automated calculations are preferred, such as provided by real-time Geo-mapping;
2. A common electronic system for collecting and reporting data to provide system-wide, agency, and Youth-specific information;
L. Contractor shall utilize proven information technology to maintain or enhance the records and the database of the MIS to secure and ensure the following capabilities:
1. Functionality to support approximately 25,000 users:
a) Estimated 2500 simultaneous users at all times; and
b) Multiple user types and user groups;
2. A user-friendly system;
3. Easily scalable to adjust to CSOC’s needs;
4. Dynamic filtering and aggregation of data;
5. Continuous quality improvement, inclusive of maintaining data integrity efforts and routine updates of processes;
6. Flexibility to meet changes in regulations, business processes, and management direction within projected time frames;
7. Ability to securely upload documents into the MIS;
8. Interface/communicate with other MIS systems presently operated by the State as follows:
a) NJMMIS system at the Fiscal Agent;
b) CIS (Consumer Information System) at DDD;
c) Systems at OIT; 
d) Office of Accounting at DCF; and
e) DCF’s Enterprise Data Warehouse (EDW);
9. Interface/communicate with other MIS systems in the future such as:
a) Statewide Homeless Management Information System (HMIS); and
b) DHS’ Medicaid Managed Care Organizations (MCOs); 
10. Allows the user to produce internal reports for their use;
11. Comprehensive reporting capabilities that will allow, among other Outcomes, the ability of the system to monitor service delivery effectiveness, best practices by Providers, comparison reporting across systems, quality assurance, and UM;
12. Outcomes Management tools built around data and graphical displays of Information Management and Decision Support (IMDS) Tools (also known as Child and Adolescent Needs and Strengths, or CANS).
13. Based on user role security whereas authorized users are only allowed access to information necessary to complete their duties and work functions; 
M. Training, provided by the Contractor’s personnel, on the functionality of the MIS, which shall be provided through a user-friendly web-based training format and one-on-one (1:1) responses to inquirers;
N. MIS support by the Contractor’s personnel such that any new functionality, and/or DCF’s CSOC modifications of the baseline application, are designed and deployed based on the prioritization level and time frames established by the CSOC MIS Application Governance Committee;
O. UM and Outcome identification;
P. The following guiding principles must be followed by the Contractor as the foundation for the effective UM and Care Coordination activities conducted as part of the CSA’s contractual responsibilities, and DCF’s CSOC interpretation of the Contractor’s contractual responsibilities for service delivery:
1. Assure the clinical criteria is met so that the correct Intensity of service is identified and authorized for the period that is needed and assessed on a continuing basis as determined by CSOC;
2. Child-centered, strength-based, and family-driven with the strengths and needs of the Youth and their family/caregivers defining the services received and the level of service coordination;
3. Individualized, using an integrated wraparound system of care approach that incorporates both Formal and Informal Supports and services;
4. Community-based approach to care;
5. Ensures that Youth and family voice are represented in service planning and requests;
6. Responsive with agencies, programs, services, and Supports, that are communicated to Children, Young Adults, and families in their preferred method/medium so that understanding is ensured; 
7. Support the provision of services in the least restrictive setting to support the Youth in remaining at home, in school, and in their community;
8. Collaborative across systems, involving mental health, Substance Use, Child protection, Juvenile Justice, education, and other system partners who are responsible for providing services and Supports to the target population;
9. Maximization of federal matching funds used to serve the population;
10. All Youth shall receive equal accessibility to services; and
11. Uniformity of quality service delivery whose Outcomes are quantifiable; 
Q. The Contractor must perform:
1. Utilization Management;
2. Outlier Management;
3. Care Coordination;
4. Quality Management;
5. Medicaid Waiver program management;
6. Coordination, communication, and data sharing with the NJ FamilyCare (Medicaid) Managed Care Organizations (MCO);
7. Developmental Disability eligibility management;
8. Family Support Services (FSS) management for individuals with Intellectual and Developmental Disabilities; and
9. Management of DCF’s Adolescent Housing Hub; 
R. The Contractor must coordinate with other DCF initiatives and/or State initiatives that support service delivery to the target populations, such as DCF’s Case Practice Model, Comprehensive Medicaid Waiver, Care Management Organization Practice Model, and any future initiatives designed to continually improve DCF’s CSOC.

[bookmark: _Toc228524209]ADMINISTRATIVE REQUIREMENTS
To ensure effective program operations, coordination, and communication and to foster collaborative interaction between the Contractor, DCF’s CSOC personnel, and service Providers, the Contractor shall ensure adherence to the following requirements:

A. DCF’s CSOC shall own the rights to the Call Center’s telephone number (see Bid Solicitation Section 4.4, Customer Service and Call Center, which specifies the Contractor’s requirements for the provision of the Call Center);
B. The Contractor shall provide priority access for DCF’s CSOC personnel to directly contact the Contractor’s management with a telephone number other than the Call Center’s main telephone number (or other designated system to be determined after Contract award, based on available options);
C. To achieve a successful operation, the Contractor’s personnel must establish and maintain positive and effective communication, and a cooperative, flexible working relationship with DCF, particularly CSOC and DCP&P personnel; as well as with Provider agencies;
D. All plans, procedures, materials, and manuals identified in the Bid Solicitation and the resulting Contract shall be required Deliverables under the Contract. The Contractor shall: 
1. Create such Deliverables within the applicable time frames specified throughout this Bid Solicitation;
2. Complete implementation and operational Deliverables and milestones that have been identified throughout the Scope of Work;
3. All Deliverables, time frames, and critical milestones must be approved by DCF’s CSOC and all such Deliverables are incorporated herein as contractual requirements;  
4. The Contractor shall ensure that each Deliverable is clear in terms of scope and purpose;
5. The Contractor shall document the identified CSOC service lead(s) for each Deliverable approval. A complete list of applicable CSOC service leads will be provided to the Contractor upon award;
6. Submit all Deliverables that require approval to the SCM or its designee; the SCM will then transmit the documents to the appropriate DCF’s CSOC offices and persons for review and approval, and all approvals, rejections, and/or comments on the documents will flow back to the Contractor through the SCM. This shall be the process whenever this Contract states that an approval is needed from DCF’s CSOC; 
7. Once approved, the Contractor shall perform each identified task as noted within the applicable Deliverable; and
8. Perform those tasks in accordance with the time frame designed by DCF’s CSOC;
E. The Contractor shall designate its Executive Director (or equivalent position) as the Project Manager (PM), who shall serve as a point of contact for the SCM throughout the life of the Contract;
F. The Contractor shall ensure that all existing and new reports are accessible at all times in an identified electronic location for review;
G. The Contractor shall provide advisory services that are necessary to accommodate any new State or federal law or regulation. This may include the development of reports and plans for new work related to new State or federal laws or regulations including delivering proposals to perform the new work to the SCM. If required by the State, the addition of new work to the Contract shall be added to the Contract via a Contract Amendment, which must be approved by the Division prior to any new work being performed under this Contract. Prior to finalizing a Contract Amendment and the performance of additional work, the Contractor shall describe its approach and obtain written State approval for a work plan and documentation for any program and/or system changes; and 
H. The Contractor shall not independently distribute, sell, or publish any data, findings, results, etc. without prior, written approval by the CSOC Assistant Commissioner.

Any plan, strategy, or other document required shall be subject to review and approval by DCF’s CSOC, both as to the timing and manner of performance of the tasks therein and to the substantive tasks to be performed themselves. DCF’s CSOC shall retain full and sole discretion to approve or reject such plans, strategies, or other documents. Once any such plan, strategy, or other document has been approved, the Contractor shall be contractually bound to perform work in accordance with it.

1.1.1 [bookmark: _Toc228524210]AUDIT REVIEWS
The Contractor shall evaluate risk management practices, internal control systems, and compliance with regulatory requirements (State/federal); as well as Contractor-internal corporate policies as part of a well-planned, properly structured audit/review program.

At a minimum, audit reviews shall include:
A.	Financial: The Contractor shall have an independent financial audit of the CSA’s operations performed annually and submitted to the State within 120 calendar days of the end of the Contractor’s fiscal year:
1. This audit must be performed by a New Jersey Certified Public Accountant (CPA) in accordance with Generally Accepted Audit Standards (GAAS) and/or Government Audit Standards (GAS) and by an organization approved by the State;
B.	Information System: The Contractor shall conduct routine examination and/or a periodic review of the controls within its IT infrastructure:
1. An annual IT review shall be conducted to address IT risk exposures, obtain and review evidence of the safeguarding of IT assets, the maintenance of data integrity and security, and the effective and efficient achievement of the Contractor’s stated IT obligations as part of the Contract. This audit shall be performed by a New Jersey Certified Public Accountant, Certified Information Systems Auditor (i.e., Statement on Auditing Standards No. 70 [SAS 70] audit) or certified professional approved by DCF’s CSOC;
C.	Security:  An internal security review shall be conducted twice annually to ensure that access to protected health information is granted or restricted to applicable Contractor staff, DCF/CSOC staff, Providers, and other authorized users:
1. The security review shall be conducted by the Contractor; and
2. The security review shall address the following targeted areas:
a)	Summary of any follow-ups from the previous security review;
b)	MIS access; 
c)	Network access;
d)	Building and data center access;
e)	Global Administrator designation; and
f)	Other applicable applications that provide access to confidential and protected information;
D.	Operational: The Contractor shall have an independent operational audit of the Contractor’s operations performed every three (3) years:
1. This audit must focus on the adequacy of internal control procedures, effectiveness and efficiency of operations, and other safeguards against fraud and theft; and
2. This audit must be conducted by a New Jersey Certified Public Accountant or certified professional in accordance with GAAS and/or by an organization approved by the State. 

These reviews may also be performed in conjunction with a financial statement audit.  If performed as part of the Contractor’s Internal Audit, or other form of attestation engagement, a report should be provided to the State.

The Contractor shall provide copies of all audit findings reports in a timely manner to CSOC.

4.3.1.1 AUDITING 
The Contractor shall comply with all State and federal audit review requirements or requests.

The Contractor shall allow access to its facility and system at any time, with or without prior notice, to State, federal, or other personnel authorized by DCF’s CSOC for site inspections, audits, or other purposes. These authorized personnel shall have unlimited access to all systems, records, areas, and personnel of the Contractor.

4.3.1.2 CORPORATE AND FISCAL RECORDS TO BE PROVIDED TO THE STATE 
The Contractor shall operate according to standard accounting principles and shall maintain standard accounting records including corporate balance sheets, statement of income, quarterly income statements, and annual audits or annual budget reports for inspection by the State, upon request, at no cost to the State.

The Contractor may be asked to provide the State with a copy of its annual report to shareholders.

The expenditures for the Contractor’s operations shall be provided to the SCM quarterly, due by 30th day after the end of each quarter and annually, due six (6) months prior to the start of the Contract year or with the required annual financial reports (whichever is earlier), and shall show funds expended, in CSOC Contract Annex B format. A copy of the form is located at: http://www.nj.gov/dcf/providers/contracting/forms/.

The annual budget for the Contractor operations shall be provided to DCF/CSOC six (6) months prior to the start of the Contract year or with the annual financial reports (whichever is earlier), and shall show budgeted amounts, in CSOC Contract Annex B budget format, by separate category and detailing, including but not limited to:
A. Salaries and wages; 
B. Fringe, consultant and other professionals; 
C. Materials and supplies; 
D. Other costs e.g. facility lease, utilities, equipment costs and maintenance; 
E. Hardware and software costs and maintenance; and 
F. General and Administrative (G&A) cost allocations.

[bookmark: _Toc228524211]4.3.2	WORK MODEL REQUIREMENTS
Contractors may propose a full-time on-site or remote/hybrid work model to be considered and approved by DCF’s CSOC. At a minimum, the Contractor shall:

A. Meet all of the following requirements, which shall be reflected within the submitted Work Model Plan:
1. Secure and maintain an office space that possesses sufficient meeting space and support for call-in access within a preferred 40 mile radius of the DCF Division of CSOC’s Central Office at 50 East State Street, Trenton, NJ, 08625. The Contractor shall have 90 Calendar Days after the notice of award of the Contract to provide the State with proof of availability of office location. Failure to provide sufficient proof of office location within the provided 90 Calendar Day timeframe may result in the cancellation of the Contract.  The State reserves the right to inspect the Contractor’s identified office location for the purposes of ascertaining whether the Contractor has the necessary facilities as outlined in the Contract.  The physical location of the office space is subject to final approval from the CSOC Assistant Commissioner;
2. Personnel shall not conduct any business on the premises of the Contractor’s office other than activities pursuant to this Contract, except upon prior, written approval from CSOC; 
3. The size of the physical location must accommodate:
a) Staff who are required to work on-site;
b) Meeting room space that accommodates a minimum of 30 people;
c) Possess sufficient storage for both electronic and hard copy documentation at the Contractor’s New Jersey office. Additionally, the State will coordinate and come to an agreement with the Contractor within 30 calendar days of the Contract effective date on retention and archiving of case records in accordance with State policies (see Bid Solicitation Section 4.22, Contractor’s MIS, for details), for the size of the MIS and current caseload information);  
4. In order to promote staff relationship building, strong engagement, adequate supervision, and a connection to company culture, at least 50% of the new hire training/orientation must occur physically on-site;
5. The proposed Work Model Plan must address, at minimum, the following key areas:
a) Transition and mobilization (if applicable);
b) Technology;
c) Security;
d) Work location (based on staff positions, shifts, and functions);
e) Training;
f) Staff supervision/support;
g) Meetings;
h) Policies;
i) Work culture/collaboration;
6. The Contractor’s Work Model Plan will be finalized within ten (10) business days of the Contract award;
7. The Contractor shall submit their Work Model Plan and all related policies annually or as deemed necessary by DCF/CSOC for review and approval; and
8. DCF/CSOC shall retain full and sole discretion to adjust the Contractor’s established work model based on performance and contract compliance.

Bidders who propose a hybrid/remote Work Model Plan shall also include the additional following requirements:
A. Eligibility requirements:
1. The plan shall specify which positions are eligible for hybrid/remote work;
2. Senior leadership presence is required in the office on all business days Monday through Friday, 8am-5pm, except holidays. All senior leaders must be physically present in the office a minimum of three (3) days per week. Senior leadership presence may be accommodated through a staggered schedule. Additional physical presence may be required at the discretion of CSOC;
3. The Contractor shall comply with the staffing requirements set forth in Bid Solicitation Section 4.25.5, Contractor’s Staffing During Transition and Implementation Phases;
B. Response time/productivity:
1. Specify how staff response time metrics will be monitored to ensure contract compliance with metric expectations;
2. Specify how staff productivity will be measured; and
3. Specify how adequate staff supervision and support will occur and will be monitored within a hybrid/remote work model;
C. The proposed remote/hybrid Work Model Plan shall promote a balance of flexibility, support, and structure and ensures seamless service access to Youth and families;
D. The Contractor’s hybrid remote/staff shall be available to attend in-person meetings, trainings, and community events as requested by CSOC;
E. Remote workspaces and equipment shall be audited by the Contractor biannually to ensure that they meet industry standards relating to safety, security, privacy, and technology. The Contractor shall follow the the State’s standards, found in the Statewide Information Security Manual located at: https://www.cyber.nj.gov/home/showpublisheddocument/834/638467001405430000; and
F. Deliverables will be monitored closely to ensure adherence to requirements. DCF/CSOC reserves the right to require increased on-site presence if Deliverables are not adequately met.

[bookmark: _Toc228524212]4.3.3	HUMAN RESOURCES AND STAFFING PLAN
The Contractor shall provide a Human Resources and Staffing Plan that details how it will maintain the guaranteed minimum staffing levels as included in the Contractor’s Quote within 30 calendar days of Contract award and shall update the plan on an annual basis. The Human Resources and Staffing Plan shall include, but not be limited to, the following personnel:
A. Call Center and Customer Service; 
B. Administrative/Executive;
C. Medical Director;
D. Clinical services;
E. IT;
F. Operations;
G. Reporting
H. Quality and Outcomes Management; and
I. Billing/Eligibility.

The Contractor shall ensure that its licensed professionals hold active licenses and certifications, which are readily available for review by CSOC when requested, in the respective areas of expertise, e.g., Licensed Clinical Social Worker (LCSW), Licensed Professional Counselor (LPC), Licensed Clinical Psychologist, Licensed Marriage and Family Therapist (LMFT) for behavioral health staff, Licensed Certified Alcohol and Drug Counselor (LCADC), Certified Alcohol and Drug Counselor (CADC) for Substance Use staff, and Board Certified Behavior Analyst for Applied Behavioral Analysis (ABA) and/or I/DD staff (ABA staff shall meet the requirements for licensure in accordance with the standards at: NEW JERSEY ADMIN CODE | PAW Document Page

The Contractor shall ensure that applicable executive and managerial staff meet the requirements outlined in Bid Solicitation T1932 Exhibit D, Executive and Managerial Staffing Requirements. 

Any changes made to the Human Resources and Staffing Plan shall be communicated to the SCM in writing within five (5) business days of the Contractor becoming aware of the change.

[bookmark: _Int_CZR9XZBt]All personnel necessary to carry out the terms, conditions, and obligations of this Contract are the responsibility of the Contractor. The Contractor shall recruit, hire, train, supervise, and terminate such professional, para-professional, and support personnel.

The Contractor’s employees shall sign and comply with security agreements for access to statewide computer systems and data.

[bookmark: _Int_WK5yk2XT]All employees must be instructed on the need for confidentiality as outlined in the Health Insurance Portability and Accountability Act of 1996 (HIPAA), 42 Code of Federal Regulations (CFR) Part 2, and N.J.S.A. 9:6-8.10a (available at  https://www.nj.gov/dcf/reporting/links/).  Each employee must sign and comply with the confidentiality statement provided by DCF. The Contractor’s employee training program must include instruction on confidentiality and the penalties for failing to comply with confidentiality agreement requirements. The Contractor shall hold the State and DCF’s CSOC harmless for any liabilities that arise as a result of a breach of confidentiality on the part of the Contractor’s employees.

[bookmark: _Toc228524213]4.3.4	TRAINING AND ORIENTATION PLAN
The Contractor shall develop a Training and Orientation Plan, which shall include the following requirements:
A. This Training and Orientation Plan must be updated as new components are integrated into the Contractor’s operational functions;
B. Training content shall be related to process, clinical, and/or IT functionality;
C. The target audience for trainings will include Contractor staff, State employees, Providers, partners, families, and advocates;
D. The Contractor shall hire and retain training staff to accommodate the identified training needs;
E. The Contractor shall employ, at a minimum, two (2) full-time training specialists. Training sessions shall be conducted as designated by CSOC;
F. The Contractor shall work with, at a minimum, three (3) family advocacy groups in New Jersey, in addition to the DCF’s CSOC contracted parent peer Providers to develop training for all the Contractor’s personnel regarding best practices in family engagement and interaction, and becoming familiar with community resources, on an as-needed basis;
G. The Contractor shall work with organizations, agencies, and Providers with expertise in CSOC’s served populations, including, but not limited to, mental health, Substance Use, I/DD, Human Trafficking, and Youth served in the Child welfare system for support in training content development;
H. The Contractor shall thoroughly train its staff on all aspects of the Contractor’s operations and available services and shall provide continuous staff development and training. All training curricula must be consistent in all aspects with the principles discussed throughout this Bid Solicitation, and are subject to review and prior, written approval from the SCM prior to commencement of the Contractor’s staff training;
I. The Contractor shall maintain current and updated procedural and training manuals. Any changes in Contractor policies must be approved in writing by the SCM prior to implementation of changes;
J. The Contractor shall develop operational procedures, manuals, forms, and reports necessary for the smooth operation of the Call Center. All such public facing vital documents (e.g., applications, forms, dispute requests, etc.) shall be translated pursuant to N.J.S.A. 52:14-40, which can be found at 2459_R2.PDF (state.nj.us). All such materials are subject to the review and prior approval in writing by the SCM; and 
K. All training shall be at the Contractor’s expense. The State will not provide additional funding for training outlined in this Bid Solicitation. 

Note: DCF’s CSOC encourages the use of cost-effective training modalities such as web-based training, online references, and distance learning, wherever such modalities are appropriate and do not detract from retention of the material, as determined by DCF’s CSOC.

[bookmark: _Toc228524214]4.3.5	IDENTIFYING HEALTH INSURANCE, ACCESSING BENEFITS, AND ESTABLISHING ELIGIBILITY
The Contractor shall develop and provide an Accessing Benefits/Identifying Health Insurance/Establishing Medical Eligibility Plan, detailing how the Contractor will identify benefits and coverage for Youth and families to ensure appropriate coordination, Service Authorizations, and maximize federal support when applicable, and detail interfacing capabilities with the State’s Medicaid program, Fiscal Agent, and/or New Jersey OIT. This plan shall be provided to the SCM for prior approval 30 calendar days after the Contract effective date.

At a minimum, the Contractor shall assist in accessing benefits for medical coverage as follows:
A. Obtain all information regarding private insurance coverage available to a Child or Young Adult and his or her family/caregivers;
B. Document and maintain an updated record of medical coverage eligibility for Youth and their family/caregivers requesting services;
C. Assist the family/caregivers in determining if eligibility for any State, federal, or private medical coverage can be accessed, and help the family/caregiver make the appropriate referrals;
D. Ensure provision of system capability within the Contractor’s MIS for completion of DCF/CSOC only coverage (see Bid Solicitation Section 4.3.5.1, DCF/CSOC Only Coverage [Also Known as 3560/35605 Eligibility], for details);
E. Review 3560 and or 35605 applications and issue an eligibility number for CSOC Only coverage, and refer any Appeals to CSOC for determination;
F. Provide data to Medicaid, NJFC, and Medicaid Inspector General’s office (for transmission of TPL information);
G. Provide the family/caregivers with information on applying for assistance in cases where medical coverage is pending or does not exist. The Contractor shall be knowledgeable of all government medical/Medicaid programs and initiatives available to the target population, including, but not limited to, the following:
1. NJFC;
2. Chafee Program;
3. Charity Care; and
4. Other governmental programs that may become available to the target population.

The Contractor shall develop a general resource directory of health care insurance coverage in order to:
A. Advise families how to access benefits that may be available under their private health insurance coverage;
B. Advise families of their rights to Appeal negative coverage decisions made by the family’s private insurance carrier;
C. Assist families in negotiating the conversion of benefits within their private health insurance coverage; and
D. The Contractor shall provide available eligibility information to family/caregivers.

4.3.5.1	DCF/CSOC ONLY COVERAGE (ALSO KNOWN AS 3560/35605 ELIGIBILITY)
In addition to assisting DCF’s CSOC in managing access to Medicaid/NJFC coverage for healthcare and behavioral healthcare services, the Contractor shall establish and manage eligibility for DCF/CSOC Only coverage (3560). In addition, CSOC has authority to provide a CSOC Only coverage for FSS under the 35605. This includes an IT component and manual staffing components.  

The Contractor shall provide reports to DCF’s CSOC on schedules set by CSOC that include, but are not limited to, the following:
A. Data on the number of DCF/CSOC Only numbers issued;
B. Data on the number of DCF/CSOC Only numbers terminated, and the reasons why;
C. Data on Youth who subsequent to the issuance of DCF/CSOC Only coverage, are issued a NJFC eligibility number;
D. Data on Youth who have gaps in their NJFC coverage; and
E. Data on Youth who have continuous DCF/CSOC Only coverage for ten (10) months or more.

4.3.5.2	COORDINATING THIRD-PARTY LIABILITY AND OTHER HEALTH CARE COVERAGE
For the Youth and their family/caregivers who have private health insurance coverage, the Contractor shall coordinate benefits and TPL in order to ensure that State and federal funds are used as the payers of last resort.

The Contractor shall submit a Cost Avoidance Plan to the SCM within two (2) business days of the coordination determination. This plan shall include at a minimum:
A. A method to coordinate benefits; and
B. A method to determine the liability of third parties that are obligated to pay for covered services.

The Contractor shall transmit communication of TPL information, including any known changes in, (or additions to), health insurance information to the MFD in the Office of the State Comptroller for review and verification; and subsequently to the Fiscal Agent Contractor, and any other appropriate parties identified by DCF’s CSOC.

The Contractor shall authorize or provide access to services in those instances where it is not known if insurance coverage will pay for services. The Contractor shall not deny service delivery for covered services.

In the event DCF’s CSOC adopts a policy that requires contributions to the cost of care, the Contractor shall provide a plan to the SCM to address and process co-payments, deductibles, and premiums from family/caregivers as required by such a policy.

[bookmark: _Toc228524215]4.3.6	FISCAL REQUIREMENTS AND ACCOUNTABILITY
The Contractor shall provide the SCM with quarterly statistics to support the State’s Cost Allocation Plan as the State’s ability to maximize State and federal funds to serve the population is a major component of the Contractor functions.

It is imperative that services be paid at the correct rates from the designated funding source(s) to support the CSOC’s vision that Youth receive timely services of the appropriate type and duration. In order to meet the fiscal requirements, the Contractor shall provide an annual Fiscal Requirements and Accountability Plan to the SCM that describes how the Contractor will comply with the following requirements:

A. The Contractor shall send, receive, and utilize data from the Fiscal Agent. The Contractor shall make any changes necessary to ensure only correct information is provided to the Fiscal Agent and shall be responsible for ensuring that transfers are accurate and complete;
B. The Contractor shall integrate with the NJMMIS and the Medicaid EDW in accordance with the guidelines and principles specified in the Medicaid Information Technology Architecture (MITA) framework, when implemented;
C. The Contractor shall provide crosswalk information that ties the Fiscal Agent’s unique individual identifier to the Contractor’s unique individual identifier. This information shall allow a one-to-one (1:1) relationship between a Contractor record and the Fiscal Agent record;
D. The Contractor shall track eligibility, Authorizations, and the actual utilization of services;
E. All information on the MIS shall reflect the one-to-one (1:1) relationship of Youth to the Authorizations, Providers, service time spans, and other data elements as determined by DCF’s CSOC;
F. The Contractor shall maintain and provide to DCF’s CSOC and the Fiscal Agent management reports and data views as needed;
G. The Contractor shall provide specially designed reports as needed by the Fiscal Agent;
H. The Contractor shall maintain records, institute a program of regular data backups, and retain historical NJFC eligibility data to ensure that changes in NJFC eligibility are traceable on the Contractor’s system. The needs of the Fiscal Agent supersede those of the Contractor, as the Fiscal Agent is the user of the PA information. In following these requirements, the Contractor shall comply with the State of New Jersey State General Records Schedule;
I. The PA transmittals by the Contractor to the Fiscal Agent and acceptance by the Fiscal Agent shall allow all authorized services to be paid through the Fiscal Agent’s system;
J. The Contractor shall ensure that PA data is available and matched to the PA claims information held by the Fiscal Agent;
K. The Contractor shall ensure that all Authorizations for service comply with NJFC and State policy, Center for Medicare and Medicaid Services (CMS) and other federal regulations and policy, State law, and any other governing law, regulation, or policy, current and future; 
L. The Contractor’s Authorization rules must maintain adherence to these laws, regulations, and policy, and the Contractor shall make a good faith effort to prevent authorizing claims that violate laws, regulations, or policies;
M. The Contractor shall ensure that all outstanding PAs are canceled and superseded by newly authorized services when the needs for services change;
N. The Contractor shall track and make every effort to prevent unnecessary utilization of services;
O. The Contractor shall communicate all changes in eligibility to Providers to ensure compliance with the law and to maximize accuracy of the federal match; 
P. The Contractor shall report and fix any errors discovered in the data or in the interchange of data before the next weekly payment cycle;
Q. Periodic full load updates to the data shall be provided (nightly, weekly, monthly), or as determined by the State;
R. Backup data shall be available in order to facilitate the auditing of the Contractor’s operation; and
S. The Contractor shall maintain a historical record of transactions and changes in order to allow for issues tracking and investigations of performance.

4.3.6.1	CLAIMS PROCESSING
The Contractor shall:
A. Submit and Adjudicate claims for specified sets of services, which are otherwise not paid through a contract or through the Fiscal Agent. Examples include claims for wrap-flex services such as camp for Youth with I/DD, or certain Substance Use Treatment Services. The annual number of these claims expected to be processed is up to 16,000; however, this is not a guaranteed maximum number;
B. Review the application for services, provide a PA, and provide Care Coordination; and
C. Process the payments for these claims in a different manner than those billable under NJFC. Claims for these services are received by the Contractor, reviewed for correctness and appropriate Authorization, and processed through DCF’s Office of Accounting for payment.

[bookmark: _Toc228524216]CUSTOMER SERVICE AND CALL CENTER
The Contractor shall:
A. Provide a service delivery model that provides a single point of access for all Youth who require services for behavioral health, I/DD, Substance Use, and co-occurring needs;
B. Develop and provide a Customer Service and Call Center Plan that outlines how the requirements described below are met;
C. Use service delivery practices for Youth and their family/caregivers that are Child and family-centered, timely, responsive to the communication needs of Youth and their families, and effective in addressing symptoms/challenges, thus, maximizing functioning and transforming the Youth’s quality of life;
D. Operate in partnership with DCF’s CSOC and the Provider and partner community to ensure that service delivery operations result in effective services;
E. Facilitate the delivery of services to Youth that are easily accessible, timely, and effective, as demonstrated by UM measures;
F. Provide access to services with the explicit goal of assisting Youth to achieve and maintain success in recovery, resiliency, gainful employment, age-appropriate education, living in their own homes, self-sufficiency, and meaningful community participation, while avoiding involvement in the Juvenile Justice system;
G. Organize and administer an innovative delivery system that meets the service needs of Youth and families; and
H. Provide flexibility in its operations to respond to the changing needs of the Youth and family/caregivers, new legislative or regulatory mandates, DCF’s CSOC policies, initiatives, and IT updates, as well as other factors as new information and knowledge becomes available.

[bookmark: _Toc228524217]4.4.1	CALL CENTER
The Contractor shall provide and maintain a toll-free Call Center accessible 24 hours per day/seven (7) days per week, which provides telephonic customer service for the CSOC, information gathering, and initial registration into the CSOC.

The Contractor shall develop and provide a Call Center Plan that outlines how the requirements described below are met:
A. For continuity purposes, maintain the existing CSA toll-free number; 
B. DCF shall own the rights to the toll-free telephone number and this number will be transitioned from the Contractor to the State at the end of this Contract term;
C. If a new toll-free telephone number is required, the Contractor will establish connection to the current toll-free telephone number and transition the existing Call Center functions from the incumbent Contractor, in a seamless manner, making the transition transparent and effortless for Youth and families; and
D. The Call Center Plan shall include a section that details the components of the texting feature (described below).

The toll-free telephone answering system shall also include a line for emergencies, clinical referrals, and Service Authorizations. This answering system should meet, at a minimum, the following requirements:
A. The system shall be maintained 24 hours per day/seven (7) days per week; and
B. The line shall be staffed by the appropriate level of staff to review and authorize services.

The Contractor shall provide a secure and compliant texting option for Youth and families as a mechanism to connect to care. The texting option must meet, at a minimum, the following requirements:
A. Available 24 hours per day/seven (7) days per week;
B. Shall be clearly advertised as a service connection option for Youth and families on the CSA website and other approved marketing materials;
C. Shall be fully functional within six (6) months of Contract effective date; and
D. The initial text response shall specify what can be addressed through the text and what would require contact via telephone.

The physical location of the Call Center and Customer Service Unit is contingent on the Contractor’s approved work model. Please refer to Bid Solicitation Section 4.3.2, Work Model Requirements. 

[bookmark: _Hlk176951869][bookmark: _Hlk213922218]The Contractor shall provide interpretation services to callers, which shall include the following:
A. Full-time Bilingual/multi-cultural staff available during regular business hours (8am-6pm);
B. [bookmark: _Hlk213921806]The Contractor shall provide interpretation services to individuals with limited English proficiency pursuant to N.J.S.A. 52:14-42;   
C. Interpretation services shall: 
1. Be free of charge to the caller;
2. Include all non-English languages, not just those that the Contractor identifies as prevalent; and
3. Be available 24 hours per day/seven (7) days per week.

The Contractor shall provide a Telecommunication Device for the Deaf (TDD) and relay systems.

The Call Center shall handle program information calls and transfer callers to appropriate community resources including, but not limited to, police, MRSS, DCP&P, CMOs or FSOs:
A. Emergency calls shall receive a Warm Line Transfer (i.e., a telephone answered by a person to provide non-crisis intervention by talking to the caller); and
B. Through an automated call prompting and transfer service, the Call Center shall connect the caller with a professionally trained staff member to discuss the caller’s needs and direct that caller to the appropriate program for further information.  This transfer shall be provided through a Warm Line Transfer.

The Call Center shall utilize a Call Prompter Service. The Call Prompter Service is a series of numbered selections. The caller will respond by entering the number of the service they are requesting.

The Call Center shall utilize Voice Prompt Technology (available in English and Spanish) and provide the caller the option to opt out or wait for the next available representative.

The Call Center shall have the capability for the Contractor to listen to all calls, as well as to monitor and record conversations, store the data including when a third party has been brought onto the call line, and make the recordings available to DCF’s CSOC at the DCF’s CSOC request. The Contractor shall retain copies of recorded calls for at least three (3) months or present an alternative based on storage or other limitations.

The Call Center shall have the capability for live chat and assist in triage.

The Contractor’s Customer Service/Call Center staff shall, at a minimum:
A. Be customer and engagement-focused and friendly at all times;
B. Be trauma-competent and communicate in the Youth’s and family's preferred mode/medium. 
C. Represent DCF’s CSOC to the calling public using best practice;
D. Be able to discuss all of DCF’s CSOC programs, and identify the main attributes of each program;
E. Be fully versed on all mental health, I/DD, and Substance Use-related needs and services provided by DCF’s CSOC and the community;
F. Direct callers to appropriate CSOC or other State program website(s);
G. Initiate dispute resolution processes and refer the caller to appropriate staff;
H. Answer and respond to e-mailed requests; and
I. Communicate all of the options for obtaining CSOC services in a clear, transparent, and seamless manner to Youth and families. Families should not have to be overly burdened with understanding and sorting out all of the various funding sources or ways to access services. 

CALL CENTER EQUAL ACCESS TO CARE
The Contractor’s Call Center personnel shall provide equal access to care to Youth entering the system through all points of entry. Youth shall not be discriminated against in terms of service time frames, Authorization procedures, or service delivery options based on point of entry into the system.

The Contractor shall provide an open, seamless system of access regardless of where or how a Youth enters the system, also referred to as ‘no wrong door’. Youth are referred to the CSOC through various avenues including, but not limited to:
A. Direct calls from family/caregivers;
B. Calls from local governments, schools, police;
C. Various State agencies such as the Juvenile Justice System and DCP&P;
D. Service Providers; 
E. FSOs;
F. CMOs;
G. Warm Line Transfers from the Suicide and Crisis Lifeline (988); 
H. Hospitals; and
I. Insurance companies.

CALL CENTER PROCEDURES AND TRAINING
The Contractor’s Call Center personnel shall be responsible for the following:
A. Identifying Youth and family/caregivers open to DCP&P and/or DCP&P workers who call. These callers shall be transferred to the Contractor’s dedicated DCP&P Customer Service staff for services;
B. Understanding all relevant facts regarding the situation that prompted the call, in order to effectively identify potential service options. This requirement is to make clear that this responsibility rests with the Contractor; the responsibility does not rest with the caller to explain the issues in “the right way” in order to achieve a desired outcome;
C. Maintaining a current and comprehensive understanding of all DCF’s CSOC operational functions, as well as an ability to identify and work with DCP&P-involved families and workers;
D. Identifying special needs, e.g., wheelchair and interpretive linguistic needs, etc.; and
E. Assuring appropriate linkages between Call Center staff and CSA CCs, including immediate transfer of the Youth/family/caregiver in crisis to Care Coordinators.

The Contractor shall develop initial and ongoing training programs to ensure that all Call Center personnel meet these obligations. The training programs, the associated curricula, the method of delivery (e.g., in person, computer-based, etc.) and any other relevant materials (e.g., job aides, written guides, etc.) are subject to the review and approval of DCF’s CSOC before training commences. DCF’s CSOC may also, at its sole discretion, attend and participate in any training conducted by the Contractor (see Bid Solicitation Section 4.3.4, Training And Orientation Plan, for details).

CALL CENTER IT REQUIREMENTS
Call volume tracking statistics shall be maintained by the Contractor. The tracking statistics shall be made available to DCF’s CSOC at established intervals (such as daily, weekly, or monthly) as directed by the Assistant Commissioner of CSOC, the SCM, or designee. The Contractor shall ensure a seamless transition from the call system to the electronic behavioral health information system to ensure call reports are consistent (i.e., integrated phone system).

The Contractor shall install and maintain an automated call distribution and call reporting system that, at a minimum, records and aggregates the following information on the half hour, hourly, daily, weekly, and monthly basis, as determined by DCF’s CSOC, for the Call Center as a whole and for the individual Call Center operators:
A. Total number of incoming calls;
B. Total time each operator is available (signed on to the system);
C. Number of answered calls by individual staff;
D. Number of calls received for intake or direct services for Youth in OOH Treatment;
E. Number of calls by type of caller (e.g., Provider, family member, State agency, etc.);
F. Average call wait time;
G. Percentage of calls answered in under ten (10) seconds by Member Services staff;
H. Average talk time;
I. Number of calls placed on hold and the length of time on hold;
J. Number of abandoned calls and length of time until call is abandoned;
K. Number of outbound calls;
L. Number of direct dial calls received by operator;
M. Number of calls by reason for call (e.g., service request, I/DD eligibility, etc.);
N. Number of outbound calls made by an operator (this shall help track transfers, and if the number of outbound calls exceeds incoming calls received by an operator, this information will assist in managing potential abuse of the phone system);
O. Number of available operators by time;
P. Actual and average busy time by operator;
Q. Number of calls pertaining to Youth already involved with the DCP&P system; and
R. Number of calls resulting in DCP&P placement status or DCP&P involvement status.

Based on the Contractor’s routine analysis of the above-mentioned Call Center data, the Contractor shall advise DCF’s CSOC of any noted trends or outliers that may require further discussion. 

The Contractor’s texting platform shall:
A. Be a secure messaging solution that includes robust authentication and identity management processes to prevent unauthorized access, encryption, and decryption mechanisms both in-transit and at-rest, and audit logging to ensure data integrity and privacy;
B. Maintain full compliance with applicable policies, laws, and other regulatory requirements, including, but not limited to, CMS texting policies, Health Information Technology for Economic and Clinical Health (HITECH) Act, HIPAA privacy and security rules, the Conditions of Participation (CoPs), and the Telephone Consumer Protection Act;
C. Include a mechanism to verify parental consent;
D. Offer a seamless and timely transfer to phone contact for continued engagement and Care Coordination; and
E. Have the capability to generate and securely store necessary data elements to facilitate reporting and compliance with regulatory requirements.

The Contractor shall meet industry standards with regard to texting response time and best practices. 

The Contractor may be required to produce additional data reports regarding Call Center operations per the discretion of DCF’s CSOC.

CALL CENTER STAFFING REQUIRMENTS
Staffing levels for the Call Center must be based on call and text volume and must be sufficient to ensure that the Contractor complies with the Call Center performance standards included in this Bid Solicitation. 

The Contractor shall provide a Call Center staffing matrix to the SCM upon Contract award and monthly thereafter based on Call Center volume statistics that successfully meet the Call Center performance standards, which must be approved by DCF’s CSOC.

The Contractor shall identify specific staff personnel as CSA Care Connectors (CSA CACs) whose primary role is to answer FSS-related calls and assist families in completing the FSS application in order for families to access additional I/DD services through CSOC. These services include Assistive Technology, Educational Advocacy, and Respite Services.

Call Center staff who are identified to respond to text messages must meet the following requirements:
A. Hold independent clinical licensure in the State of New Jersey; and
B. Must be trained in providing engagement and support through a texting platform which must include best practice guidelines and legal requirements.

[bookmark: _Toc228524218]4.4.2	CUSTOMER SERVICE
The Contractor shall:
A. Develop, implement, and maintain a Customer Service function that is responsive to individuals, including, but not limited to, Youth, family/caregivers, and stakeholders;
B. Develop and provide a Customer Service Plan that outlines how the requirements described below are met;
C. Develop a distinct Customer Service function, as detailed below, that is responsive to the unique service needs of Youth and their family/caregivers (including birth, foster, guardian and kinship families) involved with DCP&P and that is responsive to the needs of the DCP&P staff;
D. Provide, at a minimum, the following Customer Service functions:
1. Communicate wth Youth and families in their preferred mode/medium to ensure understanding;
2. Provide general information and orientation regarding all aspects of the program and operations;
3. Mail out (via U.S. postal mail) CSOC approved program literature and informational materials at the caller’s request. This information shall be mailed within one (1) to two (2) business days, depending on the urgency of the request;
4. Interact with callers in a courteous, respectful, polite, and engaging manner at all times;
5. Follow-up and respond to inquiries and concerns from Youth, their family/caregivers, and stakeholders in a time-appropriate manner (e.g., crisis requires an immediate follow up);
6. A Customer Service approach that ensures effectiveness in working with Youth and their family/caregivers and/or their DCP&P worker to establish program eligibility;
7. A referral process that assists with referrals to all available statewide programs and resources for the target populations, and assists Youth and their family/caregivers with scheduling appointments;
8. Respect the caller’s privacy during all communications and calls. Please refer to HIPAA requirements (see https://www.hhs.gov/hipaa/for-professionals/index.html for details) and 42 CFR Part 2 requirements (see https://www.samhsa.gov/about/faqs/confidentiality-regulations for details);
9. Assist Youth and their family/caregivers to telephonically connect with the agency or other party to which a Youth is referred through a Warm Line Transfer;
10. Work with Youth and their family/caregivers to establish eligibility for other supportive services such as, but not limited to, NJFC and community organizations. The Contractor shall have a comprehensive resource list of NJFC Providers and community organizations available outside of the CSOC Provider network that can be accessed by Youth and families who do not rise to the level of need for CSOC services. The Contractor shall have the knowledge and ability to give families referral and eligibility information for those programs and services;
11. Assist and inform Youth and their family/caregivers about required eligibility documents and/or obtaining such documentation;
12. Triage all calls to the appropriate staff and/or agencies;
13. Document complaints and triage Grievances, Reconsiderations, Appeals, and quality of care issues in accordance with the protocol as set forth in Bid Solicitation Section 4.18, Complaints, Reconsiderations, and Appeals;
14. Assist Providers and DCP&P workers with issues and concerns regarding service referrals, Authorizations, payments, training, or other relevant inquiries regarding service provision, eligibility, or payment;
15. Refer callers within approved time frames to the appropriate Contractor staff/departments, State agency, or community Provider;
16. Provide general assistance and information to families seeking an understanding of how to access care in either the private or public sector for their Youth with needs relating to behavioral health, I/DD, and/or Substance Use (such as seeking an evaluation or applying for I/DD eligibility);
17. Provide information to families about resources available through a FSO;
18. Assist families with understanding the services and supports available in all components of the CSOC, including services for behavioral health, I/DD, and Substance Use; 
19. Assist families with understanding the services and supports available for Youth and families presenting with service needs including but not limited to NJFC, Managed Long-term Services and Supports (MLTSS), private insurance plans, early Childhood services including Early Intervention and Special Children’s Health Services (SCHS), for Youth with problematic sexual behaviors; and
20. Facilitate access to information on available service standards and benefits.

4.4.2.1	CALL CENTER AND CUSTOMER SERVICE PERFORMANCE STANDARDS
The Contractor shall meet the following performance standards for the operation of the Customer Service function. The Contractor shall:
A. Ensure that Youth and their family/caregivers can access the Customer Service Unit 24 hours per day/seven (7) days per week through a toll-free telephone answering system;
B. Ensure that emergency calls are expedited immediately (within 10 seconds) for clinical triage and appropriate referral;
C. Establish Key Performance Indicators (KPIs) based on the data generated through the texting platform and share with DCF a report on their performance against these KPIs on a monthly basis;
D. Randomly conduct all coaching (call monitoring) on a regular basis for quality assurance purposes on each operation, at a minimum, between two (2) and five (5) hours per week across all working shifts;
E. Record call coaching results on a standard form and report the results to DCF’s CSOC weekly during the first six (6) months, and monthly thereafter (unless otherwise directed by DCF’s CSOC);
F. Provide DCF’s CSOC staff the opportunity to monitor live calls on a random basis without notification to the Contractor; 
G. Develop and execute monitoring metrics relating to Customer Service staff performance (e.g., asking required questions, maintaining professionalism, correct call routing, etc.). and submit monthly Outcomes to DCF/CSOC; and
Verify NJFC status for all Youth.

4.4.2.2	CUSTOMER SERVICE DESK
The Contractor shall establish and staff an automated Customer Service  Desk.

[bookmark: _Hlk215744130]The Customer Service Desk shall process, screen, register, respond, and track problems, complaints, and/or follow-up questions that are received from Youth family/caregivers, State agencies, and/or Providers.

The Contractor shall develop an easily accessible, user-friendly, and streamlined customer service request form that may be used to request assistance through the Customer Service Desk. This form shall be dynamic to meet various needs, including, but not limited to, technical issues, and questions regarding clinical, billing, eligibility, and reporting issues.   

The Contractor shall provide an automated Customer Service Desk tracking system that shall allow Customer Service staff members to log in inquiries and assign an identification/ticket number to each inquiry so that the resolution status can be tracked, and reports can be issued.

The Customer Service Desk shall provide a repository and monitoring tool for registering and tracking all problems, complaints, and questions.

The Contractor shall provide procedures for Customer Service Desk management, problem escalation, and problem resolution, including the time frames for responding to help desk requests. Procedures must address the following factors:
A. Problem logging;
B. Assignment of problem ticket number;
C. Assignment of priority;
D. Problem escalation procedures;
E. Problem resolution;
F. Response times; and
G. Ability to search through previous problems to find resolutions for existing problems.

These procedures are subject to the review and approval of DCF’s CSOC prior to implementation.

4.4.2.3	CUSTOMER SERVICE DESK RESPONSE TIME STANDARDS
The following chart describes the Customer Service Desk response time standards:
	Severity Code
	Example
	Business Hours for Support
	Expected Response Time
	Expected Resolution Time

	Critical: Issue impacts the emergent delivery of a clinically necessary Treatment of a condition that requires immediate attention in order to prevent deterioration or harm to a Youth but is not life-threatening. All life-threatening calls must be referred to police/911 immediately.  
	Urgent (not emergent) clinical need
	24 hours per day, 7 days per week
	30 seconds

	1 hour


	High: Issue impacts Youth access to care/CSOC services; however, the Youth would not be at significant risk of deterioration if not rectified within the same business day.
	CMO intercounty transfer requests
	8am to 6pm Monday through Friday
	2 hours
	2 business days

	Moderate: Issue impacts the initial Service Authorization as well as continuation of care decisions for routine care.  
	DD eligibility status entered in Youth record
	8am to 6pm Monday through Friday
	4 hours
	3 business days

	Routine: Issue has no direct impact on providing clinical care to the Youth.  
	Provider deactivations
	8am to 6pm Monday through Friday
	8 hours
	5 business days

	Requires Research: Issue has no direct impact on providing clinical care to the Youth and requires additional research to resolve.
	Claim denial inquiries
	8am to 6pm Monday through Friday
	8 hours
	7 business days

	Requires Extended Research: Issue has no direct impact on providing clinical care to the Youth and due to complexity, requires additional time and research to resolve.
	Complex provider modifications (mergers, etc.)
	8am to 6pm Monday through Friday
	2 business days
	14 business days

	Special Projects: Special requests that do not have a direct impact on providing clinical care to the Youth and requires an extended amount of time, research, and staff resources to complete.
	 Extensive data clean-up that is not deemed critical in nature 
	8am to 6pm Monday through Friday
	2 business days
	30 calendar days



Expected Response Time is defined as the expected time for the CSA to acknowledge receipt to the requestor, begin researching the solution, and providing an estimated resolution time frame to the requestor based on the identified severity code. 

Expected Resolution Time is defined as the expected time for the CSA to resolve the issue and report the resolution to the requestor. 

During the initial response to the requestor, the Contractor shall provide the requestor with an Expected Resolution Time based on the information provided by the requestor and the identified severity code.

The resolution outcome response to the requestor shall include the following information:
A. A summary of the originally reported issue;
B. A clear and concrete description of the resolution; and
C. The total amount of time taken to reach the identified resolution.

The Customer Service Desk must be available 24 hours per day/ seven (7) days per week to answer all calls and appropriately address the needs of callers. However, if, based on the Response Time Standards, the need is not identified as critical, the final resolution of the needs can be addressed during regular business hours. 
In the event a resolution will not meet the required time frames, the Contractor shall provide the requestor with weekly status updates and the projected time frame for resolution until the issue is resolved. The Contractor shall provide a monthly report to CSOC identifying the resolutions that occurred outside of the required time frames.

[bookmark: _Toc228524219]4.4.3	COMMUNICATION AND MARKETING PLAN
[bookmark: _Hlk220655519]The Contractor shall develop and implement a Communication and Marketing Plan.

With regard to communication, the plan shall include the following requirements:

A. Identifies the Contractor’s methods of communication with CSOC, Youth, families, Providers, CSOC partners, other defined audiences, and the Contractor’s internal team members, including, but not limited to, print, website, and email communications; 
B. Communicates key information to stakeholders on eligibility or services and relevent operational workflows;
C. Provides information on services, newly developed programs, and access to care for Youth, families, and Providers;
D. Provides key information to Providers, CSOC stakeholders, and Contractor’s internal staff, on MIS technology issues, changes, and enhancements; 
E. Enhances public access to online information regarding CSOC; and
F. Includes a plan to communicate with Youth, families, Providers, the media, and other stakeholders regarding a Contractor transition, if applicable. 

With regard to marketing, the plan shall include the following requirements:
A. Clearly identifies marketing goals, objectives, and KPIs;
B. Ensures that the CSA’s toll-free number is publicized throughout New Jersey and listed in the directory of all local telephone books and major web-based search engines;
C. Utilizes logos and other promotional visuals that are consistent with CSOC and DCF’s marketing materials; 
D. All advertisements, publications, and printed materials that are produced by the Contractor and that refer to the New Jersey CSOC shall state that the Contractor is the CSA for the New Jersey DCF and the CSOC;
E. Clearly addresses the Contractor’s strategy to market the CSA, CSOC services, and the accessible phone number and texting information to Youth, families, system partners (including schools, Providers, pediatricians, and other Youth-serving entities) and the public at-large;
F. Includes the reporting of marketing activities, which is provided monthly to CSOC;
G. The Contractor’s Marketing Plan shall include, but not be limited to the following: 
1. Social media promotion;
2. Digital media advertisement distribution; and
3. In-community outreach;
H. The Contractor may subcontract for any part of the execution and oversight of the marketing campaign to an established marketing agency; and
I. The Contractor shall create a Provider login at https://nj211.org/  and maintain accurate and updated information about the CSA and CSOC in the NJ 211 online directory. The Contractor shall review and update their listing in the NJ 211 directory in collaboration with CSOC semi-annually, at a minimum, and whenever there is a significant change in CSOC services.  The NJ 211 directory is a comprehensive compilation of local, statewide and national health and human service resources that are available in New Jersey. 

The Contractor’s initial Communication and Marketing Plan shall be reviewed and approved by DCF/CSOC prior to  implementation. Subsequent plans shall be  submitted annually thereafter for DCF/CSOC review and approval.

[bookmark: _Toc228524220]4.4.4	MEMBER INFORMATION
The Contractor shall develop, distribute, and post to the website, a Youth and Family Guide, which provides Youth and families with necessary member information.

The Contractor shall distribute, either via U.S. postal mail or electronic mail, the Youth and Family Guide to each newly enrolled Youth and their family/caregivers within ten (10) calendar days of the Youth first receiving a covered service. The Contractor will obtain permission from the family/caregiver to send the Youth and Family Guide either via e-mail or postal mail (verbal permission is acceptable, but should be noted).

At minimum, the Youth and Family Guide shall include the following information:
A.	Description of the CSOC’s, “System of Care,” approach;
B.	CSA’s functions;
C.	How to connect with the CSA for services;
D.	What to expect when contacting the CSA;
E.	Benefits and services;
F.	Description of CSOC’s array of services;
G.	Contact information relating to available Youth, peer, and Advocacy groups;
H.	Transition to adulthood supports;
I.	Youth and family rights;
J.	Commitment to quality;
K.	Complaints and concerns;
L.	Privacy/Protected Health Information (PHI);
M.	Processes related to Reconsideration, Grievance, Medicaid  Fair Hearings, and Appeals, including time frames; 
N.	Available resources related to behavioral health, I/DD, and Substance Use; and
O.	Glossary of terms.

The Youth and Family Guide shall be presented in the following format:
A.	The information must be printed in a type, style, and size that can be easily read and understood by Youth and family/caregivers with varying degrees of visual impairment or limited reading proficiency; 
B.	The format shall be written at a fourth (4th) grade reading level;
C.	The Contractor shall notify the Youth and their family/caregivers enrolled in the CSOC in writing that alternative formats are available and how to access them;
D.	Shall be translated pursuant to N.J.S.A. 52:14-41 which can be found at 2459_R2.PDF (state.nj.us); and
E.	The Contractor shall make oral interpretation services available free of charge to all Youth and their family/caregivers, which shall include all non-English languages, not just those that the Contractor identifies as prevalent as set forth above.

The Contractor shall obtain DCF’s CSOC approval prior to publishing the Youth and Family Guide.

The Contractor shall distribute the Youth and Family Guide to Youth and their family/caregivers, as well as CMOs, MRSS agencies, FSOs, and other system partners at least thirty (30) calendar days prior to the Contract start date unless otherwise instructed by DCF’s CSOC.

The Contractor shall update and submit the Youth and Family Guide to DCF’s CSOC within thirty (30) calendar days of receiving changes made to the template. If the Contractor makes changes to the Youth and Family Guide at a time other than the annual update, the Contractor shall distribute within thirty (30) calendar days in the same manner as above the updated Youth and Family Guide to each Youth, and his or her family/caregivers and include documentation of the Youth and Family Guide’s distribution in the Youth’s electronic record.

[bookmark: _Toc228524221]4.4.5	WEBSITE
The Contractor shall develop and maintain a customized website that provides online access to general customer service information.

The Contractor shall organize the website to allow for easy access of information by Youth, family/caregivers, Providers, educators, stakeholders, and the general public in compliance with Section 508 of the Rehabilitation Act (please see the following for more information: https://www.fcc.gov/general/section-508-rehabilitation-act) and the Web Content Accessibility Guidelines 2.1, level AA (please see the following for more information: https://www.ada.gov/resources/2024-03-08-web-rule/).

The Contractor shall ensure that the content is in easily understood language and format that is written at a fourth (4th) grade reading level.

The Contractor shall solicit feedback from Youth, families, Providers, and stakeholders about the website annually at minimum to ensure that the website is user-friendly and inclusive of necessary content.

The Contractor shall receive approval by DCF’s CSOC for all content appearing on the website and shall be consistent with DCF and CSOC program policies.

The Contractor shall review the website and its content cyclically on a quarterly basis to ensure that all information is up-to-date and accurate.

The Contractor shall include on the website, at a minimum, the following up-to-date information or links:
A. The toll-free telephone number for Call Center calls and for crisis calls;
B. Information relating to the texting option for Youth and families;
C. Customer Service contact information, including e-mail address;
D. Eligibility information;
E. Hours of operation;
F. Crisis response information;
G. Information on how to access services, including crisis contact information;
H. Information regarding community forums, volunteer activities, and workgroups/committees that provide opportunities for Youth receiving services, family/caregivers, Providers, and stakeholders to become involved;
I. Information regarding Advocacy organizations, including how Youth and other family/caregiver members may access Advocacy services;
J. FAQs; 
K. Clinical criteria for CSOC; 
L. OOH service directory/listing;
M. Information relating to Substance Use Treatment Services;
N. A hyperlink to DCF’s CSOC website;
O. Link to the behavioral health information record system (web-based application);
P. Information on services and supports for Youth with Intellectual and Developmental Disabilities including, but not limited to, DD eligibility and applications for DD Family Support Services (FSS);
Q. Instructions on how to file a Complaint, Reconsideration, or Appeal;
R. Youth and Family Guide;
S. Instructions on how to report suspected Provider fraud and abuse. Information can be found at http://www.nj.gov/comptroller/divisions/medicaid/ and www.nj.gov/dcf; and
T. Any other documents/communications as required by DCF’s CSOC such as operational changes, system notifications, etc.

The website must also utilize a dynamic database that allows communication between applications so that when a document is updated in one (1) application, related information shall be updated in other applications.

The website shall be mobile-friendly/responsive allowing it to be rendered on a variety of devices and screen sizes. (https://www.nj.gov/it/it/docs/NJ_Web_Presence_Guidelines.pdf).

[bookmark: _Toc228524222]4.4.6	WRITTEN NOTICES
The Contractor shall provide to Youth and their family/caregivers and/or Providers any of the following:
A. Notices of Action which must be delivered in compliance with the language, time frame, and content requirements in State and federal law and this Bid Solicitation, including notification of service denials;
B. An alternative Provider’s contact information to the Child or Young Adult and their family/caregiver at the time of notice of termination of a terminated Provider when DCF’s CSOC terminates a contract, provider agreement, or suspends or terminates referrals with a qualified service Provider;
C. Advance written notification to the affected persons at least 30 calendar days before implementation of DCF’s CSOC program changes; and
D. Newsletters, policy advice, and any other DCF/CSOC materials determined to require distribution.

[bookmark: _Toc228524223]4.4.7	COMMUNICATIONS WITH FAMILY MEMBERS
At a minimum, the Contractor shall provide Youth and their family/caregivers with written materials and web-postings that contain the following information:
A. The values and goals of the CSOC;
B. Where and how to access services, Provider information including emergency or crisis services, and a description of covered services for individuals with Intellectual and Developmental Disabilities, Substance Use Treatment Services, and key CSOC components (e.g., role of the Contractor, CMO and FSO, etc.);
C. Family/caregiver’s role in the assessment, treatment, and support for Youth with an emphasis on Youth and family engagement, resilience, and strengths;
D. Generic information on the treatment of behavioral health, Intellectual and Developmental Disabilities, Substance Use, and principles of Youth and family engagement, resilience, strength-based practices, and best/proven practices;
E. Any limitations involving family/caregivers or providing information for adult persons who do not want information shared with family members, including age(s) of consent for behavioral health, Intellectual and Developmental Disabilities, and Substance Use Treatment Services;
F. The Contractor’s Customer Service telephone number; and
G. How to identify and contact a Youth’s Care Manager or other involved service Provider.

[bookmark: _Toc228524224]4.4.8	INFORMATION DISSEMINATION
The Contractor shall assist DCF’s CSOC in the dissemination of information to Youth and their family/caregivers prepared by the federal government, DCF’s CSOC, or other State and federal agencies upon request by the DCF’s CSOC. The dissemination and communication of information shall be at no additional cost to the State.

The Contractor shall submit all Youth and family/caregiver informational materials to DCF’s CSOC for approval prior to distribution.

At a minimum, the Contractor shall distribute information to the following groups: Youth, family/caregivers, service Providers, community stakeholders, and State agencies, and update the information as needed.

All advertisements, publications, and printed materials that are produced by the Contractor and that refer to the New Jersey CSOC shall state that the Contractor is the CSA for the CSOC and must receive written approval from DCF prior to release.

In all communications with the public while acting in accordance with this Contract, the Contractor shall identify itself as the CSA for the CSOC.
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[bookmark: _Toc228524226]4.5.1	UTILIZATION MANAGEMENT (UM)
UM, as described in this Bid Solicitation, is intended to support the CSOC’s vision that Youth receive services of the clinically appropriate type, amount, and duration, supported by a comprehensive and integrated Care Plan. The Contractor shall provide a UM Plan annually to the SCM that describes how the Contractor will provide a broad range of UM functionality across service types and plans as well as across systems partners.

The UM plan shall be aligned with behavioral health best practices to ensure CSOC’s services are coordinated, comprehensive, and supported by individualized Care Plans that are medically appropriate and cost-effective.

UM shall include such functions as approving and authorizing Care Plans and assisting in the development and coordination of Care Plans for Youth who are not receiving care management services from a contracted CMO.

UM shall also include PA, Authorization for continued services, and discharge Authorization.

The Contractor shall provide UM functions to ensure that Care Plans meet the needs of and draw on the strengths of the Youth and their family caregivers and are consistent with DCF’s CSOC policies regarding the design, provision, and clinical or medical necessity of the services included in the plan.

The Contractor shall use information from the UM system to assist DCF’s CSOC to improve the quality of care across the CSOC delivery system.

The Contractor shall collect applicable data to track and report on time frames for access to services.

The Contractor shall ensure management of Utilization in accordance with DCF’s CSOC established clinical guidelines for access to care. The Contractor shall establish such processes and internal controls to meet all DCF’s CSOC requirements for managing Utilization of any particular covered service or services. All clinical guidelines for Service Authorization shall be clear, published, and available to all Youth, family/caregivers, and system partners accessing services.

The Contractor shall provide a UM process that begins at the initial point of engagement and continues throughout the duration of care as determined by Youth and their family/caregiver’s strengths and needs.

The Contractor shall provide an updated UM Plan annually, no later than January 30th. The plan shall include quantitative and qualitative measures of performance, along with quarterly and annual performance targets. Plans shall be subject to review and written acceptance by DCF’s CSOC prior to implementation.

The Contractor’s UM Plan shall, at a minimum, consist of a plan for ensuring timely, appropriate, equitable, and responsive decision-making regarding the following:
A. Assessment for need for services;
B. Intensity of Service and Authorization decisions made in accordance with DCF/CSOC guidelines, policy, and clinical criteria including a comparison of actual decisions to DCF’s CSOC established algorithms for referral (current clinical criteria can be found at Clinical criteria | PerformCare (performcarenj.org); 
C. Review of Youth awaiting a particular service to assure that service level is still required and other alternatives to care have been explored;
D. Continued stay reviews ensuring services are delivered for appropriate lengths of time and treatment goals are being attained, or appropriate adjustments to Care Plans are being made to address areas of emerging or continued need;
E. Identifying point-in-time and longitudinal positive Outcomes in collaboration with the ASI; and
F. Ensuring all decisions for referral and services are made in a manner that shall maximize positive Outcomes for Youth and their family/caregivers.

UM REQUIREMENTS
The Contractor shall comply with the following requirements related to UM:  
A. Implement the DCF/CSOC definition of medically necessary covered services and the DCF/CSOC levels of need in all UM programs. This shall include the Utilization of the DCF IMDS Tools (also known as Child and Adolescent Needs and Strengths, or CANS) to establish appropriate level of need for each Child or Young Adult accessing care;
B. Report on assessed level of need according to the IMDS Tools and level of need determinations on a monthly basis to demonstrate any divergence between assessed level of need (determined by an independent assessor and approved by the CSOC) and level of need determined by the Contractor;
C. Carry out DCF’s CSOC established limits on service delivery applying criteria developed or established by DCF’s CSOC, such as medical necessity or Utilization standards.  Alternative services delivered shall be applicable to the needs of the Youth and be reasonably expected to achieve their purpose;
D. Determine clinical appropriateness of service based upon a comprehensive and individualized Assessment of a Youth’s strengths and needs, and not deny a required service solely because of the Youth’s diagnosis or condition;
E. Provide OM as set forth in Bid Solicitation Section 4.5.1.2, Outlier Management;
F. Collaborate with DCF’s CSOC to develop and implement processes, based in part on encounter data and other available information, that monitor for over and under Utilization of services at all intensities, including monitoring Utilization of services by demographics and special populations. (e.g., DCP&P population);
G. Review Utilization data to assure services are being provided in a manner consistent with the principles and values of the CSOC;
H. Report over and under Utilization of services when the Contractor detects them, and develop and implement strategies to bring Utilization to the expected level;
I. Develop and maintain processes to track and monitor a Youth’s cumulative Service Utilization (those that are prior authorized through the CSA) to ensure Title XIX and Title XXI reimbursement is not made beyond any current or future service limitations;
J. Provide all DCF/CSOC designated Care Coordination entities, including CMO and MRSS, with technical assistance regarding UM techniques to ensure appropriate Service Utilization in the access and brokering of services by those entities; and
K. Provide a process that allows for periodic review of the Care Plans and progress made and also allows for changes in the Care Plan based on progress information. The process shall ensure flexibility in the ability to authorize the clinically indicated level of need for services to reflect the progress on the Care Plan.

OUTLIER MANAGEMENT
As part of the beginning-of-contract mobilization (please refer to Section 4.25, Beginning-of-Contract Mobilization Plan), and annually thereafter, the Contractor shall provide an Outlier Management (OM) Plan to CSOC which shall include:
A. A description of an automated system for identifying and managing outlier Service Utilization through a continuous quality improvement process. The system shall use Service Utilization data to identify Youth who are a predetermined number of standard deviations above or below the mean for Service Utilization in the particular service category, or for the array of strengths and needs. OM shall consider, to the extent possible, the entire Care Plan for the Youth;
B. MIS functionality and reporting to support DCF/CSOC staff and applicable Providers in monitoring Youth identified through the OM process; 
C. The goal of the OM is to identify Youth who may be over or under-utilizing services. This data shall be used to ensure effective and efficient service delivery;
D. As outliers are identified, protocol-driven analysis shall determine whether the Utilization is problematic and in need of intervention; and
E. Specific OM activities shall include:
1. Identifying statistical, programmatic, and clinical outliers utilizing the OM database and established DCF/CSOC approved protocols;
2. Action plans with Care Managers and relevant providers to address the outliers when required jointly developed with the direction of DCF’s CSOC; and
3. Provide or arrange reviews/consultation for unresolved OM issues, and subsequently provide final recommendations based on the outcome of the review under the direction of DCF’s CSOC.

UM SERVICES
Under the direction of DCF’s CSOC, the Contractor shall manage or assist in managing the Utilization of services available under the CSOC. These services include, but are not limited to:
A. Evaluation & diagnostic services;
B. [bookmark: _Int_C7cIvyFz]Multi-system Assessment;
C. Care Management Organization (CMO);
D. MRSS;
E. OOH continuum;
F. Behavioral Health Homes (BHH);
G. Partial Hospitalization;
H. IIC Services including Social and Emotional Learning (SEL), MST, and Family Functional Therapy (FFT);
I. BA;
J. FSO services, including peer-to-peer support and Youth partnership services;
K. IMTS;
L. ACT;
M. Intermediate Units;
N. Substance Use Treatment Services, including ambulatory and OOH services;
O. FSS;
P. IIH Habilitation Services;
Q. Comprehensive Medicaid Waiver services; and
R. Other individualized Support through available flexible funds and Wraparound services.

The Contractor shall establish Service Authorization and continued stay review mechanisms, including an appropriate PA, to effectively manage all covered services, except for those services explicitly exempted by DCF’s CSOC. Continued-stay reviews most commonly occur at least every 90 calendar days.

The Contractor shall engage in concurrent and retrospective reviews of Utilization to ensure services are appropriately utilized in accordance with DCF/CSOC policy, guidelines, and clinical criteria mechanisms.

UM FOR OOH TREATMENT SETTINGS
The Contractor shall provide a UM system for accessing and monitoring CSOC OOH settings, which shall include a mechanism to manage and track the referral, admission, continued stay, and discharge of Youth. The system shall utilize real-time business intelligence tools to track referrals, vacancies, admissions, discharges, and length of stay in all CSOC OOH settings. At a minimum, the system must:
A. Establish processes that assure OOH is pursued only when clinically indicated and when community-based options, attempted and explored, do not adequately serve Youth and their family/caregivers; 
B. Provide for cyclical reviews conducted by the Contractor of Youth awaiting a particular service in order to determine if the service is still required; the Contractor shall assess for other appropriate service alternatives/creative solutions for Youth;
C. Provide an automated real-time process that allows OOH Providers and DCF’s CSOC the ability to monitor bed allocations and Utilization; and
D. At a minimum, the bed tracking system shall track the following data, both in aggregate and by filtering the Intensity of Service, program site, and unique identifiers (age, gender, etc.). The Contractor shall add additional data fields based on DCF/CSOC needs, including, but not limited to:
1. Total number of contracted beds;
2. Total number of admitted Youth;
3. Total number of Youth accepted for admission;
4. Total number of Youth scheduled for admission;
5. Total number of Youth under review by a Provider; 
6. Total number of current vacancies; 
7. Number of vacancies by type; and
8. Total number of projected vacancies;

The Contractor will provide an automated process for authorizing, admitting, and reviewing the care of Youth admitted to a DCF/CSOC approved and contracted OOH settings.  At a minimum, the automated process must enable OOH Providers and CSOC staff to manage resources and promptly admit Youth into programs.  The Contractor shall make necessary functional changes to the system as needed at the direction and with the approval of CSOC.

ADMINISTRATIVE REQUIREMENTS FOR UM

TIME FRAMES FOR SERVICE AUTHORIZATION DETERMINATIONS
The Contractor shall comply with the following requirements and time frames that apply to all Service Authorization determinations:
A. Urgent Care Service Determinations: Defined as clinically necessary treatment for a condition that requires immediate attention in order to prevent deterioration or harm to a Youth but is not life-threatening. Decisions regarding the need for emergent access to services shall be made within one (1) hour of the request 24 hours per day/seven (7) days per week;
B. Routine Care Determinations: Initial Service Authorization determinations as well as continuation of care decisions for routine care shall be made as quickly as possible, but shall not exceed five (5) business days after receiving a service request with all of the relevant information; and
C. Untimely Authorizations: If services are not authorized within the above time periods, DCF shall not be responsible for payment to the CSA until the request is evaluated and a decision by DCF’s CSOC is rendered; 

For services designated by DCF’s CSOC to be authorized without initial Contractor review, the Contractor shall provide a post-utilization review and recommendations. These services may include, but are not limited to, outpatient, office-based services, Detention Alternative Program (DAP), services for victims of Human Trafficking, Intensive Residential Treatment Services (IRTS), and other intensities of services.
UM STAFFING
The Contractor shall ensure that all staff involved in reviewing or evaluating information for care planning, Authorization, or other UM functions meets the following minimum qualifications:
A. New Jersey independently licensed clinicians that possess one (1) of the following credentials: Advance Practice Registered Nurse with a specialty in mental health or Youth services, a LCSW, a LMFT, a LPC, a Licensed Clinical Psychologist, or Licensed Psychiatrist;
B. Have a minimum of two (2) years of experience in Children’s mental health, Intellectual and Developmental Disabilities, Substance Use, DCP&P, Juvenile Justice, or a related public sector human services or behavioral healthcare field, providing community-based services to Youth and their family/caregivers;
C. Have one (1) year background and experience in one (1) or more of the following areas of expertise: family systems; community systems and resources; case management; Child/family counseling/therapy; Child protection; and Child development; and
D. The Contractor shall ensure that Youth and families are offered their preferred mode/medium of communication to ensure understanding. 

SERVICE DENIALS, REDUCTIONS, AND TERMINATIONS
All UM decisions shall be made in the context of overall Care Plan objectives and shall be made by the Contractor’s clinical staff in consultation (verbal and written) with the family/caregivers and/or involved Child–serving system partners. A written notice of all decisions to authorize, terminate, reduce, suspend, modify, or deny services shall be sent to enrollees within three (3) calendar days of the decision:
A. Denials, reductions, or terminations of services shall be made prospectively, in time frames consistent with DCF/CSOC policies and procedures. Copies of policies, procedures, and business rules (inclusive of obtaining additional information from Providers) will be provided to the Contractor by DCF’s CSOC at the inception of the Contract.  Retroactive denial, reduction, or termination is prohibited;
B. A board-certified or board-eligible Child and adolescent psychiatrist shall be the only Contractor staff to make denials, reductions, or termination of IU services, and alternatives to inpatient services. However, other licensed clinical Care Coordinators or other qualified practitioners may make denial, reduction, or termination decisions for other types of services; and
C. The Contractor shall provide written notification (Notice of Action) to the Youth and their family/caregivers, and to the DCF/CSOC designated Care Coordination entity, if the Youth is enrolled with such an entity, when there is a decision to terminate, reduce, suspend, modify, or deny service requests.  The notice shall be a standardized format, issued at the time the Authorization data for the Fiscal Agent is prepared, and the format shall have prior approval of the DCF’s CSOC.  The form shall be sent to the Youth and their family/caregivers or other authorized party, the Provider, and the DCF/CSOC designated Care Coordination entity, if applicable, and shall contain, at a minimum, the following information:
1. The effective date of the determination;
2. The reason for the determination;
3. Alternative treatments available;
4. The name, address, and telephone number of the local FSO;
5. Notice of Appeal rights and instructions on how to initiate an Appeal, including time frames and the right to be represented by legal counsel;
6. Notice of the availability, upon request, of the clinical necessity criteria utilized to make the determination; and
7. The Contractor’s role and responsibilities when there are disputes regarding its determination of care decisions are outlined in Bid Solicitation Section 4.18, Complaints, Reconsideration, and Appeals.

For IU care settings and/or when policy dictates, the Contractor shall telephone the Youth, or other authorized persons, to ensure the Youth or authorized person fully understands the basis for the determination and the information contained in the written notification within 24-48 hours.

IT REQUIREMENTS FOR SERVICE AUTHORIZATIONS
The Contractor shall provide the following automated processes:
A. A standardized method of collecting service data that supports comparison across the Provider networks and the analysis of clinical practice i.e., definitions of services, units of measure regarding time and frequency, and the format for data collection;
B. Utilization records for all Authorizations by service type, units, and duration;
C. Reports of authorized services for which claims have not been received; and
D. System-generated notification to family/caregivers and providers of Authorization decisions.

CARE PLANS
The Contractor shall provide the DCF/CSOC designated care management entities and other system partners with the data and information needed to manage the Care Plan process for Youth and their family/caregiver.  

Care Plans shall consist of initial, continued stay, transitional, and discharge plan types for providers of service including, but not limited to: 
A. CMO;
B. MRSS;
C. OOH;
D. IIC; and
E. IIH;

For most services, each Youth has a new Care Plan submitted when they receive a new treatment service, at a specified time frame during the course of treatment (generally every 90 calendar days), and at the end of the service.  

The Contractor shall develop a shared Care Plan approach that connects multiple services and treating Providers via one (1) comprehensive Care Plan for the Youth.

The Contractor shall initiate planning towards a Care Plan redesign within one (1) year of Contract execution. Components of the redesign shall include the following:
A. The redesign of the Care Plan shall focus on functionality, design, and content;
B. The redesign shall be in alignment with CSOC’s vision and values:
1. Promotes positive Outcomes for Youth and families;
2. Maintains the integrity and fidelity of the Wraparound model;
3. One (1) Youth, one (1) team, one (1) plan approach;
4. Inclusive of all populations;
5. Promotes evidence-based and best practices;
6. Strong emphasis on Youth and family voice, choice, and engagement; and
7. Supports and promotes integrated health and wellness;
C. The redesign shall be developed in collaboration with CSOC and providers who utilize the Care Plan in practice; 
D. The Contractor, in collaboration with DCF/CSOC, shall solicit feedback from Youth and families with lived experience on the proposed design, content, and function of the Care Plan to ensure that it meets their needs; and 
E. The time frame for any proposed MIS functionality changes will be based on the prioritization level and time frames established by the CSOC MIS Application Governance Committee.
                                                                                                                                                                                                                                                                                                                                                                                                                    
[bookmark: _Toc228524227]MEDICAID COMPREHENSIVE WAIVER
The New Jersey Comprehensive Medicaid Waiver has several components that directly impact the CSOC and the Contractor.  The Contractor shall be fully knowledgeable about the Comprehensive Waiver. The Contractor shall directly manage key components, including:
1. Children’s Support Services Programs (CSSP) for Youth with Serious Emotional Disturbances (SEDs); and
1. Children’s Support Services Programs for Youth with Intellectual and Developmental Disabilities.

All of the terms and conditions for these components can be found on the DHS website at Department of Human Services | NJ FamilyCare Comprehensive Demonstration. The Contractor will be responsible for implementing these programs, providing PAs when needed, coordinating with the Medicaid MCOs, processing claims, providing full UM functions, and all other functions outlined within this Bid Solicitation and the terms and conditions of the New Jersey Comprehensive Medicaid Waiver.

It is important to note that the Contractor shall be serving as the non-risk Managed Care Provider for all Youth up to age 21 including NJFC for behavioral health, Substance Use, and services for individuals with I/DD that are included within CSOC’s service array and excluding behavioral health, Substance Use, and I/DD services that are carved in as a Medicaid MCO benefit.

Specific and separate UM, tracking, and reporting for these programs will be required of the Contractor. 

[bookmark: _Toc228524228]COORDINATION, COMMUNICATION, AND DATA SHARING WITH NJFC MCOs
The Contractor shall maintain constant and clear communication and data sharing with the NJFC MCOs as the non-risk Managed Care Provider for certain behavioral health, Substance Use, and I/DD services for Youth up to age 21 covered by NJFC/Medicaid.

[bookmark: _Toc228524229]I/DD ELIGIBILITY AND SERVICES
The Contractor shall fully manage the I/DD eligibility determination process, which includes, at a minimum, accepting applications, reviewing applications, making eligibility determinations, and forwarding any Appeals to the CSOC for Reconsideration in a timely manner.
[bookmark: _Hlk176857860]
The Contractor shall design the I/DD eligibility determination process to be user-friendly for families:
A. The Contractor shall offer technical support to families on the I/DD eligibility process;
B. Technical design elements of the I/DD eligibility application shall be user-friendly for families to complete and submit; 
C. Instructional guides shall be readily available on the Contractor’s website; and
D. The Contractor shall solicit feedback from families, Providers, and stakeholders on the I/DD eligibility determination process in order to assess for necessary improvements. Feedback shall be shared and reviewed with CSOC.

The Contractor shall be knowledgeable of the I/DD eligibility determination process, which can be found on DCF’s website at: Office of Policy and Regulatory Development Department of Children and Families Regulations (nj.gov).

The Contractor’s system shall process bi-directional data transfers with the DDD IT system.

[bookmark: _Toc228524230]4.8.1	I/DD FSS
The Contractor shall fully manage DD FSS, which includes, at a minimum:
A. Accepting Family Support Services (FSS), camp, and one-to-one (1:1) aide applications;
B. Reviewing applications;
C. Providing Authorizations as detailed in CSOC policies/established business rules;
D. Connecting families to appropriate services;
E. Responding to emergent requests within 24 hours;
F. Providing Care Coordination; and 
G. Conducting all necessary UM functions. 

The Contractor shall become knowledgeable of the DD Family Support Program, which can be found on the DCF’s website www.nj.gov/dcf.

The Contractor shall complete specific and separate UM, tracking, and reporting for these services.

[bookmark: _Toc228524231]DCF ADOLESCENT HOUSING HUB
The Adolescent Housing Hub (AHH) is a referral process and real-time bed tracking system for Young Adults up to age 21 who need transitional and supportive housing.

The Contractor shall provide all management associated with accepting requests for:
A. Transitional and supportive housing;
B. Providing resources to emergency housing/Shelters;
C. Providing Care Coordination;
D. Providing Authorizations as detailed in CSOC policies/established business rules;
E. Tracking Young Adults;
F. Connecting Young Adults to available programs; and 
G. Providing reporting and tracking functionality.  

The Contractor shall develop a seamless AHH bed tracking system that:
A. Provides a single point of entry for AHH Providers, DCF, case management entities, the DCP&P, the DCF Office of Housing, and the CSA;
B. Enables Young Adults, Providers, and system partners to access transitional and supportive housing services in a timely manner;
C. Integrates the AHH bed tracking system into the Contractor’s MIS;
D. Will provide specific and separate UM, tracking, and reporting for these services;
E. Will fully integrate the referral, admission, and transition processes; and
F. Will meet all security protection requirements as outlined in this Bid Solicitation.

The Contractor shall make publicly available through the Contractor’s website, Geo-mapping, and vacancies.

The Contractor shall provide an opt-in texting option for Young Adults to receive notifications, contact information for Providers, and further CSA assistance, if needed.

The Contractor shall address MIS and operational enhancement requests through the course of the Contract.

The Contractor shall provide technical assistance to AHH Providers and the DCF Office of Housing, as needed.

The Contractor may be required to interface with the Statewide Homeless Management Information System (HMIS) at no additional cost.
[bookmark: _Toc228524232]SUBSTANCE USE TREATMENT SERVICES
The Contractor shall manage all aspects of the Care Coordination, UM, data extracts for federal funding purposes, and security due to 42 CFR Part 2, for Youth up to age 21 that seek and/or access Substance Use Treatment Services through NJFC, or any other State-funded SUT programs including outpatient, intensive outpatient, partial care, residential, and withdrawal management (detoxification).

The Contractor shall ensure that the MIS design related to SUT Services meets the following requirements:
A. Promotes an integrated approach to care and cross-collaboration between applicable Providers;
B. Comports with all current confidentiality and disclosure mandates, and protections under 42 CFR Part 2; and
C. Provides specific and separate UM, tracking, and reporting for these services.

[bookmark: _Toc210803824][bookmark: _Toc228524233]BEHAVIORAL HEALTH SERVICES

[bookmark: _Toc228524234]4.11.1	PARTIAL HOSPITAL SERVICES
The Contractor shall provide to all Youth up to age 21 covered by CSOC 3560 coverage only, non-risk Managed Care functions for behavioral health partial hospitalization including, but not limited to, PAs, Care Coordination, UM, concurrent reviews, and transition planning.

The Contractor shall provide specific and separate UM, tracking, and reporting for these services.

[bookmark: _Toc228524235]4.11.2	INPATIENT SERVICES
The Contractor shall provide Care Coordination and UM functions for Youth up to age 21 with NJFC or CSOC 3560 coverage who have been admitted to designated behavioral health Intermediate Unit.

To facilitate Care Coordination for Youth who are eligible for CSOC services, the Contractor shall provide role-based MIS access to appropriate staff working within New Jersey’s Children’s Crisis Intervention Services (CCIS) units, Intermediate Units, out-of-state hospitals, and certain private hospitals approved by Medicaid.

The Contractor shall coordinate with New Jersey psychiatric emergency screening services to provide and receive referrals.

[bookmark: _Toc228524236]4.11.3	REHABILITATION AND OTHER STATE PLAN SERVICES
The Contractor shall fully manage behavioral health rehabilitation and other State plan services including IIC, BA, CMO, MRSS, OOH treatment, and any other behavioral health services under the NJFC Rehabilitation Option or as outlined in the New Jersey’s Medicaid State Plan (located at: https://www.nj.gov/humanservices/dmahs/info/state_plan.html) and N.J.A.C. regulatory requirements pursuant to N.J.A.C . Tit. 3A, ch. 40, Determination of Eligibility for Functional Services from the Division of Children's System of Care, and shall fully manage Home and Community Based Services as outlined in New Jersey’s 1115 Medicaid Comprehensive Waiver.

The Contractor shall provide specific and separate UM, tracking, and reporting for these services.

[bookmark: _Toc228524237]4.11.4	COMPREHENSIVE CARE PLAN REVIEW AND OTHER SERVICES
The Contractor shall conduct a comprehensive review of all services within care management entities’ comprehensive plans of care (including services not prior authorized by the Contractor), and provide non-risk managed care functions for all services within the comprehensive plans of care including, but not limited to, administrative Authorizations, Care Coordination, UM, concurrent reviews, and transition planning to all Youth up to age 21 covered by NJFC or CSOC 3560 only.
The Contractor shall provide specific and separate UM, tracking, and reporting for these services.

[bookmark: _Toc228524238]BEHAVIORAL HEALTH HOME (BHH)
DCF’S CSOC implemented a BHH model to address behavioral health challenges and chronic conditions. The provisions for these services are included in the Affordable Care Act (ACA) and are federally supported. The Contractor shall provide specific and separate UM, tracking, and reporting for these services.

[bookmark: _Toc228524239]I/DD SERVICES
The Contractor shall manage both Rehabilitation and Habilitation services such as IIH services, including ISS. The full Care Coordination and UM functions for these services are required.

The Contractor shall manage the FSSs, including Assistive Technology, Respite Services, camp, etc. The full Care Coordination and UM functions will be required.

The Contractor shall provide specific and separate UM, tracking, and reporting for these services.

[bookmark: _Toc228524240][bookmark: _Hlk215482274]YOUTH DETENTION CENTERS, PROBATION, COURTS, AND THE YJC
The Contractor shall implement specialized UM and Care Coordination processes for juvenile justice programs. This includes, but is not limited to, accepting and processing requests for Bio Psychosocial Assessments (BPS) to be completed in detention centers, and accepting  referrals from the YJC, including from the Special Case Review Committees (SCRCs).

Upon request, the Contractor may exchange relevant information with the Juvenile Justice System MIS during the Contract period and assist the DCF’s CSOC in connecting Youth that require DCF’s CSOC services as quickly as possible, particularly when there is Juvenile Justice System involvement.

[bookmark: _Toc228524241]CARE COORDINATION REQUIREMENTS
The Contractor shall provide a plan that describes how the Contractor will develop and maintain a Care Coordination system that ensures covered services are available and accessible to Youth when and where the individual needs the services.

The Contractor shall use information from the Care Coordination system to improve the quality of care across the DCF’s CSOC service delivery system.

The Contractor shall provide information and access to services for Youth who are not involved with a DCF/CSOC designated care management entity.

The Contractor shall include the following specific elements in its Care Coordination system:
A. Youth shall be referred to service Providers based upon the assessed level of need. The Contractor shall offer the Youth and their family/caregivers a choice of at least three (3) Providers, which shall include sufficient information for the Youth/family to make an informed decision regarding their Provider of choice;
B. An online Provider database, updated quarterly at minimum, that contains Provider demographic information as well as Treatment specialties;
C. Identification of Youth who require more intensive monitoring and Support or that have high-level needs that have not been adequately addressed;
D.  Provide or arrange for intensive monitoring for individuals identified as at risk for higher levels of need or frequent crises at levels required by this Contract and defined by CSOC, e.g. families with repeat calls or interventions who continue to demonstrate unmet need. The UM plan will be leveraged in these efforts which will include coordination with system partners such as MRSS and CMO as needed/defined;
E. Improvement in the coordination of services throughout the CSOC delivery system, especially for complex cases, by:
1. Identifying the need for enhanced planning efforts toward Youth transition from services, when noted during the UM process; 
2. Identify challenges that are impacting delivery of services; 
3. Providing care management entities with technical assistance regarding best practices or other quality of care issues noted during the UM process; and
4. Coordinating with County and State agencies and health care Providers to facilitate access to CSOC services for eligible Youth;
F. Engage in such coordination for priority populations as established by DCF’s CSOC including, but not limited to, Youth who are awaiting OOH Treatment services in Youth detention centers, shelters, and secure inpatient units, as well as those involved with DCP&P, and other priority populations as identified by CSOC;
G. The Contractor shall develop the capacity to verify the Child and Adolescent Needs and Strengths (CANS) certification status of the identified Intensive/In-Community assessor prior to issuing a Bio Psychosocial Assessment for a Youth:
1. This capacity shall be operational within six (6) months of Contract effective date; and
2. CSOC will collaborate with the Contractor in identifying the most accurate and timely method for receiving the CSA certification lists;
H. Prior to authorizing the continuation of any covered service, review of the Youth’s Care Plan to: 
1. Confirm timely development; 
2. Assess the adequacy and quality of care; and 
3. Confirm that the Youth, family/caregivers, all Providers, and stakeholders are engaged and included in all aspects of planning;
I. Consult with care management entities and other service Providers to address issues of consistency with established clinical guidelines, or to request changes in the Care Plan to address a Youth’s unmet service or Treatment needs that limit progress toward Treatment and quality of life goals; 
J. Integrate the CANS to ensure that Treatment goals are consistent with identified areas of needs and strengths in the tools and that service delivery results in improvement in functioning as demonstrated by improvement on the CANS; and
K. Conduct Enhanced Care Coordination to families and Providers as needed to ensure access to and manage the care of Youth under defined circumstances, including but not limited to, Youth referred for psychiatric emergency services or Bio Psychosocial Assessments:
L. Enhanced Care Coordination includes outreach to Providers, calling families back, and managing incoming calls; and
M. The Contractor’s MIS system must support all Enhanced Care Coordination efforts.

[bookmark: _Toc228524242][bookmark: _Hlk215482245]4.15.1	THE COURTS, PROBATION, AND/OR THE YJC
The Contractor shall develop specialized processes for Care Coordination and UM for Youth involved with the courts, probation, and the YJC:
1. These processes shall foster inter-system communication and the timely exchange of relevant information, including comprehensive assessments, to ensure access to specialized services, and the efficacy of joint planning for Youth and their family/caretakers involved with the Court as set forth in a Memorandum of Understanding (MOU); and
1. Specialized UM and Care Coordination processes for court-involved Youth shall take into account time frames established by federal and State statutes and by the Courts, as well as best practices, with respect to service access, Service Utilization, and Care Coordination.

[bookmark: _Toc228524243]4.15.2	SUBSTANCE USE SERVICES
The Contractor shall review Substance Use-specific Assessments and level of care tools including American Society of Addiction Medicine (ASAM) criteria.

Youth accessing Substance Use Treatment Services may or may not be actively involved with DCF/CSOC care management services.  Youth who are not involved with a DCF/CSOC care management entity may be exclusively relying on the Care Coordination provided by the Contractor along with any care management provided by the SUT Provider. Enhanced Care Coordination by the Contractor is required in these circumstances to ensure that the Youth is connected to the appropriate Supports and services.

The Contractor shall utilize a clinically based scoring system to determine the appropriate level of care for effective Treatment as directed by CSOC. Currently, CSOC utilizes the Level of Care Index (LOCI) Assessment tool which is available through The Change Companies®. The Contractor shall facilitate a contractual agreement with The Change Companies® (sole source vendor) for use of the licensed Level of Care Index Assessment tool within 30 days of Contract award, and training as needed. The link for The Change Companies is as follows: https://changecompanies.net.

The Contractor shall fully comply with all confidentiality and disclosure mandates and protections as outlined in 42 CFR Part 2.

[bookmark: _Toc228524244]4.15.3	HEALTH INSURANCE COVERAGE
The Contractor shall determine if Youth have private insurance coverage that may be utilized to support the Youth’s Care Plan.

The Contractor shall document the Youth’s insurance coverage information including carrier, plan type, and member identification in the Youth’s record.

The Contractor, within guidelines established by DCF’s CSOC, shall authorize services in the  Care Plan if the services are not covered by the Youth’s private insurance.

[bookmark: _Toc228524245]SERVICES FOR YOUTH INVOLVED WITH DCP&P
As a component of the required Bid Solicitation Section 4.25.2, Mobilization Plan Requirements, the Contractor shall submit a plan to CSOC that describes how it will establish a dedicated operational unit for Youth who are involved with DCP&P.

This unit shall consist of functions related to: 
A. Call Center;
B. Customer Service;
C. UM; and 
D. Care Coordination.

This unit shall interact directly with the local CMO Clinical Consultant as requested to establish and authorize plans of care for Youth and ensure timely, flexible, and appropriate access to services.

Unit staff shall be trained to understand the unique behavioral and emotional challenges of Youth that have experienced abuse and neglect, and to understand the New Jersey DCP&P system. This training shall be proposed by the Contractor and is subject to the review and approval of DCF’s CSOC and DCP&P.

[bookmark: _Toc228524246]4.16.1	DCP&P ADMINISTRATION REQUIREMENTS
[bookmark: _Hlk174440361]The Contractor shall designate a managerial or supervisory employee to also serve as a DCP&P liaison. Once the employee is designated, the Contractor shall notify both the CSOC and DCP&P Assistant Commissioners. The DCP&P liaison shall fulfil the following duties:
A. Will be the primary point of contact between DCP&P administration and the Contractor for all operational issues; and
B. Will attend and participate in cyclical meetings between CSOC and DCP&P staff as needed.

[bookmark: _Toc228524247]4.16.2	CALL CENTER
The Contractor shall develop a process within the Call Center that identifies Youth involved with DCP&P and refer the calls to appropriate staff. The Contractor shall obtain approval by CSOC prior to implementing this process. 

The Contractor shall make every effort to ensure that this process is automated, if possible. In the absence of an automated process, the Contractor shall rely on the report of family/caregivers and professional callers.

[bookmark: _Toc228524248]4.16.3	CUSTOMER SERVICE
The Contractor shall develop, implement, and maintain a distinct Customer Service function that is responsive to Youth, family/caregivers, and professionals involved with DCP&P and the unique service needs of these Youth and their family/caregivers.

The Contractor’s Customer Service representatives shall ensure that information, referral, triage, and Authorization of services are responsive to emergent needs of Youth.

The Contractor’s Customer Service function shall be sufficiently flexible to accommodate the complex needs of this population with exigent circumstances.

At a minimum, the Contractor shall provide the following as part of DCP&P Customer Service:
A. Dedicated staff resources that are trained and knowledgeable of DCP&P policy, protocols, and procedures and the DCP&P population;
B. A referral process that coordinates with existing DCP&P caseworkers and other individuals and agencies involved with the Youth;
C. Maximize the utilization of resources available to the targeted population; and
D. Bilingual/multi-cultural staff during regular business hours and the availability of an interpreter service 24 hours per day/seven (7) days per week.

[bookmark: _Toc228524249]4.16.4	UM
The Contractor shall, in consultation with DCF’s CSOC, establish a specialized UM unit to manage access to care and Utilization of services for Youth in custody, guardianship, or supervision of the DCP&P system.

This specialized UM unit shall be specially trained in DCP&P policy and the State’s Child welfare system in order to facilitate successful interactions with families involved with DCP&P and its professionals.

This specialized UM unit shall be responsible for determining clinical need for services in a timely manner, authorizing services appropriate to the Youth’s need, and reviewing Utilization for Youth to ensure that they are receiving services that are adequate given their level of need.

The specialized UM unit shall interact directly with  Clinical Consultants and other DCP&P staff to assist in establishing plans of care for Youth with behavioral health challenges, Intellectual and Developmental Disabilities, and Substance Use needs, and provide expedited review where needed to establish services.

UM practices shall consider Federal (e.g., Child and Family Services Review), State and court time frames, as well as best practices for services access, Utilization, and Care Coordination.

[bookmark: _Toc228524250]4.16.5	CARE COORDINATION
The specialized UM unit for the DCP&P population shall provide all UM and Care Coordination services for Youth actively involved in the DCP&P system.

The Contractor shall establish a workflow that ensures Youth involved with the DCP&P system receive access to needed services, and that these services are coordinated across systems.

The Contractor shall assist DCF’s CSOC designated DCP&P professionals including Registered Nurses (RN), Advanced Practice Registered Nurses (APRN), licensed clinicians, and DCP&P case workers to access appropriate services for the Youth they are caring for, and assist them to identify strengths and needs for the Youth and appropriate services to be included in the Youth’s Care Plan.

Additionally, the Contractor shall provide a Care Plan approval process that is user-friendly for DCP&P professionals and that considers the difficulties specifically applicable to serving Youth in the DCP&P system.

The Contractor shall engage in regular reviews of the DCP&P population for both Over and Under Utilization:

1. The Contractor shall propose a process whereby DCF’s CSOC is alerted to such Over and Under Utilization at regular intervals (quarterly at minimum) to ensure that services are properly and effectively delivered based upon the strengths and needs of each individual Youth; and
1. This Over and Under Utilization information shall be included in the Outlier Management process.

[bookmark: _Toc228524251]MEASUREMENT, MONITORING, AND PERFORMANCE IMPROVEMENT
The Contractor shall explore and implement continual improvements and innovations for the purpose of improving efficiency, accuracy, timeliness, accountability, effective communication, and customer satisfaction that support DCF’s CSOC’s goal of implementing a data driven system throughout the term of this Contract, at no additional cost to the State.

The Contractor shall provide a Quality and Outcomes Management System Measurement Plan to DCF/CSOC for review and approval. This plan shall meet the following requirements:
A. Initial plan implementation shall occur within twelve (12) months of the Contract start date;
B. Annual plan submission date shall not exceed January 30th and shall be based on performance from the previous Contract year;
C. The plan shall be specific and include quantitative and qualitative measures of performance (e.g., Call Center performance in answering calls in a timely manner, timeliness of service decisions, and population disparities), along with quarterly and annual targets for performance; 
D. The  plan must contain standard, reliable, and valid measures in accordance with industry standards; and
E. The Contractor shall submit a report to DCF/CSOC on the plan’s Deliverables annually by December 31st. 

The Contractor shall participate in developing, implementing, and reporting on performance measures and topics for Performance Improvement Projects (PIPs) required by other State or federal agencies, including performance improvement protocols or other measures as directed by DCF’s CSOC.

The Contractor’s Quality Management Program shall apply the Plan, Do, Study, Act (PDSA) cycle approach and shall include processes for the ongoing monitoring, measurement, and reporting of performance improvement activities, including the effect of performance improvement activities on covered service delivery and Youth Outcomes.

The Contractor shall convene and facilitate the Quality Steering Committee, present findings of quality reviews, and shall take action as directed by CSOC/DCF to improve the quality of care within the system of care.

The Contractor shall provide business intelligence tools and reports for KPIs and Outcome measures in accordance with DCF’s measurement strategy for CSOC.

The Contractor will consult with CSOC/DCF, Youth and families with lived experience, and Providers to design and build KPIs and Outcome measures:
A. All reports will use the individual Youth as the unit of analysis and provide users with access to the underlying data;
B. All measures will be aggregated at the State, Provider, and county level;  
C. All measures and reports will be stratified by key demographics; and
D. All relevant system users will have access to KPI and Outcome reports in accordance with role-based security standards. 

Measures should include process, quality of service delivery, Outcomes, and participant satisfaction. Examples include the following:
A. Call Center performance in answering calls;
B. Youth and family/caregiver satisfaction of the Child welfare system’s Clinical Consultants and other DCP&P staff;
C. Reliability and timeliness of service decision-making processes;
D. Service Utilization including trends, outliers, and length of stay in each service;
E. Costs of services provided (by type of service, average cost per Youth, and in the aggregate);
F. System and service-specific Outcomes, including clinical and functional Outcomes and Utilization of OOH services; 
G. Met and unmet Treatment needs based on Care Plan submissions;
H. Quality of assessments (e.g., BPS, CANS, etc.); and
I. Evaluation of supporting documents for system decision-making (e.g., BPS, OOH Referral Request, and Clinical Summary Template).

The Contractor shall provide quarterly customer (e.g., Youth and other stakeholders, such as Providers) service satisfaction reports to DCF’s CSOC based on valid statistical sampling of callers who have contacted the Contractor and provide to DCF’s CSOC a method of direct-caller contact which can be used to validate Contractor samplings of callers.

The Contractor shall report to DCF/CSOC the National Outcome Measures (NOMs) and other data required for Substance Abuse and Mental Health Services Administration (SAMHSA) Block Grant (Community Mental Health Services Block Grant | SAMHSA) and any federal discretionary grants in which DCF’s CSOC may participate.

The Contractor shall develop additional MIS fields as needed to support robust Outcomes Management. Time frames for such MIS development will be based on review and approval by the CSOC MIS Application Governance Committee.

[bookmark: _Toc228524252]COMPLAINTS, RECONSIDERATIONS, AND APPEALS
The goal of the complaints and Reconsiderations processes is to encourage and permit the early resolution of disputes.

The Contractor shall provide a Complaints, Reconsideration, and Appeals Plan that shall describe how the Contractor will:
A. Implement a process to address general concerns about the quality of service or other aspects of the system;
B. Implement a process to address disputes regarding the termination, reduction, suspension, modification, or denial of services that require Authorization by the Contractor; and
C. Provide families/caregivers with information about the formal Appeal process.

The Contractor shall be responsible for working with the respondent agency in preparing for the Appeal (DMAHS in DHS for Medicaid Fair Hearings or other administrative hearings, and CSOC in DCF for all other Appeals), e.g., providing necessary information to the agency, assisting in responding to discovery requests from the appellant, and providing witnesses.

The plan shall comply with all applicable State and federal regulatory requirements, including the Home and Community-Based Final Access Rule Grievance Systems requirements at www.ecfr.gov/current/title-42/chapter-IV/subchapter-C/part-441#p-441.311(b)(3)

The plan shall promote Youth and family voice throughout the process. The Youth and Family Guide shall include language that advised families of their rights to voice any concerns regarding quality of care, and provides concrete steps regarding the complaints, Reconsideration, and Appeals processes (please refer to Bid Solicitation Section 4.4.4, Member Information, for additional information relating to the Youth and Family Guide requirements); and

If an FSO Family Support Partner (FSP) is involved with the family/caregiver, the FSP shall be included at all levels of the process to help facilitate family/caregiver understanding of the process and to support participation and family voice.
[bookmark: _Toc228524253]4.18.1	COMPLAINTS
The Contractor shall provide a complaint resolution process for Youth and their family/caregivers receiving services through DCF’s CSOC.

The process shall track through the Customer Service Desk all complaints received via phone, correspondence, e-mail, etc., by the Contractor for services delivered under this Contract, even if the Contractor may not be responsible for the ultimate resolution.

The Contractor shall document the complaint as well as any service-quality issues indicated.

The process shall seek a resolution of the complaint within five (5) business days and a complete investigation and report within 30 business days (see Bid Solicitation Section 4.4.2.2, Customer Service Desk, for details).

The process shall also provide the ability to transfer calls to a supervisor or senior staff person for the purpose of resolving a call, which needs more adept handling (e.g., expertise, difficult caller, or complaints regarding specific program personnel).

If the complaint involves a concern about the quality of services in the system, the first step in the complaint process is for the family to address the issue at the local level (i.e., with the person or agency that the family has a concern about). If the concern is not resolved at the local level, then the family may submit a complaint by calling the CSA or by submitting the complaint in writing to the Contractor for further resolution efforts.

If the complaint implicates an appealable issue involving the termination, suspension, reduction, or denial of services, then the Contractor shall advise the family of the availability of Reconsideration and the applicable formal appeal process as set forth by law and DCF’s CSOC policy (e.g., a Medicaid Fair Hearing, a contested case hearing at Office of Administrative Law (OAL) other than a Medicaid Fair Hearing, or the DCF’s CSOC dispositional review process).

[bookmark: _Toc228524254]4.18.2	RECONSIDERATION
Reconsideration is a process designed to resolve issues without the need for a formal hearing. The Reconsideration process shall occur: 
A. In response to a complaint that concerns an issue involving the denial, termination, suspension, or reduction of services requiring Authorization by the Contractor; or
B. In response to a formal request for Appeal when Reconsideration of the disputed issues has not already been completed.

If Reconsideration is initiated in response to a complaint, the first step in the Reconsideration process shall be the local review process. The Child Family Team (CFT), including the CMO Care Manager, comprise the local review team who are responsible for issuing a determination:  
A. If the issue cannot be resolved through the local review process, the Contractor shall send a letter within one (1) business day to the family/caregiver and Provider identifying the applicable service authorized; the reason for the decision; and shall advise the family/caregiver of the opportunity to request a formal Appeal (depending on the type of Appeal, a Medicaid Fair Hearing, an OAL hearing other than a Medicaid Fair Hearing, or a DCF dispositional review) or continue with the DCF’s CSOC Reconsideration process; and
B. All discussions, consultations, reviews, and actions taken during the local review process shall be documented in the database tracking system and may be utilized in later stages of review in the DCF/CSOC Reconsideration process and/or formal Appeal process.

Reconsiderations initiated in response to formal Appeals shall begin with the DCF/CSOC level Reconsideration process, which is further described in Bid Solicitation Section 4.18.3, DCF’s CSOC Reconsiderations, and Bid Solicitation Section 4.18.4, DCF’s CSOC Reconsiderations: Contractor’s Responsibilities.

Formal requests for Appeals shall be submitted to the CSOC. If the request is for a Medicaid Fair Hearing or other administrative hearing, then DCF’s CSOC will forward the request to DHS/DMAHS for transmittal to the OAL. In such cases, the Contractor shall automatically initiate the Reconsideration process unless it had been done prior to the Appeal being filed. Although automatically initiated in response to requests for a Medicaid Fair Hearing, the appellant may waive the Reconsideration process.

In appeals other than Medicaid Fair Hearing requests, Reconsideration must be requested by the appellant.  In those cases, the CSOC will advise the appellant of the availability of Reconsideration and the process for requesting Reconsideration from the Contractor.

The Contractor shall send a letter acknowledging receipt of a request for Reconsideration to the complainant and Provider within one (1) business day.

The Contractor shall also take all steps necessary to ensure that the complainant fully understands the processes and time frames involved throughout the Reconsideration process, as well as their rights and responsibilities in these steps. If a FSP is currently involved with the family/caregiver, the FSP is included at all levels of the process to help facilitate family/caregiver participation and understanding of the process. If a Youth is receiving the disputed service(s), the Contractor shall ensure that the service(s) is/are continued at the disputed level of need as required by law and/or DCF’s CSOC policy.

[bookmark: _Toc228524255][bookmark: _Hlk215652211]4.18.3	DCF’S CSOC RECONSIDERATIONS
When the DCF’s CSOC Reconsideration is initiated, the Contractor shall provide a minimum of two (2) levels of review: the first by the Contractor’s Clinical Director; and the second by the Contractor’s Medical Director;
A. The reviewers shall consider all relevant information, and, as necessary, conduct a telephonic review with the Provider/care management entity and family/caregiver at a mutually convenient time; and
B. All Reconsiderations shall be documented and tracked.

The Contractor shall attempt to resolve the disputed issue within five (5) business days of the start of the CSOC-level Reconsideration. A Reconsideration decision must be made within thirty (30) calendar days of the beginning of the Reconsideration process unless all parties agree to continue the process, except that expedited Reconsiderations must be reviewed, and a determination made within 24 hours.

At the completion of the review by the Contractor’s Clinical Director, the Contractor’s Care Coordinator is informed of the decision, and shall authorize services if the decision has been reversed.

Within three (3) business days of the determination, the Contractor shall provide written confirmation of the decision to the requestor and the Provider/care management entity. The written decision shall describe the rationale for the review and the decision. At a minimum, the written decision shall include:
A. Date of filing of Reconsideration request;
B. Name and identifier of complainant;
C. Description of the substance of the issue;
D. Description of the action taken by DCF’s CSOC to resolve the issue; and 
E. The outcome of the Reconsideration process. 

When the Reconsideration was not initiated in response to a formal Appeal, information on pursuing a formal Appeal if the requester is not in agreement with the Outcome.

[bookmark: _Hlk215652378]When the Reconsideration process is initiated in response to a formal Appeal, the Contractor shall also send the written decision to the family, CMO (if applicable), designated CSOC staff and, in the case of Medicaid Fair Hearings, to the Department of Human Services (DHS) Office of Legal and Regulatory Affairs (OLRA).  

The Contractor shall provide CSOC with a copy of any Reconsideration cases involving alleged discrimination, and any other cases requested by CSOC.

The Contractor shall log the receipt and outcome of every CSOC Reconsideration and formal Appeal into the database tracking system inclusive of, but not limited to, the following information:
A. Date and time that the Contractor received a request for Reconsideration or was notified by CSOC that a Medicaid Fair Hearing was requested, as applicable;
B. Name and identifier of complainant, including DCF’s CSOC MIS number;
C. Substance of request, actions taken, and department or staff to whom the request was routed;
D. Date of decision; 
E. Date written decision sent to requestor and CSOC, if applicable; and
F. Date of Medicaid Fair Hearing or other formal Appeal.

[bookmark: _Toc228524256]4.18.4	DCF’S CSOC RECONSIDERATIONS: CONTRACTOR’S RESPONSIBILITIES
When a Reconsideration is triggered in response to a request for a Medicaid Fair Hearing or other administrative hearing, the Contractor has the following responsibilities related to the Reconsideration process in addition to those set forth within this section. 

During the Reconsideration process, the Contractor shall work with the OLRA and shall forward information to the OLRA surrounding the issue including, but not limited to, the following:
A. Date of filing of request (if completed with the assistance of the Contractor);
B. Name and identifier of complainant;
C. Description of the substance of the issue;
D. Description of the action taken by DCF’s CSOC to resolve the issue;
E. The resolution offered by the Contractor in an informal attempt at resolution; and
F. Any other information requested by the OLRA.

If the determination is acceptable to all parties and the family/caregivers and/or Provider opts to withdraw the request for a Medicaid Fair Hearing or other administrative hearing, a written statement of this request must be provided to the OLRA by the requestor of the Medicaid Fair Hearing or other administrative hearing as soon as possible. In such cases, the written decision shall include a notification that the Medicaid Fair Hearing or other administrative hearing process shall continue unless the requestor notifies the OLRA of the resolution of the matter and withdraws the request for a Medicaid Fair Hearing or other administrative hearing, in writing. In addition, the Authorization should be sent to the Fiscal Agent within five (5) business days of the determination.

In situations when the DCF’s CSOC Reconsideration determination is not agreeable to all parties and there is no resolution, the Medicaid Fair Hearing or other administrative hearing moves forward.

Whether the Reconsideration determination is acceptable to all parties or if the matter proceeds to a Medicaid Fair Hearing or other administrative hearing, the Contractor should do the following:
A. Conduct and complete a full review of the incident to identify relevant improvement opportunities in addition to the areas of responsibility related to the incident, and develop an appropriate Corrective Action Plan (CAP); and
B. Make recommendations to DCF’s CSOC based on the findings of its review.

[bookmark: _Toc228524257]4.18.5	APPEALS
The Contractor shall perform Appeals processing as follows:
A. All formal requests for an Appeal shall be submitted to DCF’s CSOC for initial processing;
B. Develop a system for responding to DCF’s CSOC requests for information regarding whether the Reconsideration process was attempted before the Appeal was filed;
C. Develop a system for obtaining and tracking information on the status of Appeals from DCF/CSOC or DHS as appropriate;
D. Provide all relevant documentation and records to the responding agency (DMAHS in Medicaid Fair Hearings, or other administrative hearing, and CSOC in all other Appeals);
E. Assist the agency in responding to discovery requests; and
F. Identify potential witnesses.

[bookmark: _Toc228524258]SUPPORT FOR NETWORK DEVELOPMENT
The Contractor shall provide a Network Development Plan that describes how the Contractor will provide administrative and technical support to DCF’s CSOC for organizing a comprehensive network of service Providers and community resources, designed and/or contracted to deliver care that is strength-based, family-focused, community-based, and is provided within a method/medium so that understanding by Youth and families is ensured.

The Contractor shall provide the following support for Provider network development:
A. Maintain a comprehensive and accurate database of all current service Providers as set forth in Bid Solicitation Section 4.20, Select Provider Database (the Provider network is developed and procured by the State);
B. Pay special attention to linguistic and other communication needs of a Youth and their family/caregivers and notify DCF’s CSOC with a quarterly analysis of when such Providers are not available for certain services (such as BPS), to meet the needs of Youth and their family/caregivers in a geographic area; 
C. Train and support all network Providers on all MIS functions relevant to the Contractor referral process, paper and electronic service submission(s), and approval processes; and
D. Include follow-up opportunities for Providers to assure their ability to utilize the MIS.

[bookmark: _Toc228524259]SELECT PROVIDER DATABASE
The Contractor shall develop and maintain a statewide service Provider database:
A. The database shall include demographic information of Providers, Provider specializations, including certifications, specialty populations, and communication options for Youth and families that shall assist the users of the database with identifying a choice of appropriate Providers for the identified service;
B. The database shall be updated no less often than quarterly;
C. The database shall also contain information regarding name, address, location, telephone numbers, and hours of operation;
D. Providers should be given the ability to update their profiles electronically; and
E. At the time of initial implementation, the State will transfer a data file to the Contractor with the current available data.

[bookmark: _Toc228524260]SECURITY AND CONFIDENTIALITY
[bookmark: _Toc414871146][bookmark: _Toc455497915][bookmark: _Toc482004344][bookmark: _Toc188880373]The Contractor shall provide a detailed system design document showing its plans for security and disaster recovery: 
A. Logical and physical diagrams are required; and
B. The Contractor shall be responsible for ensuring the security plan meets or exceeds the requirements appearing in the NJ SISM.
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The Contractor shall provide and maintain a disaster recovery process to restore all software and hardware assets (e.g., source code, files, servers) to prevent service disruption in case of information system failure.   

The disaster recovery process shall be documented within a Disaster Recovery Plan, as further detailed in Bid Solicitation Section 4.23.1, MIS Hosting, Backup, and Disaster Recovery Plan:
A. The plan shall include the following components:
1. A comprehensive and structured overview that aligns with established standards such as National Institute of Standards and Technology (NIST), Committee on National Security Systems Instruction (CNSSI) guidelines and New Jersey’s SISM (refer to Bid Solicitation Section 4.21, Security and Confidentiality);
2. A clear risk assessment and business impact analysis to identify critical assets and the potential impact of disruptions; 
3. Key components should include defined Recovery Time Objectives (RTO) and Recovery Point Objectives (RPO) to measure recovery performance and ensure alignment with business continuity goals;
4. Detail the recovery strategies and procedures for different types of disruptions, supported by regular testing and exercises to validate effectiveness;
5. Metrics, such as Mean Time Between Failures (MTBF), Mean Time to Recovery (MTTR), or other applicable Metrics .should be incorporated to evaluate system reliability and recovery efficiency;
6. Assurance that the MIS application in such a disaster would be made available within 24 hours in the event the primary location is rendered unusable; and
7. To maintain consistent terminology and approaches, adherence to Committee on National Security Systems National Information Glossary (CNSSI-4009) definitions and industry best practices is required;
B. The initial plan shall be submitted to CSOC for approval within ten (10) business days and tested within four (4) business weeks of the project launch meeting;  
C. The plan must be submitted annually thereafter for CSOC approval and tested within 30 calendar days of the plan approval; and
D. Within five (5) business days of testing, the Contractor shall deliver the testing results to CSOC, which shall include the method of correction and time frame for any failed testing area.

[bookmark: _Toc228524262]4.21.2	STATE TECHNOLOGY REQUIREMENTS AND STANDARDS
The Contractor shall conform to the security and infrastructure review processes that are required by OIT and its partner departments and agencies.

The Contractor shall submit documentation, as requested by the SCM, and participate in the System Architecture Review (SAR) process. Additional information on this process is located at: https://www.nj.gov/it/whatwedo/sar/.

[bookmark: _Toc228524263]4.21.3	SYSTEM DESIGN
[bookmark: _Int_uJUn6LaM]The Contractor shall replicate all State data on its system(s) to a State system, to be designated by CSOC, in a format and frequency as defined in the Contract, or if not defined, in an open standards machine-readable format designated by the NJ OIT no less frequently than once a month.

CSOC and the Contractor shall establish a collaborative governance structure as part of the design and development of service delivery and service agreements.

The Contractor shall identify and provide a listing of all of its strategic business partners, who will be involved in any application development and/or operations to the SCM at the project launch.

[bookmark: _Toc228524264]4.21.4	ENTERPRISE DATA WAREHOUSE
The State has a mature enterprise data warehousing environment that is based upon a Hub-and-Spokes Model, with a fairly normalized data warehouse hub supplying data to multiple physical and virtual data marts using conformed dimensions. The data warehouse hub is the State’s interface mechanism for system-to-system batch data transfers:
A. Where batch data from other State systems is required by the Contractor’s system for operational functionality, that data shall be routed through the enterprise data warehousing staging area. Independent feeds of operational data from individual source systems are not permitted;
B. Where there is a need to combine data from the Contractor’s system with data from other systems purely for analytical purposes, the Contractor shall supply data to the EDW where that integration will occur; and
C. Independent data warehouse silos based upon a transactional system are not permitted. The Contractor shall supply data from its system to the EDW on a nightly basis to support other State analytical needs.

In addition to the State OIT data warehouse, the Contractor shall also replicate all State data on the DCF EDW in the same fashion as indicated above.

[bookmark: _Toc228524265]4.21.5	HOSTING AND BACKUP SERVICES
For outsourced hosting services, the Contractor must demonstrate the ability to secure the application infrastructure in accordance with the NJ SISM requirements (refer to Bid Solicitation Section 4.21, Security and Confidentiality). This includes ensuring the service provider adheres to industry-standard certifications (e.g., SOC 2, ISO 27001, FedRAMP) to guarantee physical and environmental security controls. The Contractor must also ensure data segregation so that backed-up data is not co-mingled with another customer’s data.

If the Contractor is not supplying dedicated hardware resources to host State of New Jersey applications and data for this Contract, the Contractor must demonstrate its strategy to maintain application and/or stack isolation using commercially available security devices to maintain security zones, routing isolation, and access control to infrastructure devices and access/security logging, with authentication, authorization, and accounting services, within its infrastructure.

[bookmark: _Toc228524266][bookmark: _Hlk213923133]4.21.6	EXTRANET PLAN
The communication links between the State of New Jersey and the Contractor can be through a Multiprotocol Label Switching (MPLS) cloud (preferred) or Internet Protocol Security (IPsec) tunnel over the Internet based upon the connectivity requirements and cost constraints as approved by CSOC. Once the communication links are established, CSOC confirms to the Contractor that testing is completed. 

The Contractor shall provide and maintain two (2) extranet communication links into the State of New Jersey. One (1) of these links will be active and one (1) will be a Secondary Connection. These links shall terminate as follows:
Link 1: Ethernet speed or greater communication circuit shall be established from the Contractor's data or communication center to the State of New Jersey’s primary data center, to operate as the primary data path. This data circuit shall provide the primary path and should terminate on the State of New Jersey side into the Contractor-owned and maintained equipment, which in turn would provide an Ethernet connection to the State’s extranet partner access point; and
Link 2: Ethernet speed or greater communication circuit shall be established from the Contractor's data or telecommunication center to the State of New Jersey’s secondary data center to operate as the secondary data path. This data circuit will provide a secondary backup path and should terminate on the State of New Jersey side into the Contractor-owned and maintained equipment, which in turn would provide an Ethernet connection to the State’s extranet partner access point.



Once the communication links are established and testing is completed, the OIT Hub will be the primary link to the Contractor.

The Contractor must work with DCF IT and OIT to establish an extranet partner relationship. This would require the completion of an extranet partner agreement and supporting documentation.  Please refer to the State of New Jersey’s extranet policy 09-11-NJOIT:
 https://www.nj.gov/it/docs/ps/09-11-NJOIT_Business_Entity_IT_Services_andor_Extranet_Policy.pdf.

The Contractor shall also work with OIT’s network group in order to:
A. Establish the appropriate routing protocols based on the system requirements and OIT’s security group; and  
B. Establish appropriate firewall rule sets for business data flow.

The Contractor shall follow the State of New Jersey’s System Architecture Review Policy and Procedures, located at: https://www.nj.gov/it/whatwedo/sar/. 

[bookmark: _Toc228524267][bookmark: _Hlk213924026]4.21.7	TRANSMISSION OF FILES
The State of New Jersey supports multiple methods for data transfers internally within the Garden State Network or externally to an extranet or business partner.

The transmission of all files between the Contractor and the State system must be transferred securely using the State file transfer methodology.

The Contractor shall coordinate with CSOC and DCF IT in the implementation of the file transfer process.

The State of New Jersey provides both asynchronous and synchronous file transfer methodologies:
A. Synchronous:
1. Connect: Direct Secure ++ is a supported option for file exchange with the State of New Jersey’s IBM mainframe;
2. FTPS over SSL (Explicit – port 21) is a supported option for file exchange for connections originating from the State of New Jersey’s IBM Mainframe. RFC2228; and
3. SFTP (FTP over SSHv2 or greater) is a supported option for file exchange with the State of New Jersey’s distributed servers (non-IBM Mainframe.);
B. Asynchronous:
1. The State of New Jersey’s MOVEit is a supported option for non-automated or ad-hoc file exchange with the State of New Jersey.  A client license is required for this option; and
2. The State of New Jersey’s MOVEit is a supported option for automated file exchange with the State of New Jersey.

All file transfers with the State system shall be tested prior to full implementation.

During the life of the Contract, the State may revise or change the file transfer method and/ or format for the transmission of files to accommodate real-time processing; use case-specific information and the Contractor’s solution shall conform to all requirements.

The secure file transfer must meet the State and federal security guidelines and standards.

For additional information, please refer to the following publication: SP 800-47 Rev. 1, Managing the Security of Information Exchanges | CSRC (nist.gov).

[bookmark: _Toc228524268]CONTRACTOR’S MIS

[bookmark: _Toc228524269]4.22.1	MIS OVERVIEW
CSOC’s current MIS, CYBER, is an HTML5 web-based application with a Structured Query Language (SQL) backend. The system supports approximately 506,000 case files with an average of 2,010 new recipients added each month. Production attributes of the current MIS include*:  
A. CYBER server capacity (without docs) of 400 GB; 
B. CYBER database size of 580 GB; 
C. Interface database size of 19 GB (variable based on import data file size); 
D. Total interface server capacity of one (1) TB, image server capacity (document upload) of 750 GB; and 
E. Reporting warehouse of 70 GB. 
*These numbers are for reference purposes only and do not constitute a projection or guarantee of future growth. 

The Contractor shall develop a comprehensive MIS Project Plan that describes how the Contractor will provide a web-based MIS that supports the operations and service needs of DCF’s CSOC. The MIS Project Plan shall also include all MIS work necessary to successfully transition from the existing MIS system to the new Contractor’s MIS system (if applicable) and ongoing operations of the Contractor program. 

The initial MIS Project Plan shall be provided to CSOC as defined within Bid Solicitation Section 4.25.2, Mobilization Plan Requirements, and shall be updated annually, at minimum. 

The Contractor shall make available to the State as they become available, any new features available to other clients of the Contractor as part of its Quote, at no additional cost to the State.

The Contractor shall describe platform and capabilities of existing MIS that are flexible enough to be customized, modified and/or configured to meet changing program requirements. The Contractor shall incorporate enhancements into the MIS system based on the prioritization determined by the CSOC MIS Application Governance Committee.

The Contractor shall implement, support, and maintain the MIS either on premises or with a State sanctioned cloud service provider (preferred).

The Contractor shall provide MIS training which can be provided through various modalities, including but not limited to, online training and train the trainer sessions. See Bid Solicitation Section 4.22.10, MIS Training and Knowledge Transfer Plan, for further details. The Contractor’s training should be designed to meet the user’s level of experience with the MIS. As an example, training for new MIS users should be very concrete and easy to follow.

The Contractor shall enhance and modify the MIS throughout the term of the Contract as needed to address and incorporate process changes, usability issues, organizational changes, federal/State regulation changes, programmatic changes, and technological upgrades.

The Contractor shall seek input and recommendations from active MIS users, including DCF/CSOC staff, contracted Providers, and system partners on functionality enhancements that would improve efficiency in operations, access to care, and user experience.

The Contractor’s MIS Project Plan must be reviewed and approved by the OIT, DCF’s IT Office, CSOC, and DHS, as appropriate.

[bookmark: _Toc228524270]4.22.2	CONTRACTOR’S MIS LOGISTICS
The Contractor shall provide a total MIS solution which includes, but is not limited to, providing all MIS hardware, software, and infrastructure needs that shall be utilized by the Contractor’s staff in order to perform the work. This includes all computers, software, software licenses, personal hardware, network connections, and telephony infrastructure.

The Contractor shall provide a core group of technical staff who are available to meet virtually or attend in-person meetings at the Contractor’s New Jersey office as deemed necessary to ensure coordination, communication, and direct interaction with the Contractor’s executive staff and DCF’s CSOC.

[bookmark: _Toc228524271]4.22.3	MIS BUSINESS REQUIREMENTS
The Contractor’s MIS shall support the business requirements that are needed to operate the DCF’s CSOC programs.

The MIS shall function as the single point of entry for all Youth including, but not limited to, Youth who are involved with the DCP&P system. In recent years, DCF’s CSOC has undergone a series of programmatic changes to strengthen its effectiveness, and it is expected that further adjustments, modifications, and changes shall continue into the future. The use of MIS automation to implement the program directives is an essential component of program administration; therefore, the MIS shall accommodate business changes and program enhancements that may occur at any time during the contract.

The Contractor’s MIS system shall have a robust deduplication process to identify and eliminate or merge duplicate records, ensuring a single accurate version of each data entity and improving data reliability and usability.

[bookmark: _Toc228524272]4.22.4	MIS TECHNICAL REQUIREMENTS
The Contractor’s MIS shall be implemented as a Service Oriented Architecture system accessed via the internet using, at a minimum, the following criteria:
A. The MIS must achieve compatibility with the latest version of Microsoft Edge within 30 days of its release;
B. The MIS shall support the latest security features and protocols provided by Microsoft Edge and be compatible with the State’s version; 
C. The ability to use additional browser types such as Chrome or Firefox is an added benefit and is encouraged; 
D. The MIS shall be a web-based application that meets all federal and State legal and regulatory requirements, including:
1. HIPAA;
2. 42 CFR Part 2;
3. DCF’s CSOC functional requirements; 
4. State and federal privacy regulations, including the protection of Social Security numbers; and
5. ADA;
E. The Contractor is responsible for ensuring that all technologies are maintained and kept current with regard to patches, upgrades, etc.;
F. The system must be scalable to accommodate future growth in terms of memory, storage, cores and other relevant components; and
G. The system should be available 99.9% of the time.

The Contractor shall provide a plan for the MIS to be easily ported for mobile devices that includes the following:
A. Identifies the operating system for compatibility; and
B. Addresses how all security issues will be addressed. 

The MIS shall utilize data persistence or be a “write it once” system such that it shall provide for data entry and self-populate and pre-fill other screens where that data field is specified. Therefore, data shall be carried throughout the system. This “write it once” methodology must be an inherent component of the MIS. In addition, the Contractor shall:
A. Host the MIS and all data, and assume the costs for hosting the system and systems maintenance;
B. Provide advanced data analysis capabilities to assist DCF’s CSOC with planning processes, monitoring service delivery, ad hoc reporting, and scheduled reporting;
C. Provide a detailed specification for data conversion and initial load of data to the MIS system (see Bid Solicitation Section 4.22.7, MIS Conversion Plan, for details);
D. Provide a data transfer after the initial conversion to a server on the State network (see Bid Solicitation Section 4.22.7, MIS Conversion Plan, for details);
E. Meet all State reporting requirements and provide access to all data 24 hours per day/seven (7) days per week for ad hoc and scheduled reporting (see Bid Solicitation Section 4.22.9, MIS Reports, Forms, and Notice Plan, for details;
F. Provide the system’s capacity to support the operations of the Contract;
G. Provide a Contractor website;
H. Provide access to online policy manuals, such as instructional guides, clinical criteria, FAQs, and Youth and Family Guide on a 24-hour a day basis;
I. Provide access to a Customer Service Desk on a 24-hour a day basis, and address issues based on the severity codes and time frames identified within Bid Solicitation Section 4.4.2.3, Customer Service Desk Response Time Standards;
J. Provide an electronic behavioral health information system that safeguards the confidentiality of information as required by law including, but not limited to, HIPAA, 42 CFR Part 2, and N.J.S.A. 30:4-24.3; 
K. Provide the IMDS  Tools (CANS) to establish the appropriate level of need for each Youth accessing care;
L. Eliminate the need for users to input complex codes for information data entry;
M. Eliminate the need to navigate multiple screens and have multiple sessions open to view Youth record information;
N. Allow for the entry of case narrative as word-processing text stored in the database in an easily retrievable format;
O. Interface with State systems as outlined in Bid Solicitation Section 4.22.8, MIS Data Interface Plan;
P. The MIS must be supported by Contractor staff such that the project timeline, on any new functionality and modifications to the most current version of the application, will be agreed upon between Contractor and DCF’s CSOC. System modifications will be designed and deployed based on the prioritization level and time frames established by the CSOC MIS Application Governance Committee;  
Q. Provide feedback capability such that users of the MIS may comment on the functionality of the MIS and provide recommendations for improvements and enhancements:
1. The Contractor shall collect received MIS-related recommendations through numerous outlets, such as service desk tickets, surveys, and meetings;
2. The Contractor shall facilitate Provider-specific MIS workgroups on a quarterly basis in order to solicit feedback on the MIS system and related recommendations; and
3. All recommendations shall be presented to the CSOC MIS Application Governance Committee for review and development prioritization;  
R. Track Provider referrals, Authorizations. and costs related to those Authorizations in a way that supports DCF/CSOC’s fiscal accountability;
S. Support a Customer Service Desk, which registers, categorizes, and tracks reported challenges and follow-up inquiries from Providers, Youth, family/caregivers, and other stakeholders;
T. Support a Call Center that requires the retrieval and input of data from the MIS on a 24 hours per day/seven (7) days per week basis;
U. Provide a service Provider database, which includes, but is not limited to, demographic information, specializations, specialty population, and communication options for Children, Youth, and families (see Bid Solicitation Section 4.19, Support for Network Development, for details);
V. Provide a Geographic Information System (GIS) and mapping of community and provider locations that can be accessed by Youth, family/caregivers, and stakeholders via the Contractor’s website;
W. The MIS system shall accept and update data through an automated process from a variety of sources to support the Contractor operations as outlined in the Bid Solicitation, including data that is received via telephone, fax, direct system input, real-time Application Programming Interface (API), and/or batch load and shall enter it into the MIS database; The Contractor,  in conjunction with applicable offices within DCF and CSOC, shall design and approve data input forms;
X. [bookmark: _Hlk214889124]The Contractor’s MIS database system for the transactional database development shall be built in ANSI SQL-compatible Relational Database Management Systems (RDBMS). The Contractor’s MIS database system should support an RDBMS platform real-time data replication solution. The solution can be used to continually update a copy of the application data base housed within the State infrastructure. The Contractor’s MIS database systems shall be no less than the State’s current version of Oracle, currently Oracle (19c) and SQL Server (2022 version or higher, preferably 2025);
Y. The Contractor shall develop, implement, and support interface methodologies consistent with infrastructure and software currently in place at the State e.g., task manager, MOVEit, and/or Representational State Transfer Application Programming Interface (REST API) and ensure that security standards are adhered to when loading and transferring data to the State housed reporting database within a State defined format;
Z. The Contractor shall ensure that all automated technical processes e.g., data transfer, report creation, have monitoring in place to identify and alert system administrators when processes fail, including a plan for follow-through; 
AA. The Contractor shall build and transfer specialized reporting views or tables of data on a nightly, weekly, and monthly basis, at DCF/CSOC’s discretion to a State server so DCF’s CSOC can develop and implement reports (see Bid Solicitation Section 4.22.9, MIS Reports, Forms, and Notice Plan, for details); and
AB. All data managed and processed within the system shall adhere to ISO 8000 standards for data quality and ensuring accuracy, consistency, and completeness across all datasets (www.iso.org). Requirements in ISO 8000 include, but are not limited to:
1. Quality screens;
2. Column screens;
3. Structure screens;
4. Business rule screens; and
5. Error event scheme.

[bookmark: _Toc228524273]4.22.5	MIS DATA MANAGEMENT REQUIREMENTS
The Contractor shall model their data management in alignment with the DCF Enterprise Information Management Strategy: 
[image: ]
DCF Enterprise Information Management Strategy Roadmap

Platform Architecture: A modern platform architecture approach shall be adopted by the Contractor with the goal of:
A. Minimizing the complexity and time to add value for developing business solutions;  
B. Supporting different types of information consumers including executive management, data analysts, case workers, supervisors, and other stakeholders;  
C. Enabling Interoperability across multiple application languages and integration with DCF data systems; and  
D. High availability architecture.

A copy of all essential data should be sent to the DCF EDW at intervals to allow for necessary reporting.

The Platform Architecture document shall be kept up to date and shared with DCF when there’s a change in the architecture or requested by DCF.

Data Engineering: The data infrastructure shall be designed by leveraging industry leading data engineering methodologies with the following components as key priorities:
A. Optimized data infrastructure for efficient user experience and system performance;
B. Design the infrastructure to minimize latency in data processing and retrieval, ensuring efficient network communication; and
C. Establish comprehensive monitoring and logging tools to track the platform’s performance.

Metadata Management: Metadata Management involves organizing and maintaining information about data assets, ensuring that the data is easily discoverable, understandable, and usable. The Contractor must ensure that their Metadata Management process includes the following:  
A. Create and maintain a Metadata repository;
B. Ensure data lineage; 
C. Enforce data standards; and
D. Acquire tools to manage metadata to support data integration, quality, and compliance across the Contractor’s MIS system, Provider electronic record management systems, and DCF EDW.

All data managed and processed within the system shall adhere to ISO 8000 standards for data quality, ensuring accuracy, consistency, and completeness across all data sets, which can be found at the following link: www.iso.org
Data Use Restrictions: To ensure data privacy and protection against unauthorized access or distribution, the Contractor shall prohibit selling or disclosing the data to any third party without the written approval from the CSOC Assistant Commissioner.

Master Data Management (MDM): The Contractor shall have processes, standards, policies, and tools that define and manage the data in a way that enables the availability of a single point of reference for each Youth served. The Contractor shall utilize technology solutions for MDM.

[bookmark: _Toc228524274]4.22.6	MIS OPERATIONS PROJECT MANAGEMENT REQUIREMENTS
The Contractor shall provide project management services as follows:
A. Manage the Contractor staff involved in the transition of the MIS;
B. Develop an MIS Project Plan, which shall include all work, program startup, design, development, testing, transition, milestones, implementation, and post implementation support needs for both the Contractor’s staff and State staff as assigned by DCF’s CSOC:
1. The Contractor shall maintain and update the MIS Project Plan as necessary; and
2. The MIS Project Plan shall be available to DCF via document collaboration tools. The Contractor shall not maintain a version of the MIS Project Plan that is solely internal to the Contractor;
C. Manage the Contractor’s team to achieve the MIS Project Plan’s timelines, goals, and Deliverables;
D. Coordinate with the management of PMT to allow the PMT the ability to ensure that State staff complete all tasks as directed by the PMT; and
E. Develop, maintain, and update the following, as necessary:
1. Pre-implementation checklist:  This document shall identify all items required to be completed before the beginning of implementation of the new MIS, and shall be used to verify that all the necessary work is completed before implementation commences;
2. Implementation checklist:  This document shall identify all items that must be completed during the implementation process to ensure a successful implementation; and
3. MIS operations startup checklist: This document shall identify all items that must be completed beginning immediately after implementation as the Contractor transitions the MIS into operational status.

All plans, checklists, and other documents are subject to the review and approval of DCF’s CSOC, as is the manner in which the Contractor performs the responsibilities outlined in the Contract and the specified plans, checklists, and other documents. Should disagreements arise between the Contractor’s IT staff and the CSOC PMT, those disagreements shall be escalated for resolution through each organization’s respective reporting structure, ultimately reaching the CSOC Assistant Commissioner, the SCM, DCF IT lead, and the Contractor’s employee overseeing the entire Contract. Should those disputes remain unresolved after that process, the CSOC Assistant Commissioner retains ultimate authority to decide the outstanding issue or question.
[bookmark: _Toc228524275]4.22.7	MIS CONVERSION PLAN
The Contractor shall convert the data from the outgoing contractor’s MIS into the new MIS. The DCF’s CSOC has one (1) Full-Time Employee (FTE) to assist with the data conversion effort:
A. DCF’s CSOC will consult with the new Contractor regarding data the Contractor believes is necessary for the Contractor’s process and its MIS; and
B. Based on that consultation, DCF’s CSOC shall determine which data fields are required.

Based on the determination regarding which fields shall be converted, the Contractor shall develop and execute a Data Conversion Plan to convert data from the outgoing contractor’s existing MIS to the new MIS.  The PMT will work with the outgoing contractor to clarify any issues that may arise concerning existing data:

A. The Data Conversion Plan must be approved and agreed to by OIT, DCF’s CSOC, and all other State agencies involved in the system;
B. The Contractor shall:
1. Obtain DCF’s CSOC electronic data and electronic data files from the outgoing contractor’s system, including all case files;
2. Convert the data specified by DCF’s CSOC into a format that is usable in the Contractor’s MIS; and
3. Transfer that data to the MIS;
C. Further, the Contractor shall:
1. Analyze the existing dataset from the outgoing contractor, and identify the correct mappings from fields in that dataset to the new MIS;
2. Develop a conversion program based on those mappings that shall transfer the data from the existing dataset to the new MIS, maintaining all necessary relationships and interdependencies;
3. Verify the accuracy of the data by using data certification, review reports, data counts, and reasonability checks; and
4. Perform the data conversion as an iterative process, developing mappings and the conversion program initially, running the program and verifying the accuracy of the results, and then repeating that process on as many occasions as necessary to achieve the error rates that are required;
D. Once data are converted, the Contractor shall provide full export of its database, in a format agreed upon by the State, to a State-designated server via secure file transfer or other acceptable methods compliant with the State’s Secure FTP: 
1. A periodic, full-load dataset shall be provided, as determined by the State. The first dataset must be received immediately prior to deployment of the system; and
2. The frequency of interim updates shall be determined by DCF’s CSOC;
E. The Contractor shall document, share, and train State technical staff on the MIS’ data structures, logical data model, physical data model, data fields functional definitions as well as data field locations and usage in the system. This includes where in the workflow the data is used, where data is used in the Graphical User Interface (GUI), and how it is used in the data model;
F. The Contractor shall develop and deliver a report that specifies how current electronic data shall be mapped to the Contractor’s MIS screens;
G. The Contractor will have access and the ability to configure an SFTP Server, which shall be used in data transfer activities between the CSOC, State agencies, the Fiscal Agent, and/or system partners;
H. The Contractor shall provide the logical data model, physical data model, list of the schemas, the storage requirements for the system, and version of RDBMS used as the database software;
I. The Contractor shall provide a data dictionary and glossary, including technical attributes and functional definitions, which is available to State technical staff as well as the layout of the transferred system. The layout shall be in descriptive functional terms rather than technical terms i.e., field one (1) being named ASC_CVS_MVS;
J. The Contractor shall develop and deliver a report submitted to DCF’s CSOC through the SCM that details the conversion mapping for each table and field and the corresponding use of the workflow, GUI, and data model; and
K. The Contractor shall provide DCF’s CSOC with a detailed specification for the conversion that shall explain how the system is loaded. The specification must include the data model, data dictionary, as well as any data load requirements that need to be met in order to successfully load the initial dataset from the current system in place (data sequences, table layouts, etc.). The data modeling tool should be able to export information between data modeling tools.

[bookmark: _Toc228524276]4.22.8	MIS DATA INTERFACE PLAN
The Contractor shall develop all interfaces required for the Contract.

The Contractor shall develop an MIS Data Interface Plan, which shall be subject to the review and prior approval of DCF’s CSOC prior to execution. Once approved by DCF’s CSOC, the Contractor shall be responsible for executing and overseeing the implementation of the plan. 

The MIS Data Interface Plan shall include the strategy for the design, development, testing, and deployment of the required interfaces. The State’s technical staff will provide detailed knowledge of the specific, existing State systems’ interfaces.

The MIS Data Interface Plan shall contain technical documentation concerning the interfaces, including the identification of areas at risk for change.

The Contractor shall develop the interfaces to work operationally with the State-identified systems.

The Contractor shall work with the appropriate State technical staff administering the systems in order to assist with the design of each individual interface.

The Contractor’s MIS system shall replicate all existing interfaces currently supporting its operations. This includes, but is not limited to, interfacing with the Fiscal Agent, NJFC systems, State agencies, and any other Contractor interfaces that exist at the time of the award.  The replication of existing interfaces should have the functionality to provide deltas (i.e., changes) as appropriate.

The Contractor shall build interfaces that exchange between the Contractor’s MIS and its system partners, including all information that is required for successful coordination of services to Youth.

The MIS should be designed to be capable of integrating with DCF data systems to allow for a comprehensive record for each client served. The system must allow for the ability to upload DCF data or Provider’s data and export data from the Contractor’s MIS without leading to major data quality issues.

DCF’s CSOC may require the Contractor to establish new interfaces with other management information systems. The MIS Data Interface Plan must indicate the process and ability to respond to new requests for interface capabilities.

The Contractor shall build an initial batch interface for each system, and if required by the State during the Contract period, upgrade it to a real-time interface within one (1) year of the request.

The MIS shall be capable of importing data from the systems operated by other agencies and shall be capable of exporting data from the MIS to the systems operated by other agencies.

The MIS shall be developed such that all interfaces and back-end process runs (batch runs) have row level error handling as part of the interface program. Row level errors shall be written to a log and must not abort the interface or batch process.

The MIS must provide automated enforcement of any run dependency between interfaces developed between computer systems and batch runs required by the system and reports that must run in a particular sequence to capture accurate data.

The MIS system shall be designed to capture GIS location information of community resources and Provider locations and export the information into a GIS mapping program so that Youth and family/caregivers; as well as stakeholders, shall be able to locate community and Provider resources within a geographic area. The GIS location shall be available via the Contractor’s web page.
The Contractor shall work with the SCM or designee to coordinate the design, development, testing, and deployment activities with the State’s technical staff and other applicable departments and agencies administering the systems that require interfaces.

The State will require the Contractor to work with DCF’s CSOC to ensure that where required, the Contractor’s MIS system adheres to the standards set forth in the MITA framework (see https://www.cms.gov/research-statistics-data-and-systems/computer-data-and-systems/medicaidinfotecharch/mitaframework for details) for information and data sharing between the MIS system and both the NJMMIS and the Medicaid EDW. Access to data shall adhere to the principle of least privilege, ensuring individuals have only the minimum levels of access necessary for their roles. This approach mitigates potential security risks by limiting the scope of access to sensitive information.

The Contractor will be responsible for maintaining the interface; and, if requested, the Contractor must supply DCF’s CSOC with the log or any interface tracking reports; as well as provide reports to DCF’s CSOC to correct any issues with the interface.

The interface design is not considered final until the system test of the interface demonstrates that it works seamlessly with the interfaced systems.

Upon final execution of the interface design, the Contractor shall update the MIS Data Interface Plan regularly and submit the plan annually to DCF’s CSOC.

[bookmark: _Toc228524277][bookmark: _Hlk213929180][bookmark: _Hlk213924646]4.22.9	MIS REPORTS, FORMS, AND NOTICE PLAN
The Contractor shall develop and deliver for review and approval by DCF’s CSOC, a MIS Reports, Forms, and Notices Plan that describes all the reports, forms, and notices generation capabilities of the MIS.

The Contractor shall design, develop, test, and implement the reporting capabilities of the MIS as described below (please refer to Bid Solicitation Exhibit B, Data Reporting Requirements, for additional information):
A. The MIS shall be capable of preparing various reports, forms, and notices in accordance with the following:
1. MIS Reports: MIS reports represent an organized collection of data prepared for viewing or printing and/or extracts of specific data that can be used to create multiple reports. Reports are system-generated output intended for in-house use; and
2. This output shall be stored on a report server for online access, printing, or exporting to a desktop application such as Microsoft Excel;
B. Provide reporting views that are compatible with DCF’s CSOC’s database standard that can be accessed by reporting tools used by DCF’s CSOC;
1. Currently, the State uses a combination of tools that include, but are not limited to, SAB Business Objects, WebFOCUS, Statistical Package for the Social Sciences (SPSS), Microsoft Access, Microsoft Azure Synapse Analytics, Tableau, and Microsoft Business Intelligence (PowerBI); and
2. It is DCF’s preference to have the Contractor utilize Microsoft Business Intelligence (PowerBI) , which will enable DCF’s CSOC to leverage existing staff skill sets, although the Contractor may propose an equivalent or better alternative reporting tool for consideration;
C. Data query, retrieval, and reporting outputs shall vary from accessing relatively small amounts of data to generating comprehensive reports using large volumes of data. As a result, the system should have high availability architecture and transmit all necessary data to the DCF EDW at intervals to allow for effective reporting:
1. The Contractor shall ensure that reports do not degrade performance of the MIS;
D. The MIS must be capable of generating reports for the major service distribution categories e.g., the 21 Children’s Interagency Coordinating Councils (CIACCs), all service Provider types (CMO, MRSS, IIC, etc.), and one (1) statewide Contractor;
E. The Contractor shall work with the State’s reporting staff to identify the actual reports and reporting intervals as part of program implementation:
1. The Contractor shall produce all reports (minimally) as directed by CSOC;
F. The MIS shall allow users of the MIS to modify standard production reports for various user-supplied criteria such as, but not limited to, limiting the report’s scope to a specific date range, specific geographical area (statewide, region, county, or local office), or client characteristics:
1. This includes permanent modifications to the reports, and modifications that allow the user to enter parameters to the reports that allow the users to view the reports using different user supplied criteria.

The MIS shall have a three (3)-tier reporting capability as follows:
A. Certain production reports shall be run automatically on a schedule, and the results shall be accessible online:
1. These reports shall not be updated until the next scheduled update;
2. The results shall be stored on a server, and may be printed locally, viewed online with scrolling capability, or downloaded to a spreadsheet; and
3. The MIS shall have the capability to print subsets or portions of reports instead of always printing the full report;
B. [bookmark: _Toc458674552][bookmark: _Toc458674773]Certain production reports (possibly overlapping with the above group) shall be generated as requested and as needed by users:
1. These reports shall allow users to modify the report by limiting certain field criteria such as allowing the users to specify specific date ranges for data, geographical regions, or other data fields;
2. These reports shall print locally;
3. Online, the reports shall be viewed with scrolling capability; and
4. The reports shall be capable of being downloaded to a spreadsheet that can be saved locally;
C. [bookmark: _Toc458674553][bookmark: _Toc458674774]Ad hoc reporting capability whereby users can create their own customized reports:
1. The Contractor shall create an accessible user interface with embedded analytics where the users can create custom reports based on live CYBER data, without the need for the users to install/require additional software licenses;
2. At the discretion of DCF/CSOC, the Contractor shall provide MIS users with access to data extracts to support provider agency reporting, CQI, and Outcomes Management and/or build reports that can be exported into third party applications;

Electronic Forms and Notices: The MIS shall provide electronic notices and forms generating capacity that supports the operational components of the Bid Solicitation;
A. The Contractor shall work with DCF’s CSOC to identify, design and develop electronic forms and notices.  At a minimum, the electronic forms and notices must include:
1. Online registration forms;
2. Online report request forms;
3. Online Assessment forms;
4. Medical record;
5. Notice of Action;
6. Notice of Eligibility Determination; and
7. Notice of Appeal.

In addition to the requirements above, the Contractor shall deliver the following:
A. Design document for production reports and system-generated forms and notices;
B. Test results for production reports, forms, and notices;
C. Job schedule of production reports; and
D. Set of all production reports, forms, and notices.

[bookmark: _Toc228524278]4.22.10	MIS TRAINING AND KNOWLEDGE TRANSFER PLAN
The Contractor shall develop and deliver for review and approval by DCF’s CSOC, a comprehensive MIS Training and Knowledge Transfer Plan.

The Plan shall include the following:
A. Coordinate and provide training in New Jersey, as needed by the user community;
B. Hands-on use of a training database provided by the Contractor;
1. The training database shall not contain production or PII, PHI, etc. data;
C. Initial and ongoing training for functional and technical staff who work within DCF’s CSOC;
1. This is in addition to standard training for users, stakeholders, and Providers;
2. The Contractor shall train State technical staff on the MIS system with the objective where in the workflow the data is used, where data is used in the GUI, and how it is used in the data model; and
3. The Contractor shall train State DCF CSOC and reporting staff on the Contractor’s tools used for production and ad hoc reports;
D. Technical and MIS user training materials, including online help and an online policy manual for the Contractor and for DCF’s CSOC, and other documentation necessary to use and operate the system;
E. The Contractor shall develop a Training Plan and Training Schedule that comports with the requirements of this Bid Solicitation, which shall be subject to DCF’s CSOC review and approval prior to implementation;
F. The Contractor shall ensure consistency and quality in its training materials; and
G. All training curricula and related materials are subject to the review and approval of DCF’s CSOC prior to delivery of training.

[bookmark: _Toc228524279]4.22.11	MIS SYSTEM TESTING PLAN
The Contractor shall develop and deliver for review and approval by DCF’s CSOC, an MIS System Testing Plan.

The Plan shall describe how the Contractor will plan and execute a comprehensive system test of the application, e.g., AppScan, etc. including, but not limited to, the following:
A. Unit testing: Testing done by developers after completion of initial development;
B. Functional/System testing: Testing completed by functional testers i.e., business analysts rather than developers, to ensure that the code operates functionally;
C. User Acceptance Testing (UAT): Testing from the end-user's perspective to ensure functionality, usability and compatibility with real world scenarios;
D. Integration testing: Testing completed by functional testers that tests all aspects of the functionality when the entire system is integrated and operational, including batches, interfaces, and reports;
E. Predictive testing: Testing to gauge real-world, end-to-end response times;
F. Network testing: Testing from remote sites to identify any network connectivity or bandwidth concerns that could impede performance;
G. Performance testing: Test response time of the system;
H. Technical testing (performance): Test systems performance;
I. Stress testing: Test the ability of the system to maintain a certain level of effectiveness under unfavorable conditions;
J. Testing of data conversion: The iterative process of mapping, execution of the conversion program, verification, validation and accuracy, and repeating as necessary (see Bid Solicitation Section 4.22.7, MIS Conversion Plan, for details); and
K. Regression testing: Full end-to-end integrated testing conducted after changes are made through the application.

The Contractor shall also perform the following additional requirements:
A. As part of the predictive testing process, the Contractor shall prototype/baseline the system applications and transactions from a sampling of client locations;
1. Using performance Assessment methodologies, the Contractor shall baseline the performance characteristics of the applications using various Youth topologies (use cases) to gauge real-world, end-to-end response times guaranteeing the application meets DCF’s response time requirements;
B. The System Testing Plan shall include components that are designed to ensure that as follows:
1. [bookmark: _Toc458674556][bookmark: _Toc458674777]All interfaces are tested with a fully loaded and converted database;
2. All interfaces are tested with the interface agency or application system successfully, such that the interface accurately exchanges all data required by the Contractor MIS and the interface partner system;
3. All interfaces, batches, and reports are tested using dependent processes and jobs required for production;
4. All reporting views are tested against the base data table to ensure accuracy and reliability;
5. [bookmark: _Int_VenivOqp]Performance testing meets the State-defined standards simulating real work processes, usage, and environmental conditions, i.e., from a State office and other user locations;
6. [bookmark: _Int_ppPIRGwG]The integration test includes all reports, interfaces, and user processes;
7. [bookmark: _Int_Zpq78o1Z]Systems tests are completed successfully with a full set of converted data;
8. [bookmark: _Int_0nyDrPtS]The full set of system functionality is tested;
9. [bookmark: _Int_a5o2slxE]The integration test represents the full operational system including load, interfaces, back-end processing (batch window) scheduled, and batch reporting; 
10. The MIS System Testing Plan shall describe the time frames necessary to complete the testing, identification and correction of errors, and final validation; and
11. The Contractor shall propose, subject to the review and approval of DCF’s CSOC, appropriate testing criteria, additional sampling, and rules of validation.

The Contractor shall provide the SCM (or designee) with the following:
A. [bookmark: _Int_pDbNoWHF]A Run Dependency document that defines any technical dependencies required to enable other technical jobs to run;
B. Batch Window Estimates; and
C. Summary of test results.

[bookmark: _Toc228524280]4.22.12	MIS USER PLAN
[bookmark: _Int_7Pl0zOvg]The Contractor shall develop and deliver for review and approval by DCF’s CSOC, a User Acceptance Test (UAT) Plan for the MIS that can be completed successfully using the number of State testers assigned to the User Acceptance Test Team;
A. [bookmark: _Int_SWNzDhzg]The UAT Plan shall specify how an Acceptance Test Team, composed of DCF’s CSOC staff, Providers, and stakeholders from different functional areas, are trained and shall perform MIS acceptance testing before transitioning to the new MIS;
B. [bookmark: _Int_dN4MbjEB]The Contractor shall set up a virtual test lab, so that UAT may be conducted remotely;
C. [bookmark: _Int_vRC9wJJC]UAT shall proceed only when a full internal systems test by the Contractor is completed and the Contractor is confident of the MIS functionality for beginning and ongoing project development;
D. [bookmark: _Int_pVtKh3pe]Acceptance testing by the Acceptance Test Team shall be performed based on functional testing scripts provided by the Contractor;
E. Acceptance testing shall include, but not be limited to, a review of the following:
1. [bookmark: _Int_lB48QH6k]Usability and functionality of installed software;
2. [bookmark: _Int_gw9WL9qC]Usability and functionality of data converted from the legacy system;
3. [bookmark: _Int_YfROYPX7]Software performance testing, including performance testing, load testing, and stress testing. Results shall meet or exceed industry standards;
4. [bookmark: _Int_Vybd8nQZ]Completeness and accuracy of system documentation;
5. [bookmark: _Int_EIDWQPxg]Training methods and materials;
6. [bookmark: _Int_ng1ILLlq]Testing of all functional aspects of the system;
7. [bookmark: _Int_LaGUR0cI]A review of the response times and overall system performance;
8. System, data, and application security ensuring access to data shall adhere to the principle of least privilege; and
9. Accuracy and performance of system interfaces.
F.  The State’s User Acceptance Test Team shall, at the sole discretion of the State staff assigned as the lead on that team, classify any defect identified by the User Acceptance Test Team as critical to the application, critical to a function, high level, moderate level, or minor level (please refer to definitions below). All defects shall be fixed prior to the transition to the new MIS once the User Acceptance Test Team provides the documented defects to the Contractor, the Contractor shall complete the following:
1. [bookmark: _Int_O5AGrDdg]The Contractor shall evaluate each defect, document a planned solution, test the planned solution, implement the solution, and present the solution to the User Acceptance Test Team to retest prior to acceptance of the defect resolution;
G. The Contractor shall immediately make changes to components of the MIS as required, including updating documentation and adjusting training materials to match the solution; and
H. The Contractor shall maintain data on all reported UAT defects by category, including active, in-process, and resolved defects. This data shall be provided to DCF/CSOC on a regular basis, as determined by DCF CSOC, until the UAT process is complete. 

DCF’s CSOC, in its sole discretion, shall determine if the UAT is successful and the system is ready for deployment. 

For the purpose of this Bid Solicitation, the following definitions apply:
A. [bookmark: _Int_kIgNBEU5]Critical to the Application Defect: This type of defect (1) prevents users from performing their work with no workarounds available; or (2) is any defect that DCF’s CSOC determines places a Youth at risk;
B. [bookmark: _Int_D1hWEzpV]Critical to a Function Defect: This type of defect prevents a user from performing a specific function in the application and there are no workarounds, but does not place a Youth at risk or stop the worker from being able to use the system in other critical areas;
C. [bookmark: _Int_UkXorcpo]High Level Defect: This type of defect has a significant impact on end users in time or work produced. There are workarounds available; however, they are inefficient and time consuming;
D. Moderate Level Defect: This type of defect can be worked around, but has a moderate impact by requiring the use of a workaround which compromises the work process, but does not prevent the user from completing all aspects of it; and
E. Minor Level Defect: These defects are of little consequence such as misspelled literals and screen layout and are mostly cosmetic in nature.

At the request of DCF’s CSOC, the Contractor shall perform a systems test to determine if the interfaces are operating correctly or if modifications are necessary. An interface that accurately exchanges data as specified by DCF’s CSOC that runs successfully must be demonstrated for each system. 

Maintenance releases shall be scheduled monthly or more frequently as appropriate to ensure the defect list is addressed in a timely manner. Defects will be corrected within an agreed time frame between the Contractor and CSOC.

[bookmark: _Toc228524281]4.22.13	MIS SUPPORT AND MAINTENANCE PLAN
[bookmark: _Int_jZKEosZq]The Contractor shall develop and deliver for review and approval by DCF’s CSOC, a Support and Maintenance Plan that details how it will support and maintain the MIS.

Pursuant to the Support and Maintenance Plan, the Contractor shall, at a minimum:
A. [bookmark: _Int_GNKwbfzN]Fix critical, high, moderate, or minor defects found in the system after rollout. The requirements governing defects identified pre-rollout shall also govern these situations;
B. Provide a time frame approved by DCF’s CSOC for fixing each defect, but not to exceed, as follows:
1. [bookmark: _Int_h1MkJnsJ]Critical to the Application Defect - within 48 hours;
2. [bookmark: _Int_zoS9Yx83]Critical to a Function Defect - within five (5) calendar days;
3. [bookmark: _Int_RRXw7DGo]High Level Defect - within seven (7) calendar days;
4. Moderate Level Defect - within 14 calendar days; and
5. [bookmark: _Int_jsWYPvAR]Minor Level Defect - within 30 calendar days;
C. [bookmark: _Int_XgAIhF9N]Provide user support for the system, including an MIS Help Desk that MIS system users can contact via toll-free telephone number and email for assistance; and
D. Provide a schedule of maintenance time frames including all planned outages and a contingency plan for downtime throughout the life of the Contract. This schedule must include duration, systems impacted i.e., interface systems, reports impacted, and start-up processes; and
E. Upgrade the software used to operate the MIS as new releases of the software become available. DCF’s CSOC maintains the right to require the Contractor to implement all software upgrades in a timely manner, conducive to the support and security risks identified. The Contractor shall provide a summary of the software upgrades, and the risks associated with installing the upgrades.

[bookmark: _Toc228524282]4.22.14	MIS USER SUPPORT AND MIS HELP DESK
The Contractor shall develop and deliver for review and approval by DCF’s CSOC, an MIS User Support and MIS Help Desk Plan that outlines the services to be delivered through the MIS Help Desk. The MIS User Support and MIS Help Desk Plan shall include, but not be limited to, the following:
A. [bookmark: _Int_nVoXQQLT]An automated MIS Help Desk tracking system that reports on the number and types of help calls received, and a process to review the calls to identify and permanently resolve recurring issues;
B. [bookmark: _Int_hJk6M0cD]Identification of software used at the Contractor’s MIS Help Desk;
C. A strategy to integrate, coordinate, and share tracking information for categories of issues that shall be determined prior to implementation with DCF’s CSOC’s existing internal MIS Help Desk so that information on the Contractor’s IT systems issues, e.g., downtime, interface failures, and/or upgrades can be shared with users;
D. An MIS Help Desk Procedures Manual for MIS Help Desk management, issue escalation, and issue resolution, including the time frames for responding to MIS Help Desk requests. The MIS Help Desk Procedures Manual shall specify the following:
1. [bookmark: _Int_fRD5dhEc]Call routing;
2. [bookmark: _Int_F7Gfyig2]Geographic location of support staff;
3. [bookmark: _Int_7RfMEgPD]Staffing levels;
4. [bookmark: _Int_7V09aU7w]Skills required;
5. [bookmark: _Int_D7OD9btG]Role of liaison staff;
6. [bookmark: _Int_9Om70clK]Escalation procedures;
7. [bookmark: _Int_fcKH7ixz]Ticketing;
8. [bookmark: _Int_dugfazpM]Logging;
9. [bookmark: _Int_woEUpHCx]Resolution;
10. [bookmark: _Int_bYrj5L8y]Response times;
11. Assignment of priority; and
12. Ability to search through previous issues to find resolutions;
E. The MIS Help Desk must provide support from a live professional from 8:00 a.m. to 6:00 p.m. (ET) on all regular business days. Support outside of regular business hours can be provided to users by an on-call MIS Help Desk staff person. All staffing levels and procedures shall be subject to prior approval of DCF’s CSOC before implementation. 

[bookmark: _Toc228524283]4.22.15	MIS ARCHITECTURE DESIGN PLAN
[bookmark: _Int_Hh4tF2h8]The Contractor shall develop and deliver for review and approval by DCF’s CSOC, a proposed System Architecture Design Plan for prior approval by State OIT, DCF IT, and DCF’s CSOC.

[bookmark: _Int_thr4ENvW]Within the System Architecture Design Plan, the Contractor shall describe the approach it shall use to ensure system reliability, system capacity, perform periodic security assessments, design backup and recovery features, and assess the Contractor’s Local Area Network (LAN)/Wide Area Network (WAN) network configuration to identify modifications as needed.

The Contractor shall participate in the State’s System Architecture Review process. Additional information is located at: https://www.nj.gov/it/whatwedo/sar/.

All publicly facing websites shall be protected by web application firewalls that inspect all traffic flowing to the website for web application attacks. NJ OIT and/or NJ OHSP shall be granted access to view all activity and log files.

[bookmark: _Toc228524284]4.22.16	MIS WEBSITE PLAN
The Contractor shall develop and deliver for review and approval by DCF an MIS Website Plan that specifies how the Contractor will:
A. [bookmark: _Int_CPxGVpyb]Develop a website to be utilized by Youth, family/caregivers, Providers, stakeholders, and State agencies;
B. Maintain the website;
C. [bookmark: _Int_giTTtSoh]Provide webmaster services for the website;
D. [bookmark: _Int_EldupHke]Describe how it will transition the existing website that is maintained by the previous Contractor, if different from the awarded Contractor;  
E. Include a plan for informing the public of the website change; and
F. Addresses methods that ensure ease of transition and the least amount of disruption to users.

[bookmark: _Int_tY1XMxFS]The Contractor shall organize the website to allow for easy access of information by family/caregivers, Youth, Providers, stakeholders, and the general public in compliance with the Section 508 of the Rehabilitation Act (located at: https://www.eeoc.gov/rehabilitation-act-1973) Additional details on website requirements can be found in Bid Solicitation Section 4.4.5, Website.

The website shall contain a link to DCF’s website.

The Contractor shall comply with State of New Jersey Web Presence guidelines:
(https://www.nj.gov/it/it/docs/NJ_Web_Presence_Guidelines.pdf).

[bookmark: _Toc228524285]4.22.17	MIS SYSTEM SECURITY PLAN
The Contractor shall develop and deliver for review and approval by DCF, State OIT, and OHSP, an MIS System Security Plan that establishes the roles, responsibilities, controls, policies, and procedures that address the security and privacy requirements of the system and are consistent with applicable State and federal laws, executive orders, directives, regulations, policies, standards, and contractual obligations.

The MIS System Security Plan shall include:
A. [bookmark: _Int_9bAQ3zi9]Documentation on security and privacy requirements and associated security and privacy controls implemented within the MIS; and describe physical and system security procedures, role-based security protocols, and claims audit capabilities and functions;
B. Documentation on authentication and Authorization mechanisms; and include details about the user-provisioning process for the MIS; and
C. Detailed information regarding encryption measures for system data and network security, aligning with the New Jersey SISM guidelines.

The MIS System Security Plan must be consistent with the State’s security processes and rules as described in the NJ OIT OHSP SISM (refer to Bid Solicitation Section 4.21, Security and Confidentiality). 

Once approved by the DCF’s CSOC, the Contractor shall execute all aspects of the approved MIS System Security Plan.

The Contractor shall submit the MIS Security Plan annually for review and approval by DCF.

[bookmark: _Toc228524286][bookmark: _Hlk227142988][bookmark: _Hlk227142773]4.22.18	MIS INFORMATION SECURITY PLAN
The Contractor shall develop the MIS in accordance with the following federal regulations and guidelines related to security, confidentiality, and auditing:
A. Computer Security Guidelines for Implementing the Privacy Act of 1974 (FIPS PUB 41DCF Administrative Order 6.00, Confidentiality of Department Information and Records AO-I-A-1-600.pdf (nj.gov); 
B. [bookmark: _Int_FDtSLyLK]HIPAA and its implementation regulations;
C. 42 CFR Part 2-Confidentiality of Alcohol and Drug Abuse Patient Records; and
D. Statewide Information Security Manual (SISM). 

[bookmark: _Hlk175831428]The Contractor shall develop and deliver for review and approval by DCF, an Information Security Plan. The Information Security Plan shall:
A. [bookmark: _Int_hO8Gm4N8]Describe MIS safeguards that limit and control access to data and applications in the system and reporting of violations;
B. [bookmark: _Int_yH428VhQ]Describe a system of permissions or levels of access to the MIS data that shall restrict or prohibit various classes of users from retrieving, viewing, changing, using, or otherwise accessing the MIS;
C. [bookmark: _Int_wpl7bmVx]Include a category of administrative users, defined by DCF’s CSOC, with access to add, modify, and change all data in the MIS; 
D. [bookmark: _Int_ZVwRrOUO]Describes how the Contractor will address user provision life cycle management, including authentication for application users, how users are added, managed, and deleted from the system;
1. Access to data shall adhere to the principle of least privilege, ensuring individuals have only the minimum levels of access necessary for their roles. This approach mitigates potential security risks by limiting the scope of access to sensitive information.

The Contractor shall develop the MIS in accordance with the following federal regulations and guidelines related to security, confidentiality, and auditing:
A. Applicable National Institute of Standards and Technology (NIST) cybersecurity standards and guidance, including current versions of NIST Special Publication 800-series and related Federal Information Processing Standards (FIPS), where applicable:
1. NIST SP 800-37: https://csrc.nist.gov/pubs/sp/800/37/r2/final;
2. NIST SP 800-53: https://csrc.nist.gov/pubs/sp/800/53/r5/upd1/final;
3. NIST SP 800-53A: https://csrc.nist.gov/pubs/sp/800/53/a/r5/final;
4. NIST SP 800-18: https://csrc.nist.gov/pubs/sp/800/18/r1/final; and
5. FIPS 200: https://csrc.nist.gov/pubs/fips/200/final;
B. Current State of New Jersey information security requirements, including the NJ State Information Security Manual (SISM), as amended:  Statewide Information Security Manual (SISM) | NJCCIC;
C. DCF Administrative Order 6.00, Confidentiality of Department Information and Records: (AO-I-A-1-600.pdf);
D. HIPAA and its implementation regulations: The HIPAA Privacy Rule | HHS.gov; and
E. 42 CFR Part 2 – Confidentiality of Abuse Patient Records: eCFR :: 42 CFR Part 2 -- Confidentiality of Substance Use Disorder Patient Records.

The Contractor shall develop and implement procedures to regularly review MIS activity, such as audit logs, access reports and security incident reports to ensure the MIS is maintained in accordance with the above guidelines and the Information Security Plan.

[bookmark: _Toc228524287]4.22.19	MIS QUALITY MANAGEMENT/ASSURANCE PLAN
The Contractor shall submit a plan describing its QM/assurance methodology as it relates to the MIS:
A. The plan shall be subject to the prior, written approval of DCF’s CSOC;
B. The Contractor shall comply with the approved plan; and
C. The Contractor shall update this plan annually.

[bookmark: _Toc228524288]4.22.20	MIS TECHNICAL DOCUMENTATION/SPECIFICATIONS/OPERATIONS MANUAL AND USER’S MANUAL
[bookmark: _Int_AdNtEvur]All technical specifications/operations manuals and user’s manuals shall be reviewed and approved by DCF’s CSOC.

[bookmark: _Int_BkMkt0oO]The technical specifications/operations manual shall include information needed for normal system operations, as well as a list of fixes and enhancements and scheduled completion dates once prior approval is received from DCF’s CSOC.

[bookmark: _Int_wXwYNHqL]Any proposed technical modifications by the Contractor to the MIS design specifications and/or functionality, including database, operations, security, technical standards and process, shall be documented, developed, and presented to DCF’s CSOC for review and approval before implementation.

[bookmark: _Int_xkLqnEo9]All program source code must be well documented internally through the use of imbedded comment lines describing the processing, as well as changes to the source code. The source code files shall be provided to DCF following any updates to the MIS. The provider will transfer the source code to DCF in accordance with DCF IT and the NJ OIT procedures. DCF will be the sole owner of this source code and will maintain copies of the source code (see Bid Solicitation Section 4.23.3, MIS Source Code, for details).

[bookmark: _Int_o3upp0Mp]The Contractor shall maintain all functional and technical specifications and manuals in a repository with controlled access and version control so that updates are always made to the most recent version.

[bookmark: _Int_uPXsotfr]The User’s Manual shall be available online through the help function and users shall be able to print the document as needed.  The User’s Manual shall include a table of contents, an index for searching, and copies of policies relating to the use of the MIS.

[bookmark: _Int_miULYfiH]The Contractor shall produce any MIS documentation required by DCF’S CSOC that is not provided in the technical specifications/operations manual or in the user’s manual as requested.

All documentation must be updated to reflect any system, database, application, or process changes including:
A. Release Notes; and
B. Technical standards and process documentation.

All documentation identified above are required Deliverables under this Contract.

[bookmark: _Toc228524289][bookmark: _Hlk213920752]DESCRIPTION OF CONTRACTOR’S MIS TECHNICAL ENVIRONMENT
The Contractor shall provide information on the MIS technical environment as follows:
A. [bookmark: _Int_dOZj74Qr]Describe the hardware platform on which the software runs, describe the facility in which the hardware shall be located, and describe the environmental and security safeguards;
B. [bookmark: _Int_OWQBvtWH]Describe software systems used to coordinate care management;
C. [bookmark: _Int_50tF95pK]Describe the operating system, systems capacity, and network infrastructure on which the software runs;
D. [bookmark: _Int_57MXlxuk]Describe the programming language(s) utilized and the software used to develop it;
E. [bookmark: _Int_PVjdTXMi]Describe policy and procedures on software upgrades;
F. Provide a support Service Level Agreement (SLA) showing response times for:
1. [bookmark: _Int_zVtJYkvi]Systems failures;
2. Interface monitoring; and
3. [bookmark: _Int_wAQ5rQij]Report monitoring; 
G. [bookmark: _Int_15ww32pm]Provide an MIS network configuration and architecture drawing of how workstations are connected to the MIS, internet, intranet, extranet, and wide area and local area networks; 
H. [bookmark: _Int_ya9CUpCv]Describe the electronic record system within the MIS including the sharing of records among system users including, but not limited to, DCF’s CSOC, DCP&P (when appropriate), MRSS, CMO, and other qualified service Providers; 
I. [bookmark: _Int_ZkVydKK0]The Contractor shall build, maintain, and share with DCF on an ongoing basis, the Conceptual, Logical, Physical, and Semantic Data Models for the system;
J. Conceptual Data Model: The Conceptual Data Model shall:
1. [bookmark: _Int_sIozUXNu]Provide a high-level view of the platform’s data, identifying key entities and their relationships without technical details;
2. Ensure that the model aligns with business processes and objectives, reflecting the real-world scenarios within DCF/CSOC; and
3. Incorporate input from stakeholders to ensure that the model accurately reflects the required data and relationships;
K. Logical Data Model: The Logical Data Model shall:
1. Expand on the Conceptual Data Model by defining detailed entities, attributes, and relationships, including cardinalities and optionalities;
2. Apply normalization principles to eliminate data redundancy and ensure data integrity while optimizing for query performance; and
3. Identify integration points with the DCF EDW, ensuring compatibility and ease of data mapping;
L. Physical Data Model: The Physical Data Model shall:
1. [bookmark: _Int_cGcCQosZ]Translate the Logical Data Model into a physical schema, specifying tables, columns, data types, indexes, and constraints;
2. Implement indexing, partitioning, and other optimization techniques to enhance database performance and scalability; and
3. Design the system for efficient storage to prevent prohibitive Cloud costs, considering factors such as data volume, access patterns, legislative-driven requirements, and retention policies;
M. Semantic Data Model: The Semantic Data Model shall:
1. [bookmark: _Int_qK93hQrN]Develop an ontology that defines the meaning and relationship of data elements, ensuring a common understanding across systems;
2. Implement a Metadata Management framework to maintain the context, provenance, and usage of data elements; and
3. [bookmark: _Int_PI3Um20G]Ensure that the Semantic Data Model supports Interoperability with the DCF EDW and other external systems as required, facilitating seamless data exchange and integration.

[bookmark: _Toc228524290]4.23.1	MIS HOSTING, BACKUP, AND DISASTER RECOVERY PLAN
The Contractor shall develop and deliver for review and approval by DCF, an MIS Hosting, Backup, and Disaster Recovery Plan:
A. [bookmark: _Int_2z4wf54Y]Within this plan, the Contractor shall describe the MIS data archive and retrieval system; as well as the MIS disaster recovery procedures;
1. [bookmark: _Int_CVs0DB2I]The MIS Hosting, Backup, and Disaster Recovery Plan must be consistent with, and incorporated in, the overall Business Continuity, Disaster Recovery, and Risk Management Plan (as described in Bid Solicitation Section 4.23.1, MIS Hosting, Backup, and Disaster Recovery Plan, below);
B. The MIS Hosting, Backup, and Disaster Recovery Plan shall include the most recent use of the data retrieval system and describe the outcome; and
C. The MIS Hosting, Backup, and Disaster Recovery Plan shall indicate how the MIS Disaster Recovery procedures have been used or tested and describe the outcomes.

The MIS Disaster Recovery must include a sample test scenario and shall be subject to prior approval by DCF’s CSOC. The requirements for the Disaster Recovery Plan are as follows:
A. [bookmark: _Int_yuybyOwe]Address hardware failure, data failure, program failure, system failure, network outage, electrical power outage, and telephone outages;
B. A daily full system backup with daily incremental backups of all Contractor’s data must be stored and retrievable at a secure site away from the New Jersey Contractor’s office and specifically designed for this type of secure record storage.  This site must be accessible to the State, if needed; and
C. The MIS Disaster Recovery Plan shall be detailed and shall cover, but not be limited to, such contingencies as effective employee notification regarding where and when to report for work, notification to participants and providers regarding changes made to operations to accommodate the emergency situation, and other such matters.

The MIS Disaster Recovery Plan shall describe the operation and physical security of the host platform for the MIS:
A. As part of hosting the MIS, the Contractor shall ensure that the MIS is compatible with State procedures for reliability and recovery, including telecommunications reliability, file back-ups, and file recovery as described in the Bid Solicitation.

[bookmark: _Toc228524291]4.23.2	MIS BUSINESS CONTINUITY, DISASTER RECOVERY, AND RISK MANAGEMENT
[bookmark: _Int_81kgEcBp]The Contractor shall develop and deliver for review and approval by DCF, a Business Continuity, Disaster Recovery, and Risk Management Plan that identifies mitigation strategies to reduce risks that could result in business disruptions.

[bookmark: _Int_v4spli6H]The Business Continuity, Disaster Recovery and Risk Management Plan must ensure recovery of Contractor operations (including Call Center, customer service, service Provider needs, and Authorization processing) not to exceed 24 hours per incident with no loss of data.

The Contractor shall provide immediate response to any incident, such as, but not limited to, the following:
A. [bookmark: _Int_QZkFnl0p]Any incident causing physical damage to data centers or other Contractor facilities such as fire, smoke, collapse, water damage, air disaster, terrorist attack, sabotage, etc.;
B. [bookmark: _Int_So8fTkwC]Impending or unexpected natural disasters such as a hurricane or flood;
C. [bookmark: _Int_zYyu0m3S]Any external incident, which potentially could cause an extended business interruption, such as long-term loss of electrical or telecommunications service;
D. [bookmark: _Int_ztT3viGD]Any incident which indirectly affects facility access such as storm closure, emergency building evacuation due to bomb threat, or external threat such a fire to a nearby facility;
E. [bookmark: _Int_0yVTE4GH]Employee strike resulting in employee absenteeism and/or inability to enter the building because of blockade;
F. [bookmark: _Int_Y8pGhhye]Reduced staffing levels due to a pandemic: sickness, dependent care, or workforce dispersion;
G. Recovery of computer platforms which host and maintain critical applications and data; and
H. Recovery from cyber-attacks, computer viruses and/or information theft, including theft of hardware which might house secure information.

The Business Continuity, Disaster Recovery and Risk Management Plan shall be updated no less than annually on the anniversary date of the Contract effective date.

[bookmark: _Toc228524292][bookmark: _Hlk213930590]4.23.3	MIS SOURCE CODE
The Contractor shall provide all source code(s) to the DCF’s IT Office:
A. This includes the software source code programs, program object code, operations manuals, service manuals, written procedures and any such materials necessary for the SCM or designee to operate software;
B. The software source and object programs and documentation can be delivered on mutually agreeable media. Installation packages for third party software products licensed by the Contractor shall be included; and
C. These materials shall allow DCF’s CSOC to do the following:
1. Continue operations in the event the Contractor becomes unable to perform; and
2. Confirm that only authorized software and procedures are employed with the system.

Each deposit shall be clearly labeled with the content and date.

The State shall have an irrevocable, nonexclusive, non-transferable, paid-up right and license to continue use of the deposited source code for the uses specified in this Contract pursuant to the State of New Jersey’s General Records Schedule.

[bookmark: _Toc228524293]CONTRACT COMPLIANCE
Time is of the essence with respect to all provisions of this Contract and plans or schedules produced pursuant to this Contract that specify a time for performance provided; however, that the foregoing shall not be construed to limit or deprive a party of the benefits of any grace or use period allowed in this Contract.

The Contractor shall respond to electronic, hard copy mail, or fax requests for PA within one (1) Business Day of receipt of request. Noncompliance may result in formal complaint filed against the Contractor with the Division’s Contract Compliance and Audit Unit (CCAU). 

The Contractor shall comply with all requirements and performance standards described in this Bid Solicitation. Noncompliance may result in formal complaint filed against the Contractor with the Division’s CCAU, which may ultimately lead to termination of the Contract for cause.

[bookmark: _Toc228524294]BEGINNING-OF-CONTRACT MOBILIZATION PLAN

[bookmark: _Toc228524295]4.25.1	MOBILIZATION PERIOD
The Contractor shall meet with DCF’s CSOC to establish the following Deliverables and priorities. The Contractor shall:
A. [bookmark: _Int_yYOD3fop]Meet within five (5) business days of the Contract award;
B. Sign a Business Associate Agreement (BAA) with DCF/CSOC prior to accessing any Protected Health Information (PHI) (refer to Bid Solicitation Exhibit C, DCF Business Associate Agreement [BAA]);
C. [bookmark: _Int_7U0jsyVJ]Define the Project Management Team, the communication paths between the State and Contractor staff, and reporting standards;
D. [bookmark: _Int_CgCFEddr]Establish communication protocols between the Contractor, DCF’s CSOC, and the current awarded Contractor for T1932 - Contracted System Administrator for New Jersey Division Children's System of Care;
E. Confirm Contractor’s approved Work Model and related planning;
F. Establish a Mobilization Plan, including a schedule for key activities and milestones; and
G. Define expectations for content and format of Contract Deliverables.

These issues shall be addressed collaboratively, but the ultimate decision regarding each shall be within the sole discretion of DCF’s CSOC.

[bookmark: _Toc228524296]4.25.2	MOBILIZATION PLAN REQUIREMENTS
Upon Contract award, the awarded Contractor shall immediately begin to collaborate with DCF’s CSOC and the outgoing contractor for T1932 - Contracted System Administrator for New Jersey Division Children's System of Care to work toward a seamless transition. DCF’s CSOC is planning for a transition and mobilization period of up to 180 calendar days.

[bookmark: _Int_5a0azHgt]The Contractor shall develop and submit to the SCM a comprehensive, written Mobilization Plan to the SCM which must include timelines.

[bookmark: _Int_gIATQrpD]The Mobilization Plan will be used to monitor progress throughout the transition and mobilization period.

[bookmark: _Int_DS56hXYb]The Contractor’s Work Model will be finalized by DCF’s CSOC within ten (10) business days of the Contract award (see Bid Solicitation Section 4.3.2, Work Model Requirements, for details). Upon receipt, the approved Work Model shall be incorporated within the Contractor’s Mobilization Plan.

[bookmark: _Int_GDb4TTav]The Mobilization Plan must clearly address all changes that shall be necessary for operational readiness, and that  meet the requirements of this Bid Solicitation and any proposed innovations offered by the Contractor in its bid proposal as accepted by DCF’s CSOC.

[bookmark: _Int_KO9FFDVK]The Mobilization Plan must clearly specify the Contractor’s expectations if any work is to be performed by DCF’s CSOC.

The Mobilization Plan must specify milestone dates and Deliverables for all tasks during the transition and mobilization period. The plan must also outline the timeline for critical milestones for the changeover from the incumbent Contractor. 

[bookmark: _Int_IMvsqMp7]The Contractor shall describe in detail how it shall meet implementation deadlines in its Mobilization Plan to ensure that the transition is seamless and that there is no material adverse effect upon the State’s Youth and families.

[bookmark: _Int_Viekuhab]The Contractor shall submit the Mobilization Plan with all the elements contained in this section to DCF’s CSOC for review and approval no later than 30 calendar days from Contract Award.

[bookmark: _Hlk219282667]The Contractor shall include in the Mobilization Plan the work descriptions and plan including, at a minimum, the following components:
A. [bookmark: _Int_VABKxa4E]Schedules and timetables for implementation of the transition;
B. [bookmark: _Int_TR9Ve5hJ]A detailed description of the transition and mobilization methods;
C. [bookmark: _Int_au3v39Rx]A descriptive plan that meets all administrative startup requirements;
D. Communication and Marketing Plan (refer to Bid Solicitation Section 4.4.3, Communication and Marketing Plan);
E. [bookmark: _Int_qFkbsIzJ]Human Resources and Staffing Plan; this plan must identify staff associated with each task (refer to Bid Solicitation Section 4.3.3, Human Resources and Staffing Plan); 
F. [bookmark: _Int_lWnMONln]Work Model Plan (refer to Bid Solicitation Section 4.3.2, Work Model Requirements);
G. [bookmark: _Int_OQikYPac]Training Plan and Orientation Plan for State staff, Providers, stakeholders including, but not limited to, DCP&P, CMO, MRSS, and FSO (refer to Bid Solicitation Section 4.3.4, Training and Orientation Plan);
1. [bookmark: _Int_f7yKuxBU]This shall include a materials and documentation plan for written materials including handbooks and procedure manuals, etc.;
H. [bookmark: _Int_qZoN0v7T]Details relating to facilities acquisition and installation, including the transfer of hard copy records;
I. [bookmark: _Int_QEJb8Z7l]Identifying Health Insurance, Accessing Benefits, and Establishing Medical Eligibility Plan (refer to Bid Solicitation Section 4.3.5, Identifying Health Insurance, Accessing Benefits, and Establishing Eligibility);
J. Fiscal Requirements and Accountability Plan (refer to Bid Solicitation Section 4.3.6, Fiscal Requirements and Accountability);
K. [bookmark: _Int_NbGtZ8ZV]Cost Avoidance Plan (refer to Bid Solicitation Section 4.3.5.2, Coordinating Third-Party Liability and Other Health Care Coverage);
L. [bookmark: _Int_O9WVVSAF]Customer Service and Call Center Plan (refer to Bid Solicitation Section 4.4, Customer Service and Call Center);
M. [bookmark: _Int_wTWaFNEC]UM Plan (refer to Bid Solicitation Section 4.5.1, Utilization Management [UM]);
N. [bookmark: _Int_AZG2WvVg]OM Plan (refer to Bid Solicitation Section 4.5.1.2, Outlier Management);
O. [bookmark: _Int_06fdWjGx]Care Coordination Plan for all populations (refer to Bid Solicitation Section 4.15, Care Coordination Requirements);
P. [bookmark: _Int_zsmCKbKp]AHH Implementation Plan (refer to Bid Solicitation Section 4.9, DCF Adolescent Housing Hub);
Q. [bookmark: _Int_4R1Ch2nL]OOH Treatment bed tracking, linkage plan, and Authorization process;
R. [bookmark: _Int_NDYInaSq]Care Plan development and implementation (refer to Bid Solicitation Section 4.5.1.5.5, Care Plans);
S. [bookmark: _Int_wryWjqU9]I/DD Eligibility Determination Plan (refer to Bid Solicitation Section 4.8, I/DD Eligibility and Services);
T. [bookmark: _Int_4UNZcnSz]I/DD Family Support Services Plan (refer to Bid Solicitation Section 4.8.1, I/DD FSS);
U. [bookmark: _Int_TD6LJbye]Services for Youth involved in the DCP&P;
V. [bookmark: _Int_RcMah5n8]Quality and Outcome Management and Systems Measurement Plan (refer to Bid Solicitation Section 4.17, Measurement, Monitoring, and Performance Improvement);
W. [bookmark: _Int_23DtttO9]Complaints, Reconsiderations, and Appeals Plan, including transitioning pending cases (refer to Bid Solicitation Section 4.18, Complaints, Reconsiderations, and Appeals);
X. [bookmark: _Int_dj3Rvjjv]Support for Network Development Plan (refer to Bid Solicitation Section 4.19, Support for Network Development);
Y. [bookmark: _Int_CW7f0PlA]MIS Project Plan and all sub-plans, including data conversion reports and interface plans, hardware and equipment acquisition and installation, operating system and software installation, systems testing, etc. (refer to Bid Solicitation Section 4.22.1, MIS Overview);
Z. [bookmark: _Int_nl8QLljJ]Business Continuity, Disaster Recovery, and Risk Management Plan (refer to Bid Solicitation Section 4.23.2, MIS Business Continuity, Disaster Recovery, and Risk Management); 
AA. [bookmark: _Int_m5fg4uPD]Website Communication Plan (refer to Bid Solicitation Section 4.4.5, Website);
AB. [bookmark: _Int_4NJ7UEIH]Property and Inventory Plan (refer to Bid Solicitation Section 4.27.3, State Property at End-of-Contract, Section 4.27.11, Equipment Purchased, and Section 5.4, Ownership of Material);
AC. Contract Compliance Plan (refer to Bid Solicitation Section 4.24, Contract Compliance); and
AD. Financial Reporting Plan (refer to Bid Solicitation Section 4.3.1, Audit Reviews, Section 4.3.1.1, Auditing, and Section 4.3.1.2, Corporate and Fiscal Records to be Provided to the State).

In addition to those items specifically enumerated above, the Contractor shall develop and execute plans that ensure completion of all necessary tasks, explicit or implicit, assigned to the Contractor by this Bid Solicitation.

4.25.2.1	MOBILIZATION PLAN FLOW DIAGRAMS
[bookmark: _Int_JaHF7wDi]The Contractor shall prepare and submit to CSOC in its Beginning-of-Contract Mobilization Plan its draft comprehensive set of flow diagrams that clearly depict the proposed final work operations including, but not limited to, client flow, workflow, Authorizations, and Provider payment process.

The client flow diagram shall aid in the understanding of how the Contractor will perform work and support training.

The level of detail in these diagrams must be sufficient to communicate to the public and Providers their role in the DCF’s CSOC process. With a goal to maximize clarity, the Contractor is free to choose the graphical technique for diagram creation.

4.25.2.2	MIS MOBILIZATION PROJECT MANAGEMENT REQUIREMENTS
The Contractor shall establish a Mobilization Planning Team comprised of management, technical, and operational staff.

The Contractor’s Project Management Team will work in conjunction with the DCF Project Management Team comprised of management and technical staff from DCF’s IT and CSOC offices to oversee the MIS transition and mobilization:

S. The PMT and SCM (or designee) shall report to the CSOC MIS Application Governance Committee and be part of the outgoing T1392 contractor’s End-of-Contract Transition Planning Team, which has overall responsibility for oversight of complete transition to the Contractor; and
T. The PMT shall provide project management and a minimal number of mobilization staff support.

The Contractor shall staff for management, mobilization, and technical needs so that the operational needs of this Contract are met.

The Contractor shall provide a project update to the PMT no less than once a week during project mobilization, or more frequently as requested by DCF’s CSOC.

The Contractor shall perform the following activities related to the transition from the outgoing contractor for T1932 - Contracted System Administrator for New Jersey Division Children's System of Care MIS to the new MIS:

1. Develop, update, and maintain a Project Plan and manage the transition to the new MIS using that plan;
V. Design, develop, test, document, and execute a conversion program to successfully convert data elements from the existing dataset into the new MIS;
W. Design, develop, test, document, and successfully implement the required interfaces, as designated by DCF’s CSOC approval;
X. Design, develop, test, document, and successfully implement all required reporting functionality;
Y. Train all end users on the use of the MIS and provide training documents/materials; and
Z. Provide technical training, documentation, and knowledge transfer to the State’s technical staff.

[bookmark: _Toc228524297]4.25.3	MIS PLAN REQUIREMENTS
The Contractor shall develop the below-mentioned MIS plans as part of the overall Mobilization Plan as described in Bid Solicitation Section 4.25.2, Mobilization Plan Requirements. All plans must be submitted to the SCM or its designee for approval prior to implementation. Once the plans are approved, the Contractor shall perform tasks in accordance with the Bid Solicitation and within agreed upon time frames.

Upon Contract award, the Contractor shall provide a final organizational chart for their staff that includes staff names, titles, functions, reporting relationships, contact information, and, if a hybrid/remote Work Model is pursued, an identification of each staff person’s work location (on-site or remote/hybrid):

1. The final organizational chart shall identify personnel that are dedicated to the State mobilization; as well as operations and positions that are shared with other customers;
AB. It shall also include the number of additional staff that will be hired and whether they are dedicated to the State or shared with other customers; and
AC. If shared with other customers, the Contractor shall provide the percentage of time the staff is dedicated to this Contract.

[bookmark: _Toc228524298]4.25.4	CONTRACTOR’S PM
[bookmark: _Int_hu02uyzs][bookmark: _Int_6HMVmMdG]The Contractor’s Executive Director shall serve as the PM. CSOC may approve the provision of a temporary full-time PM to serve in the position in the event the Executive Director position is vacant at the inception of planning discussions.

The PM shall have overall responsibility for successful completion of Contractor responsibilities, overseeing and monitoring the Contractor’s staff on a day-to-day basis as they undertake project activities:
A. [bookmark: _Int_aLee6Icu]The PM shall also work closely with the SCM and assist in coordinating State resources; 
B. The PM or designated Contractor staff shall maintain the Project Plan; and
C. [bookmark: _Int_dLIngUQr]The PM shall remain at the primary point of contact for the SCM throughout the duration of the Contract award.

The PM shall create a Project Plan, which should be updated weekly, to facilitate an operational program within the time frames established in the Contract:
A. [bookmark: _Int_UF47cLf9]All State tasks and resource requirements must have prior approval by the SCM before the Project Plan is considered final; and
B. The Project Plan shall be made available electronically to all participating parties using web-accessible collaborative software.

The PM and relevant staff shall meet with and provide project status updates to the SCM and other State staff:
A. [bookmark: _Int_zmpzIEvs]The purpose of the status meetings is for the Contractor to communicate actual progress, identify challenges, recommend courses of action, and obtain approval for making modifications to the Project Plan;
B. In conjunction with the project status meetings, the Contractor shall provide written status reports to the SCM at least once a week during transition. This status report shall include, but not be limited to, the following:
1. [bookmark: _Int_qUXr2C7C]Updated Project Plan and Responsibility Matrix;
2. [bookmark: _Int_DoicTMfx]Tasks that are behind schedule;
3. [bookmark: _Int_brqYDl3Y]Dependent tasks for tasks that are behind schedule;
4. [bookmark: _Int_0NqADVbx]Items requiring the SCM’s attention;
5. [bookmark: _Int_QJ8C0Af8]Anticipated staffing changes;
6. [bookmark: _Int_V78rU7Os]Outstanding issues, current status, and plans for resolution;
7. [bookmark: _Int_9AtPwPTY]Any issues that can affect schedules;
8. [bookmark: _Int_XYxyUyQV]Any issues that can delay or impact the completion of the project;
9. Identification, time frames, critical path effects, resource requirements and materials for unplanned in scope items; and
10. Risks and Risk Mitigation Strategies;
C. The Contractor shall also provide an overall Project Communication Plan, the purpose of which is to keep project management and staff informed about all information needed to complete assigned responsibilities, as well as to keep all system stakeholders proactively informed on the progress of the project.

[bookmark: _Toc228524299]4.25.5	CONTRACTOR’S STAFFING DURING TRANSITION AND MOBILIZATION PHASES
[bookmark: _Int_eTerx9XL]The Contractor may interview any staff members of the previous contractor for T1932 - Contracted System Administrator for New Jersey Division Children's System of Care that request a job interview and may consider hiring employees of the current awarded contractor for T1932 - Contracted System Administrator for New Jersey Division Children's System of Care.

[bookmark: _Int_B1kU36UM]The Contractor shall ensure that employees hired from the outgoing contractor for T1932 - Contracted System Administrator for New Jersey Division Children's System of Care shall have employment start dates commencing after the outgoing contractor for T1932 - Contracted System Administrator for New Jersey Division Children's System of Care Contract termination date or after the mobilization period, whichever is later.

[bookmark: _Int_YyvlY0g4]Also, interviews with the staff of the outgoing contractor for T1932 - Contracted System Administrator for New Jersey Division Children's System of Care shall be conducted in a way so as to avoid any interference with performance of the contractual responsibilities of the outgoing contractor for T1932 - Contracted System Administrator for New Jersey Division Children's System of Care.

[bookmark: _Int_44dlTvB5]The Contractor shall have sufficient personnel working and operating from a commutable distance from the Trenton, New Jersey area during the transition and mobilization period, which shall be reflected within the Contractor’s Work Model Plan. During this mobilization period, Contractor personnel shall be available to meet either virtually or face-to-face as deemed necessary by the State.

Should the Contractor determine that additional staff are necessary to complete tasks assigned to the State, the Contractor may propose, subject to the approval of DCF’s CSOC, that it shall retain necessary subcontractors to supplement the assigned State staff during the mobilization period.

During the time the Contractor’s MIS application is modified for the DCF’s CSOC, there is an expectation that the Contractor’s development staff will be working on site in New Jersey, Monday through Friday 8:00 am to 6:00 pm (eastern time), to facilitate communications.

[bookmark: _Toc228524300]4.25.6	TRANSITIONING OF YOUTH AND OPERATIONS
[bookmark: _Int_XfHeXwre]The Contractor shall hold at least six (6) meetings, each meeting one (1) hour in duration, with DCF’s CSOC, the outgoing contractor for T1932 - Contracted System Administrator for New Jersey Division Children's System of Care, and CSOC Providers, to develop and implement a Service Transition Plan that the Contractor shall then execute in practice.

The Service Transition Plan must include the following:
A. [bookmark: _Int_mu3hpm7M]Provide service information, emergency telephone numbers, and instructions on how to obtain additional services to all active Youth receiving services through the outgoing contractor for T1932 - Contracted System Administrator for New Jersey Division Children's System of Care;
B. [bookmark: _Int_etCmdeJx]How the Contractor shall work with the outgoing contractor for T1932 - Contracted System Administrator for New Jersey Division Children's System of Care to transition all pending Reconsiderations, Appeals, and Customer Service cases to assure timely resolution;
C. Identification of a sufficient number of qualified staff to meet filing deadlines and attend all court or administrative proceedings, if needed; and
D. Plan for training all users on how to use the new system prior to system implementation.

[bookmark: _Toc228524301]4.25.7	TRANSITIONING OF MIS SYSTEM
[bookmark: _Int_cxusIy6t]The Contractor shall successfully complete a parallel run of the Contractor’s MIS with the MIS system of the outgoing contractor for T1932 - Contracted System Administrator for New Jersey Division Children's System of Care prior to implementation. The parallel run shall represent a complete cycle for a week, including the weekend, of all major functions.

All major systems and interfaces within the Contractor’s MIS shall be demonstrated to the State to be functional prior to implementation.

Any proposed Contractor system must be thoroughly tested and validated before implementation.

[bookmark: _Toc228524302]OPERATIONAL AND FINANCIAL READINESS
[bookmark: _Int_FjLCDJd3]Upon DCF’s CSOC’s request, and subject to its prior approval, the Contractor shall develop and implement a Corrective Action Plan (CAP) in response to deficiencies identified.

[bookmark: _Int_0xgCgNbQ]The Contractor shall commence operations only if all CAP requirements are met to DCF’s CSOC’s satisfaction and approved in writing.

At a minimum, the Contractor shall cooperate with DCF’s CSOC to review the following areas:
A. [bookmark: _Int_2PgoI9Hq]Staffing adequacy;
B. [bookmark: _Int_HOzxGdxX]Call Center functionality;
C. [bookmark: _Int_KJLHDYbs]Customer Service;
D. [bookmark: _Int_WHgwUtPp]Collaboration with DCP&P;
E. [bookmark: _Int_O9HU29G6]Knowledge of, and access to, available community resources and providers;
F. [bookmark: _Int_KtYNWzCr]System users are trained and ready to input data into the system;
G. [bookmark: _Int_AawLrMgv]QM;
H. [bookmark: _Int_HG5ccBHS]UM;
I. [bookmark: _Int_Wc7G7PQR]Care Coordination;
J. [bookmark: _Int_GqPrvrLy]Financial Management;
K. [bookmark: _Int_zFTYvuSf]Information processing and system testing;
L. [bookmark: _Int_lX70h85b]Transition of all information for Youth with behavioral health, Intellectual and/or Developmental Disabilities, and Substance Use challenges;
M. [bookmark: _Int_QZtlw0C1]Routine communications with Youth and families;
N. [bookmark: _Int_QZsgjJyc]Routine communication with Provider community;
O. [bookmark: _Int_aI0V3gYY]Continuity of care for Youth;
P. Continuity of pending Grievance, Appeal, and Customer Service cases; and
Q. All major operational functions of the Contractor’s program are successfully tested.

[bookmark: _Toc228524303]END-OF-CONTRACT TRANSITION
The Contract resulting from this Bid Solicitation will either be rebid at the end of its term, or all work will be transitioned to the DCF’s CSOC. If a contractor other than the awarded Contractor is awarded this next contract, or if the work is to be assumed by CSOC, then it will be necessary for the Contractor to transition the work of this Contract to the awardee or to DCF’s CSOC. This section specifies the work the Contractor shall perform to transition work to a future contractor or to DCF’s CSOC at the end of the Contract.
[bookmark: _Toc228524304]4.27.1	TURNOVER AT END OF CONTRACT
The Contractor shall ensure a smooth turnover upon the termination or end of the Contract. The Contractor shall prepare, submit, and execute a detailed End-of-Contract Transition Plan that outlines the Contractor’s hand-off process to a future contractor within 30 calendar days after the public notice of the award to a replacement. 

The End-of-Contract Transition Plan shall be subject to review and prior approval from the SCM or designee.

[bookmark: _Toc228524305]4.27.2	GENERAL TASKS FOR END-OF-CONTRACT TRANSITION PLANNING
[bookmark: _Int_MJo2bTth]The Contractor shall cooperate with DCF’s CSOC during the planning and transition of Contract responsibilities from the Contractor to a future contractor or to the DCF’s CSOC.

[bookmark: _Int_W4fyXGtD]The Contractor shall ensure that normal service is not interrupted or delayed during the remainder of the Contract and the transition planning by all parties shall be cognizant of this obligation.

[bookmark: _Int_bEZLrNIy]The End-of-Contract Transition Plan must include a realistic schedule and timeline to hand-off responsibilities to the future Contractor. This should anticipate a period of time when the Contractor and the future contractor are active at the same time while the future contractor prepares to assume work.

[bookmark: _Int_iQw3BEZl]The End-of-Contract Transition Plan must identify the staff that shall be utilized during the hand-off of duties and their responsibilities such that there shall be clear lines of responsibility between the Contractor, the future contractor, and the State. 

[bookmark: _Int_VRZYsZdv]Five (5) calendar days in advance of the beginning of each month, the Contractor shall provide a staffing plan for the transition period operation.

[bookmark: _Int_g2uNBRW2]The End-of-Contract Transition Plan shall specify the actions that shall be taken by the Contractor to cooperate with the future contractor and the State to assure a smooth and timely transition to the future contractor.

[bookmark: _Int_Xb3UDeRg]The Contractor shall participate in all transition meetings and teleconferences to ensure that all parties meet and work out roles and responsibilities during the Contract hand-off period in an amicable and cooperative way.

The Contractor shall complete all work in progress and all tasks called for by the turnover plan prior to final payment to the Contractor.

Briefing State staff and subsequent Contractor staff on all aspects of the operation of the existing Contractor system shall be a prerequisite to final payment.

[bookmark: _Toc228524306]4.27.3	STATE PROPERTY AT END OF CONTRACT
[bookmark: _Int_pWaN0J6H]All material defined in Bid Solicitation Section 5.4, Ownership of Material, of this Contract is the property of the State. In addition, all physical property purchased by the Contractor with State funds from this Contract for use in this Contract, such as, but not limited to, telephones, computers, desks, chairs, etc. is the property of the State. Within 30 calendar days after award of a Contract to a future contractor, the Contractor shall identify, assess the condition of, and inventory all property in the possession of the Contractor that is the property of the State.

[bookmark: _Int_ID1awdRy]The written inventory shall include the proposed value of such equipment. The Contractor will determine the proposed value based on the cost and any depreciation.

[bookmark: _Int_U5Oxd8x8]The Contractor shall agree to transfer State property to the future contractor if the future contractor desires to use all or part of the State-owned property.

[bookmark: _Int_Vh0TvOlv]In addition, the Contractor may negotiate a sale of the Contractor’s property that is not the property of the State with the replacement Contractor if the future contractor so desires to use all or part of the inventory.

[bookmark: _Int_y2el3pWu]All State property or Contractor property to be transferred to the future contractor or to DCF’s CSOC shall be in an, “as is,” condition.

[bookmark: _Int_bV0sueAj]All property must be made available within 14 calendar days of the Contract’s termination date. The Contractor shall cooperate fully in planning and implementing the transfer, with the most updated files.

[bookmark: _Int_7cHFtIFQ][bookmark: _Int_HM7T5sDh]The Contractor shall identify and provide all technical information about the State-owned property including computerized formats of the property, the technical specifications, procedural manuals and database programs as otherwise required by the Contract. The Contractor shall provide complete information on the Contractor-owned programs that have historically had interfaces with State-owned property, but not including any related proprietary information or the programs themselves, unless such programs are the property of the State.

[bookmark: _Toc228524307]4.27.4	DATA TRANSFER AT END OF CONTRACT
The Contractor shall develop and execute a methodology 30 calendar days prior to end of Contract including, but not limited to:
A. [bookmark: _Int_WSwxRH8m]A full export of the database;
B. [bookmark: _Int_qhzhp1Ih]A list of the schemas;
C. [bookmark: _Int_rN8hYYJq]The physical and logical data models; 
D. [bookmark: _Int_bley6FCq]The data dictionary; and
E. The source code.

[bookmark: _Int_D5nbs4YA]The Contractor shall transfer all data and information stored in all Contractor databases and information systems (including backup copies in any medium located at the Contractor’s site and in offsite storage).

[bookmark: _Int_OsPt01Vz]The Contractor shall provide extracts in formats specified by the State.

[bookmark: _Int_YXkUuhkf]The Contractor shall assist in the data mapping and, if assistance is necessary, to the transition of the data.

[bookmark: _Int_OjA2IA6j]The Contractor shall work with the State and future contractor to ensure the successful import or conversion of data into any system owned, maintained, or used by the State or the future contractor.

[bookmark: _Int_ml0uVPQc]In the event that data or case information is lost during transition, the Contractor shall restore the data or case information and shall re-transmit that information to the future contractor until the transmission is successful.

[bookmark: _Int_ZH1Ypvdp]At the end of the Contract, a final, updated dataset must be delivered to the State.

The Contractor shall provide experienced technical support professionals with knowledge of the Contractor’s application to work with DCF’s CSOC and the future contractor to complete data mapping to the future contractor’s system.

After data and services are completely transitioned to the future contractor, data shall be purged from the Contractors’ systems in accordance with policies outlined in the State Information Security Manual (please refer to Bid Solicitation Section 4.21, Security and Confidentiality) with certification of such. This action shall be completed within six (6) months of the transition.

[bookmark: _Toc228524308]4.27.5	SHARING OF MATERIALS WITH THE REPLACEMENT CONTRACTOR AT END OF CONTRACT
As a condition of the future contractor receiving any of the above information and materials from the Contractor, the State and/or DCF’s CSOC will arrange for the future contractor to execute a Confidentiality and Non-Disclosure Agreement.

[bookmark: _Toc228524309]4.27.6	COMMUNICATION AT END OF CONTRACT
The End-of-Contract Transition Plan shall outline recommended methods and processes to inform Contractor employees, State employees, customers, providers/stakeholders, the media (that is, information that may be prepared by the Contractor, but released by DCF’s CSOC), and others that there shall be a transition to a future contractor.

[bookmark: _Int_f8YNICcK]The Contractor shall not provide outside communications, press releases, or articles with respect to the New Jersey operations, data, systems or infrastructure without explicit written permission from DCF’s CSOC.

The Contractor shall not use the State’s name, logos, images, data or reports arising from this Contract as a part of any commercial advertising without first obtaining the prior written consent of DCF’s CSOC and the State.

[bookmark: _Int_xUE9yeZN]The Contractor shall provide mailings of notification letters or email notifications to Providers and interested parties as designated by DCF’s CSOC regarding the changes that shall occur during transition to a future contractor. Such mailings shall be as provided as part of the Contract and at no additional cost to the State.

[bookmark: _Int_HQCNlSkQ]The Contractor shall handle a high volume of calls following a notification of Contract award to a future contractor, and the Contractor shall give Providers a standard response approved by DCF’s CSOC regarding the award of the contract to a future contractor. These notifications shall be in addition to, and coordinated with, notifications that may be issued by the future contractor.

The Contractor will be copied on any notifications in order to help them be prepared to handle a high volume of calls following a notification by DCF’s CSOC to Providers and interested parties regarding the changes that shall occur during transition to a future contractor.

The Contractor shall inform DCF’s CSOC immediately of all media inquiries so that DCF’s CSOC can determine how and by whom responses shall be made.

[bookmark: _Toc228524310]4.27.7	COMPLETION OF WORK ITEMS AND PENDING TASKS AT END OF CONTRACT
[bookmark: _Int_aP3zlAKk]The Contractor shall complete all work in progress and all tasks called for by the End-of-Contract Transition Plan prior to final payment to the Contractor.

DCF’s CSOC shall retain the last two (2) months payments until all end-of-Contract tasks are complete.

[bookmark: _Int_tUlBTQr9]If it is not possible to resolve all issues during the End-Of-Contract transition period, the Contractor shall list all unidentified or held items that could not be resolved prior to termination of the Contract and provide an inventory of open customer service requests along with all supporting documentation. The Contractor shall specify a process to brief the future contractor on issues before the hand-off of responsibilities, and it will be the future contractor’s responsibility to assume those outstanding matters if the Contractor and DCF’s CSOC so elects. In order to resolve pending items, the future contractor will be directed by the State to enter into a records custodial agreement with the Contractor for the duration of the transition period.

[bookmark: _Toc228524311]4.27.8	END-OF-CONTRACT TRANSITION PLANNING TEAM AND DELIVERABLES
[bookmark: _Int_lp04CGEw]The Contractor shall participate in a transition planning team as established by DCF’s CSOC at the end of the Contract. The Contractor’s transition planning team shall include program evaluation staff and program monitoring staff, as well as staff that supports all automated and computerized systems and databases.

[bookmark: _Int_Hn033DPr]The End-of-Contract Transition Planning Team shall include members from the future contractor to mirror the Contractor’s transition team staff.

The Contractor shall provide the End-of-Contract Transition Planning Team with an End-of-Contract Transition Action Plan within 30 calendar days after the public notice of the award to a future contractor:
A. The End-of-Contract Transition Action Plan shall only consist of the Contractor’s transition-related tasks and shall be maintained by the Contractor throughout the End-of-Contract Transition period; and
B. [bookmark: _Int_x1c7zhbn]The End-of-Contract Transition Action Plan shall consist of a matrix listing each transition and Contract hand-off task, the functional unit and the person, agency, or Contractor responsible for the task, the start and deadline dates to complete the planned task, and a place to record completion of the task.

[bookmark: _Int_roUickVE]The Contractor’s End-of-Contract Transition Action Plan shall not consist of, nor shall the Contractor be responsible for, developing or maintaining any mobilization tasks associated with the future contractor, the State, or DCF’s CSOC. Any tasks associated with the mobilization activities for the future contractor; the State, or DCF’s CSOC will be the responsibility of the future contractor, the State, or DCF’s CSOC, respectively.

The Contractor shall perform all work specified in the plan in a timely and professional manner. Some examples of the detailed tasks and plans that must be in the End-of-Contract Transition Action Plan include, but are not limited to, the following:

A. [bookmark: _Int_eoiOa8TL]Communication of key events that must occur between and among members of the End-of-Contract Transition Planning Team that are necessary to complete the transition hand-off and assure that all Transition Planning Team members are informed of key events;
B. [bookmark: _Int_wr4DOIUU]Plans for meetings and processes that are needed to resolve any pending matters such as billing disputes, case updates, and Authorizations during the transition period;
C. [bookmark: _Int_PWgmViSb]Plans for the automated transfer of State data including extracts of case data, eligibility data, and Authorization data, consistent with HIPAA and 42 CFR Part 2;
D. Detailed plans for transferring program operations to the future contractor or DCF’s CSOC as of the end of the transition period; and
E. A plan to transfer the toll-free phone number utilized by the Contractor to the future contractor. The plan must include the method of how calls shall immediately be transferred to the future contractor when it is agreed upon by all parties to hand-off duties at the end of the transition to the future contractor, subject to the resolution of outstanding matters noted in the prior paragraph.

[bookmark: _Toc228524312]4.27.9	END-OF-CONTRACT COMMUNICATIONS AND STAFF RETENTION
[bookmark: _Int_cQlaXxkG]The Contractor shall develop a plan on how to best inform and keep employees during the transition.

[bookmark: _Int_M9w5P2ow]As soon as possible after the Contract award to a future contractor and following notification to staff by Contractor leadership, DCF’s CSOC staff shall be permitted to meet with staff in the presence of Contractor leadership to discuss the transition period. Additional follow-up meetings with staff may be arranged.  Such meetings shall occur at a time and in such a fashion to minimize any interference with the Contractor’s performance of its responsibilities under the Contract.

It is the intention of DCF’s CSOC to require the future contractor to grant an interview to the Contractor’s employees for positions under any future contract and thereby give qualified employees who may lose their jobs the opportunity to apply for positions with the future contractor:

A. [bookmark: _Int_pll8Kc8O]The future contractor shall be under no obligation to hire staff;
B. [bookmark: _Int_OkWTqhm5]The Contractor shall agree to inform its employees through postings in the office of the possible opportunity for a job with the future contractor and the availability of interviews with the future contractor;
C. The future contractor will be required to ensure that employees hired from the Contractor shall have employment start dates commencing after the Contract termination date or transition period, whichever is later; and
D. Interviews shall occur before or after hours or during lunch periods off the premises of the Contractor so as to avoid any interference with Contractor’s performance of its responsibilities under the Contract.

[bookmark: _Int_583o3J0G]The Contractor, with the support of DCF’s CSOC, shall provide reasonable and sufficient retention incentives to encourage Contractor personnel to remain employed through the Contract end date.  These incentives shall be at no additional cost to the State.

The Contractor shall provide weekly personnel counts for each department to the State and DCF’s CSOC during the End-Of-Contract period and inform the State and DCF’s CSOC of the Contractor’s efforts to retain personnel.

The Contractor shall plan for and provide necessary back-up staffing for the New Jersey operation. In the event that the Contractor’s New Jersey staff leave the employment of the Contractor, and the Contractor is not able to recruit regular full time New Jersey staff to backfill, back-up support may be provided by Contractor staff based in other locations as long as such staff is properly licensed as required by the Contract. Resumes of back-up support to be provided pursuant to Bid Solicitation Section 4.4.4, Member Information. To the extent necessary as determined by DCF’s CSOC, on-site placement of temporary staff shall be permitted as long as the licensure requirements are met.

[bookmark: _Toc228524313]4.27.10	BUSINESS CONTINUITY FOR REMAINDER OF CONTRACT TERM (END OF CONTRACT)
The Contractor shall continue to perform work as specified in the Contract during the End-of-Contract transition period in accordance with all the specific performance requirements.

The Contractor shall maintain a presence in New Jersey until the Contract end date.

[bookmark: _Toc228524314]4.27.11	EQUIPMENT PURCHASED
[bookmark: _Int_mAvshXXG]Physical property purchased with funding provided under this Contract shall be the property of DCF’s CSOC, with ultimate title vested in the State:
A. [bookmark: _Int_L7qbp48w]Any disposal of physical property by the Contractor shall be subject to the approval of the DCF’s CSOC; 
B. [bookmark: _Int_GXGRRDsE]The inventory must be consistent with Treasury requirements under Land and Building Asset Management System (LBAM);
C. The Contractor, with the approval of the SCM, shall establish the method of inventory that should include a designation of any property that is State property as such. Personnel who perform the physical inventory shall not be the same individuals who maintain the property records or have custody of the property; and
D. The first annual inventory must be completed no later than the last day of the twelfth (12th) month after Contract initiation, and the annual inventory shall be due each subsequent year on that date.





















































[bookmark: _Toc228524315]GENERAL CONTRACT TERMS
The Contractor shall have sole responsibility for the complete effort specified in this Contract.  Payment will be made only to the Contractor or to the authorized dealers/distributors, if applicable.  The Contractor is responsible for the professional quality, technical accuracy and timely completion and submission of all Deliverables, services or commodities required to be provided under this Contract.  The Contractor shall, without additional compensation, correct or revise any errors, omissions, or other deficiencies in its Deliverables and other services.  The approval of Deliverables furnished under this Contract shall not in any way relieve the Contractor of responsibility for the technical adequacy of its work.  The review, approval, Acceptance or payment for any of the Deliverables, goods or services, shall not be construed as a waiver of any rights that the State may have arising out of the Contractor’s performance of this Contract.

[bookmark: _Toc228524316]CONTRACT TERM AND EXTENSION OPTION
The base term of this Contract shall be for a period of five (5) years.  The anticipated Contract effective date is provided on the “Summary” page of the Bid Solicitation in NJSTART.  If delays in the procurement process result in a change to the anticipated Contract effective date, the Contractor agrees to accept a Contract for the full term of this Contract. 

This Contract may be extended up to three (3) years with no single extension exceeding one (1) year, by the mutual written consent of the Contractor and the Director at the same terms, conditions, and pricing at the rates in effect in the last year of this Contract or rates more favorable to the State.  

[bookmark: _Toc400531508][bookmark: _Toc428533979][bookmark: _Toc32310704][bookmark: _Toc228524317]CONTRACT TRANSITION
1. No Award Made --In the event that a new contract has not been awarded prior to the expiration date for this Contract, including any extensions exercised, then by written notice to the Contractor, the State may exercise its right to transition this Contract for a period of up to 365 Calendar Days (the “Initial Transition Period”).  In the event the State exercises its right pursuant to this Section, then the Contractor shall continue performance under this Contract under the same terms, conditions, and pricing until a new contract is awarded or the Initial Transition Period expires. At no time shall this Initial Transition Period extend more than 365 Calendar Days beyond the expiration date of this Contract, including any extensions exercised, unless in the opinion of the Director, it is in the best interest of the State to extend the Initial Transition Period.
1. New Contract Awarded -- In the event that a new contract has been awarded prior to the expiration date for this Contract, including any extensions exercised , then by written notice to the Contractor the State may transition this Contract (the “NCA Transition Period”) and the Contractor shall continue performance under this Contract, under the same terms, conditions, and pricing, for a period of up to 365 Calendar Days beyond the expiration date of this Contract, including any extensions exercised, or until the new contract(s) can be completely operational, whichever first occurs.

During the transition period, the Contractor will be required to follow all instructions referenced in Bid Solicitation Section 4.27, End-of-Contract Transition.

[bookmark: _Toc209793404][bookmark: _Toc210803920][bookmark: _Toc216183422][bookmark: _Toc216358208][bookmark: _Toc216692306][bookmark: _Toc222752611][bookmark: _Toc118513795][bookmark: _Toc400531563][bookmark: _Toc428534035][bookmark: _Toc32310758][bookmark: _Toc228524318][bookmark: OLE_LINK3][bookmark: OLE_LINK4]PERFORMANCE SECURITY
Not applicable to this procurement.

[bookmark: _Toc209599610][bookmark: _Toc209793407][bookmark: _Toc210803923][bookmark: _Toc216183425][bookmark: _Toc216358211][bookmark: _Toc216692309][bookmark: _Toc222752614][bookmark: _Toc209599611][bookmark: _Toc209793408][bookmark: _Toc210803924][bookmark: _Toc216183426][bookmark: _Toc216358212][bookmark: _Toc216692310][bookmark: _Toc222752615][bookmark: _Toc209599612][bookmark: _Toc209793409][bookmark: _Toc210803925][bookmark: _Toc216183427][bookmark: _Toc216358213][bookmark: _Toc216692311][bookmark: _Toc222752616][bookmark: _Toc209599613][bookmark: _Toc209793410][bookmark: _Toc210803926][bookmark: _Toc216183428][bookmark: _Toc216358214][bookmark: _Toc216692312][bookmark: _Toc222752617][bookmark: _Toc209599614][bookmark: _Toc209793411][bookmark: _Toc210803927][bookmark: _Toc216183429][bookmark: _Toc216358215][bookmark: _Toc216692313][bookmark: _Toc222752618][bookmark: _Toc209599615][bookmark: _Toc209793412][bookmark: _Toc210803928][bookmark: _Toc216183430][bookmark: _Toc216358216][bookmark: _Toc216692314][bookmark: _Toc222752619][bookmark: _Toc209599616][bookmark: _Toc209793413][bookmark: _Toc210803929][bookmark: _Toc216183431][bookmark: _Toc216358217][bookmark: _Toc216692315][bookmark: _Toc222752620][bookmark: _Toc209599617][bookmark: _Toc209793414][bookmark: _Toc210803930][bookmark: _Toc216183432][bookmark: _Toc216358218][bookmark: _Toc216692316][bookmark: _Toc222752621][bookmark: _Toc209599618][bookmark: _Toc209793415][bookmark: _Toc210803931][bookmark: _Toc216183433][bookmark: _Toc216358219][bookmark: _Toc216692317][bookmark: _Toc222752622][bookmark: _Toc209599619][bookmark: _Toc209793416][bookmark: _Toc210803932][bookmark: _Toc216183434][bookmark: _Toc216358220][bookmark: _Toc216692318][bookmark: _Toc222752623][bookmark: _Toc209599620][bookmark: _Toc209793417][bookmark: _Toc210803933][bookmark: _Toc216183435][bookmark: _Toc216358221][bookmark: _Toc216692319][bookmark: _Toc222752624][bookmark: _Toc209599621][bookmark: _Toc209793418][bookmark: _Toc210803934][bookmark: _Toc216183436][bookmark: _Toc216358222][bookmark: _Toc216692320][bookmark: _Toc222752625][bookmark: _Toc209599622][bookmark: _Toc209793419][bookmark: _Toc210803935][bookmark: _Toc216183437][bookmark: _Toc216358223][bookmark: _Toc216692321][bookmark: _Toc222752626][bookmark: _Toc400531513][bookmark: _Toc428533984][bookmark: _Toc32310709][bookmark: _Toc228524319]OWNERSHIP OF MATERIAL
1. State Data – The State owns State Data. Contractor shall not obtain any right, title, or interest in any State Data, or information derived from or based on State Data.  State Data provided to Contractor shall be delivered or returned to the State of New Jersey upon thirty (30) days’ notice by the State or thirty (30) days after the expiration or termination of the Contract.  Except as specifically required by the requirements of the Bid Solicitation, State Data shall not be disclosed, sold, assigned, leased or otherwise disposed of to any person or entity other than the State unless specifically directed to do so in writing by the State Contract Manager.
AG. Work Product; Services – The State owns all Deliverables developed for the State in the course of providing Services under the Contract, including but not limited to, all data, technical information, materials gathered, originated, developed, prepared, used or obtained in the performance of the Contract, including but not limited to all reports, surveys, plans, charts, literature, brochures, mailings, recordings (video and/or audio), pictures, drawings, analyses, graphic representations, print-outs, notes and memoranda, written procedures and documents, regardless of the state of completion, which are prepared for or are a result of the Services required under the Contract. 
AH. Contractor Intellectual Property; Commercial off the Shelf Software (COTS) and Customized Software – Contractor retains ownership of all Contractor Intellectual Property, and any modifications thereto and derivatives thereof, that the  Contractor supplies to the State pursuant to the Contract, and grants the State a non-exclusive, royalty-free license to use Contractor Intellectual Property delivered to the State for the purposes contemplated by the Contract for the duration of the Contract including all extensions.  In the event Contractor provides its standard license agreement terms with its Quote, such terms and conditions must comply with Bid Solicitation Section 1.4, Order of Precedence of Contractual Terms.
AI. Third Party Intellectual Property – Unless otherwise specified in the Bid Solicitation that the State, on its own, will acquire and obtain a license to Third Party Intellectual Property, Contractor shall secure on the State’s behalf, in the name of the State and subject to the State’s approval, a license to Third Party Intellectual Property sufficient to fulfill the business objectives, requirements and specifications identified in the Contract at no additional cost to the State beyond that in the Quote price.  In the event Contractor is obligated to flow-down commercially standard third party terms and conditions customarily provided to the public associated with Third Party Intellectual Property and such terms and conditions conflict with Bid Solicitation requirements, including the SSTC, the State will accept such terms and conditions with the exception of the following:  indemnification, limitation of liability, choice of law, governing law, jurisdiction, and confidentiality.  The Bid Solicitation including the SSTC shall prevail with respect to such conflicting terms and conditions.  In addition, the State will not accept any provision requiring the State to indemnify a third party or to submit to arbitration.  Such terms are considered void and of no effect.  Third party terms and conditions should be submitted with the Quote. If Contractor uses Third Party Intellectual Property, Contractor must indemnify the State for infringement claims with respect to the Third Party Intellectual Property.   Contractor agrees that its use of Third Party Intellectual Property shall be consistent with the license for the Third Party Intellectual Property, whether supplied by the Contractor, secured by the State as required by the Bid Solicitation, or otherwise supplied by the State. 
AJ. Work Product; Custom Software – The State owns all Custom Software which shall be considered “work made for hire”, i.e., the State, not the Contractor, Subcontractor, or third party, shall have full and complete ownership of all such Custom Software.  To the extent that any Custom Software may not, by operation of the law, be a “work made for hire” in accordance with the terms of the Contract, Contractor, Subcontractor, or third party hereby assigns to the State, or Contractor shall cause to be assigned to the State, all right, title and interest in and to any such Custom Software and any copyright thereof, and the State shall have the right to obtain and hold in its own name any copyrights, registrations and any other proprietary rights that may be available. 
AK. State Intellectual Property – The State owns all State Intellectual Property provided to Contractor pursuant to the Contract.  State Intellectual Property shall be delivered or returned to the State of New Jersey upon thirty (30) days’ notice by the State or thirty (30) days after the expiration or termination of the Contract.  The State grants Contractor a non-exclusive, royalty-free, license to use State Intellectual Property for the purposes contemplated by the Contract.  Except as specifically required by the requirements of the Bid Solicitation, State Intellectual Property shall not be disclosed, sold, assigned, leased or otherwise disposed of to any person or entity other than the State unless specifically directed to do so in writing by the State Contract Manager. The State’s license to Contractor is limited by the term of the Contract and the confidentiality obligations set forth in Bid Solicitation Section 6, Data Security Requirements – Contractor Responsibility.
AL. No Rights – Except as expressly set forth in the Contract, nothing in the Contract shall be construed as granting to or conferring upon Contractor any right, title, or interest in State Intellectual Property or any intellectual property that is now owned or licensed to or subsequently owned by or licensed by the State.  Except as expressly set forth in the Contract, nothing in the Contract shall be construed as granting to or conferring upon the State any right, title, or interest in any Contractor Intellectual Property that is now owned or subsequently owned by Contractor.  Except as expressly set forth in the Contract, nothing in the Contract shall be construed as granting to or conferring upon the State any right, title, or interest in any Third Party Intellectual Property that is now owned or subsequently owned by a third party.

[bookmark: _Toc228524320]SUBSTITUTION OF STAFF
If a Contractor needs to substitute any management, supervisory or key personnel, the Contractor shall identify the substitute personnel and the work to be performed.  The Contractor must provide detailed justification documenting the necessity for the substitution.  Resumes must be submitted for the individual(s) proposed as substitute(s) who must have qualifications and experience equal to or better than the individual(s) originally proposed or currently assigned.
The Contractor shall forward a request to substitute staff to the State Contract Manager for consideration and approval.  No substitute personnel are authorized to begin work until the Contractor has received written approval to proceed from the State Contract Manager.
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Not applicable to this procurement. 
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The amount of retainage for this Contract is 10%.  The Using Agency shall retain the stated percentage of each invoice submitted.  At the end of each three (3) month period, the Using Agency shall review the Contractor’s performance.  If performance has been satisfactory, the Using Agency shall release 90% of the retainage for the preceding three (3) month period.  Following certification by the SCM that all services have been satisfactorily performed, the balance of the retainage shall be released to the Contractor.

The Contractor shall complete all work in progress and all tasks called for by the End-of-Contract Transition Plan prior to final payment to the Contractor. DCF’s CSOC shall retain the last two (2) months payments until all end-of-Contract tasks are complete (see Bid Solicitation Section 4.27.7, Completion of Work Items and Pending Tasks at End of Contract, for details.)

[bookmark: _Toc228524323]ELECTRONIC PAYMENTS
With the award of this Contract, the successful Contractor(s) will be required to receive its payment(s) electronically.  In order to receive payments via automatic deposit from the State of New Jersey, the Contractor must complete the EFT information within its NJSTART Vendor Profile.  Please refer to the QRG entitled “Vendor Profile Management – Company Information and User Access” for instructions. 

[bookmark: _Toc228524324]PROCUREMENT EFFICIENCY PROGRAM
A. Quarterly Sales Reporting - The Contractor shall submit a Sales Report documenting all sales made under the Contract.  The Sales Report shall be submitted directly to Periscope no later than thirty (30) Calendar Days after the end of each calendar quarter. The calendar quarters will end March 31, June 30, September 30, and December 31. The Sales Report must contain the following information:  
· Complete and accurate details of all sales, credits, returns, refunds, and the like for the reporting quarter;
· Purchasing entity;
· Total of Procurement Efficiency Program Fee amount due for the reporting quarter;
· Such other information as the State may reasonably request;
· If no sales were made against this Contract during the reporting quarter, then a report shall be submitted showing zero sales and zero Procurement Efficiency Program Fee due; and
· Quarterly Sales Reporting and remittance of the Procurement Efficiency Program Fee shall begin on the first calendar quarter starting after the effective date of the Contract.
B. Procurement Efficiency Program Fee - For all purchases made under this Contract, that have been invoiced, the Contractor shall remit the Procurement Efficiency Program Fee in the amount of one percent (1%) of all Purchases to Periscope acting on behalf of the State of New Jersey. 
C. Remittance of the Procurement Efficiency Program Fee - On a quarterly basis, the Contractor shall remit the Procurement Efficiency Program Fee directly to Periscope no later than thirty (30) days after the end of each calendar quarter. The calendar quarters will end March 31, June 30, September 30, and December 31.  Failure to remit the Procurement Efficiency Program Fee timely and accurately may result in Contract termination as outlined in the “Termination of Contract” clause of the State of New Jersey Standard Terms and Conditions. 
D. NJSTART Marketplace Catalog Enablement - Contractor shall cooperate with State and/or Periscope as requested to upload catalog items and pricing consistent with this Contract. Contractor shall upload catalog within thirty (30) Calendar Days of the date of execution of this Contract. Failure to cooperate will result in the Contractor’s good and/or services not being represented in the NJSTART Marketplace. The Contractor shall ensure that the catalog complies with the scope, and terms and conditions of this Contract. Any identified deviation from the Contract must be corrected immediately. Any catalog that does not comply with the scope and terms and conditions of this Contract can lead to a breach of contract and will be escalated to the Division of Purchase and Property’s Contract Compliance and Audit Unit for review and possible action.  
E. Retention and Inspection of Records and Audit - The Contractor shall keep records of all sales made to all Using Agencies in sufficient detail to enable the State to determine the Procurement Efficiency Program Fee payable by the Contractor. The State and/or Periscope may examine and audit, at its own expense, Contractor’s sales records and Sales Reports for completeness and accuracy. If such examination reveals underpayment of the Procurement Efficiency Program Fee, the Contractor shall immediately pay to Periscope the amount of deficiency. If the examination reveals an underpayment of 5% or more, then the Contractor shall reimburse the State and/or Periscope for the cost of the audit. 

AM. 

[bookmark: _Toc228524325]DATA SECURITY REQUIREMENTS – CONTRACTOR RESPONSIBILITY 

[bookmark: _Toc21352784][bookmark: _Toc22560009][bookmark: _Toc32310652][bookmark: _Toc228524326]SECURITY PLAN
The Contractor shall submit a detailed Security Plan that addresses the Contractor’s approach to meeting each applicable security requirement outlined below, to the State, no later than thirty (30) Calendar Days after the award of the Contract.  The State approval of the Security Plan shall be set forth in writing.  In the event that the State reasonably rejects the Security Plan after providing the Contractor an opportunity to cure, the Director may terminate the Contract pursuant to the SSTC. 

[bookmark: _Toc21352785][bookmark: _Toc22560010][bookmark: _Toc32310653][bookmark: _Toc228524327]INFORMATION SECURITY PROGRAM MANAGEMENT 
The Contractor shall establish and maintain a framework to provide assurance that information security strategies are aligned with and support the State’s business objectives, are consistent with applicable laws and regulations through adherence to policies and internal controls, and provide assignment of responsibility, in an effort to manage risk.  Information security program management shall include, at a minimum, the following:
A. Establishment of a management structure with clear reporting paths and explicit responsibility for information security;
B. Creation, maintenance, and communication of information security policies, standards, procedures, and guidelines to include the control areas listed in sections below;
C. Development and maintenance of relationships with external organizations to stay abreast of current and emerging security issues and for assistance, when applicable; and 
D. Independent review of the effectiveness of the Contractor’s information security program.

[bookmark: _Toc21352786][bookmark: _Toc22560011][bookmark: _Toc32310654][bookmark: _Toc228524328][bookmark: _Toc525032126]COMPLIANCE
The Contractor shall develop and implement processes to ensure its compliance with all statutory, regulatory, contractual, and internal policy obligations applicable to this Contract. Examples include but are not limited to General Data Protection Regulation (GDPR), Payment Card Industry Data Security Standard (PCI DSS), Health Insurance Portability and Accountability Act of 1996 (HIPAA), IRS-1075.  Contractor shall timely update its processes as applicable standards evolve.  
A. Within ten (10) Calendar Days after award, the Contractor shall provide the State with contact information for the individual or individuals responsible for maintaining a control framework that captures statutory, regulatory, contractual, and policy requirements relevant to the organization’s programs of work and information systems;
B. Throughout the solution development process, Contractor shall implement processes to ensure security assessments of information systems are conducted for all significant development and/or acquisitions, prior to information systems being placed into production; and
C. The Contractor shall also conduct periodic reviews of its information systems on a defined frequency for compliance with statutory, regulatory, and contractual requirements. The Contractor shall document the results of any such reviews.

[bookmark: _Toc21352787][bookmark: _Toc22560012][bookmark: _Toc32310655][bookmark: _Toc228524329]PERSONNEL SECURITY 
The Contractor shall implement processes to ensure all personnel having access to relevant State information have the appropriate background, skills, and training to perform their job responsibilities in a competent, professional, and secure manner.  Workforce security controls shall include, at a minimum:
A. Position descriptions that include appropriate language regarding each role’s security requirements;
B. To the extent permitted by law, employment screening checks are conducted and successfully passed for all personnel prior to beginning work or being granted access to information assets;
C. Rules of behavior are established and procedures are implemented to ensure personnel are aware of and understand usage policies applicable to information and information systems; 
D. Access reviews are conducted upon personnel transfers and promotions to ensure access levels are appropriate;
E. Contractor disables system access for terminated personnel and collects all organization owned assets prior to the individual’s departure; and  
F. Procedures are implemented that ensure all personnel are aware of their duty to protect information assets and their responsibility to immediately report any suspected information security incidents.
[bookmark: _Toc525032127]
[bookmark: _Toc21352788][bookmark: _Toc22560013][bookmark: _Toc32310656][bookmark: _Toc228524330]SECURITY AWARENESS AND TRAINING 
The Contractor shall provide periodic and on-going information security awareness and training to ensure personnel are aware of information security risks and threats, understand their responsibilities, and are aware of the statutory, regulatory, contractual, and policy requirements that are intended to protect information systems and State Confidential Information from a loss of confidentiality, integrity, availability and privacy. Security awareness and training shall include, at a minimum:
A. Personnel are provided with security awareness training upon hire and at least annually, thereafter;
B. Security awareness training records are maintained as part of the personnel record;
C. Role-based security training is provided to personnel with respect to their duties or responsibilities (e.g. network and systems administrators require specific security training in accordance with their job functions); and
D. Individuals are provided with timely information regarding emerging threats, best practices, and new policies, laws, and regulations related to information security.
[bookmark: _Toc525032128]
[bookmark: _Toc21352789][bookmark: _Toc22560014][bookmark: _Toc32310657][bookmark: _Toc228524331]RISK MANAGEMENT 
The Contractor shall establish requirements for the identification, assessment, and treatment of information security risks to operations, information, and/or information systems. Risk management requirements shall include, at a minimum:
A. An approach that categorizes systems and information based on their criticality and sensitivity;
B. An approach that ensures risks are identified, documented and assigned to appropriate personnel for assessment and treatment; 
C. Risk assessments shall be conducted throughout the lifecycles of information systems to identify, quantify, and prioritize risks against operational and control objectives and to design, implement, and exercise controls that provide reasonable assurance that security objectives will be met; and
D. A plan under which risks are mitigated to an acceptable level and remediation actions are prioritized based on risk criteria and timelines for remediation are established. Risk treatment may also include the acceptance or transfer of risk.
[bookmark: _Toc525032129]
[bookmark: _Toc21352790][bookmark: _Toc22560015][bookmark: _Toc32310658][bookmark: _Toc228524332]PRIVACY
If there is State Data associated with the Contract, this section is applicable.
1. Data Ownership. The State owns State Data. Contractor shall not obtain any right, title, or interest in any   State Data, or information derived from or based on State Data.
AO. Data usage, storage, and protection of Personal Data are subject to all applicable international, federal and state statutory and regulatory requirements, as amended from time to time, including, without limitation, those for HIPAA, Tax Information Security Guidelines for Federal, State, and Local Agencies (IRS Publication 1075), New Jersey State tax confidentiality statute,  the New Jersey Privacy Notice found at NJ.gov, N.J.S.A. § 54:50-8, New Jersey Identity Theft Prevention Act, N.J.S.A. § 56:11-44 et. seq., the federal Drivers’ Privacy Protection Act of 1994, Pub.L.103-322, and the confidentiality requirements of N.J.S.A. § 39:2-3.4.  Contractor shall also conform to PCI DSS, where applicable.
AP. Security: Contractor agrees to take appropriate administrative, technical and physical safeguards reasonably designed to protect the security, privacy, confidentiality, and integrity of user information. Contractor shall ensure that State Data is secured and encrypted during transmission or at rest. 
AQ. Data Transmission:  The Contractor shall only transmit or exchange State Data with other parties when expressly requested in writing and permitted by and in accordance with requirements of the Contract or the State of New Jersey. The Contractor shall only transmit or exchange State Data with the State of New Jersey or other parties through secure means supported by current technologies. 
AR. Data Storage:  All data provided by the State of New Jersey or State data obtained by the Contractor in the performance of the Contract must be stored, processed, and maintained solely in accordance with a project plan and system topology approved by the State Contract Manager.  No State data shall be processed on or transferred to any device or storage medium including portable media, smart devices and/or USB devices, unless that device or storage medium has been approved in advance in writing by the State Contract Manager.  The Contractor must not store or transfer State of New Jersey data outside of the United States.
AS. Data Re-Use:  All State Data shall be used expressly and solely for the purposes enumerated in the Contract Data shall not be distributed, repurposed or shared across other applications, environments, or business units of the Contractor.  No State Data shall be transmitted, exchanged or otherwise passed to other contractors or interested parties except on a case-by-case basis as specifically agreed to in writing by the State Contract Manager. 
AT. Data Breach:  In the event of any actual, probable or reasonably suspected Breach of Security, or any unauthorized access to or acquisition, use, loss, destruction, compromise, alteration or disclosure of any Personal Data, Contractor shall: (a) immediately notify the State of such Breach of Security, but in no event later than 24 hours after learning of such security breach; (b) designate a single individual employed by Contractor who shall be available to the State 24 hours per day, seven (7) days per week as a contact regarding Contractor’s obligations under Bid Solicitation Section 6.34, Incident Response; (c) not provide any other notification or provide any disclosure to the public regarding such Breach of Security without the prior written consent of the State, unless required to provide such notification or to make such disclosure pursuant to any applicable law, regulation, rule, order, court order, judgment, decree, ordinance, mandate or other request or requirement now or hereafter in effect, of any applicable governmental authority or law enforcement agency in any jurisdiction worldwide  (in which case Contractor shall consult with the State and reasonably cooperate with the State to prevent any notification or disclosure concerning any Personal Data or Breach of Security); (d) assist the State in investigating, remedying and taking any other action the State deems necessary regarding any Breach of Security breach and any dispute, inquiry, or claim that concerns the Breach of Security; (e) follow all instructions provided by the State relating to the Personal Data affected or potentially affected by the Breach of Security; (f) take such actions as necessary to prevent future Breaches of Security; and (g) unless prohibited by an applicable statute or court order, notify the State of any third party legal process relating to any Breach of Security including, at a minimum, any legal process initiated by any governmental entity (foreign or domestic).
AU. Minimum Necessary. Contractor shall ensure that State Data requested represents the minimum necessary information for the services as described in this Bid Solicitation and, unless otherwise agreed to in writing by the State, that only necessary individuals or entities who are familiar with and bound by the Contract will have access to the State Data in order to perform the work.
AV. End of Contract Data Handling:  Upon termination/expiration of this Contract the Contractor shall first return all State Data to the State in a usable format as defined in the Contract, or in an open standards machine-readable format if not.  The Contractor shall then erase, destroy, and render unreadable all Contractor backup copies of State Data according to the standards enumerated in accordance with the State’s most recent Media Protection policy, https://www.nj.gov/it/docs/ps/NJ_Statewide_Information_Security_Manual.pdf, and certify in writing that these actions have been completed within thirty (30) Calendar Days after the termination/expiration of the Contract or within seven (7) Business Days of the request of an agent of the State whichever should come first.
AW. In the event of loss of any State Data or records where such loss is due to the intentional act, omission, or negligence of the Contractor or any of its Subcontractors or agents, the Contractor shall be responsible for recreating such lost data in the manner and on the schedule set by the State Contract Manager. The Contractor shall ensure that all State Data is backed up and is recoverable by the Contractor. In accordance with prevailing federal or state law or regulations, the Contractor shall report the loss of State data.

[bookmark: _Toc21352791][bookmark: _Toc22560016][bookmark: _Toc32310659][bookmark: _Toc228524333][bookmark: _Toc525032130]ASSET MANAGEMENT 
The Contractor shall implement administrative, technical, and physical controls necessary to safeguard information technology assets from threats to their confidentiality, integrity, or availability, whether internal or external, deliberate or accidental. Asset management controls shall include at a minimum:
1. Information technology asset identification and inventory;
AY. Assigning custodianship of assets; and
AZ. Restricting the use of non-authorized devices.

[bookmark: _Toc21352792][bookmark: _Toc22560017][bookmark: _Toc32310660][bookmark: _Toc228524334][bookmark: _Toc525032131]SECURITY CATEGORIZATION 
The Contractor shall implement processes that classify information and categorize information systems throughout their lifecycles according to their sensitivity and criticality, along with the risks and impact in the event that there is a loss of confidentiality, integrity, availability, or breach of privacy. Information classification and system categorization includes labeling and handling requirements. Security categorization controls shall include the following, at a minimum:
1. Implementing a data protection policy;
BB. Classifying data and information systems in accordance with their sensitivity and criticality;
BC. Masking sensitive data that is displayed or printed; and
BD. Implementing handling and labeling procedures.

[bookmark: _Toc21352793][bookmark: _Toc22560018][bookmark: _Toc32310661][bookmark: _Toc228524335][bookmark: _Toc525032132]MEDIA PROTECTION 
The Contractor shall establish controls to ensure data and information, in all forms and mediums, are protected throughout their lifecycles based on their sensitivity, value, and criticality, and the impact that a loss of confidentiality, integrity, availability, and privacy would have on the Contractor, business partners, or individuals. Media protections shall include, at a minimum:
1. Media storage/access/transportation; 
BF. Maintenance of sensitive data inventories;
BG. Application of cryptographic protections; 
BH. Restricting the use of portable storage devices;
BI. Establishing records retention requirements in accordance with business objectives and statutory and regulatory obligations; and
BJ. Media disposal/sanitization.

[bookmark: _Toc21352794][bookmark: _Toc22560019][bookmark: _Toc32310662][bookmark: _Toc228524336][bookmark: _Toc525032133]CRYPTOGRAPHIC PROTECTIONS 
The Contractor shall employ cryptographic safeguards to protect sensitive information in transmission, in use, and at rest, from a loss of confidentiality, unauthorized access, or disclosure.  Cryptographic protections shall include at a minimum:
1. Using industry standard encryption algorithms;
BL. Establishing requirements for encryption of data in transit;
BM. Establishing requirements for encryption of data at rest; and
BN. Implementing cryptographic key management processes and controls.
[bookmark: _Toc525032134]
[bookmark: _Toc21352795][bookmark: _Toc22560020][bookmark: _Toc32310663][bookmark: _Toc228524337]ACCESS MANAGEMENT 
The Contractor shall establish security requirements and ensure appropriate mechanisms are provided for the control, administration, and tracking of access to, and the use of, the Contractor’s information systems that contain or could be used to access State data. Access management plan shall include the following features: 
1. Ensure the principle of least privilege is applied for specific duties and information systems (including specific functions, ports, protocols, and services), so processes operate at privilege levels no higher than necessary to accomplish required organizational missions and/or functions;
BP. Implement account management processes for registration, updates, changes and de-provisioning of system access;
BQ. Apply the principles of least privilege when provisioning access to organizational assets;
BR. Provision access according to an individual’s role and business requirements for such access;
BS. Implement the concept of segregation of duties by disseminating tasks and associated privileges for specific sensitive duties among multiple people; 
BT. Conduct periodic reviews of access authorizations and controls.
[bookmark: _Toc525032135]
[bookmark: _Toc21352796][bookmark: _Toc22560021][bookmark: _Toc32310664][bookmark: _Toc228524338]IDENTITY AND AUTHENTICATION 
The Contractor shall establish procedures and implement identification, authorization, and authentication controls to ensure only authorized individuals, systems, and processes can access the State’s information and Contractor’s information and information systems. Identity and authentication provides a level of assurance that individuals who log into a system are who they say they are.  Identity and authentication controls shall include, at a minimum:
1. Establishing and managing unique identifiers (e.g. User-IDs) and secure authenticators (e.g. passwords, biometrics, personal identification numbers, etc.) to support nonrepudiation of activities by users or processes; and
BV. Implementing multi-factor authentication (MFA) requirements for access to sensitive and critical systems, and for remote access to the Contractor’s systems.

[bookmark: _Toc21352797][bookmark: _Toc22560022][bookmark: _Toc32310665][bookmark: _Toc228524339][bookmark: _Toc525032136]REMOTE ACCESS 
The Contractor shall strictly control remote access to the Contractor’s internal networks, systems, applications, and services. Appropriate authorizations and technical security controls shall be implemented prior to remote access being established. Remote access controls shall include at a minimum:
1. Establishing centralized management of the Contractor’s remote access infrastructure;
BX. Implementing technical security controls (e.g. encryption, multi-factor authentication, IP whitelisting, geo-fencing); and
BY. Training users in regard to information security risks and best practices related remote access use.
[bookmark: _Toc525032137]
In the event the Contractor shall be approved to utilize State-provided remote access connectivity to conduct work on systems, networks, and data repositories managed and hosted within the New Jersey Garden State Network (GSN) for State approved business, the Contractor shall collaborate with the State in accordance with State defined usage restrictions, configuration/connection requirements, and implementation guidance for remote access into the GSN.

[bookmark: _Toc21352798][bookmark: _Toc22560023][bookmark: _Toc32310666][bookmark: _Toc228524340]SECURITY ENGINEERING AND ARCHITECTURE 
The Contractor shall employ security engineering and architecture principles for all information technology assets, and such principles shall incorporate industry recognized leading security practices and sufficiently address applicable statutory and regulatory obligations. Applying security engineering and architecture principles shall include:
1. Implementing configuration standards that are consistent with industry-accepted system hardening standards and address known security vulnerabilities for all system components; 
CA. Establishing a defense in-depth security posture that includes layered technical, administrative, and physical controls; 
CB. Incorporating security requirements into the systems throughout their life cycles; 
CC. Delineating physical and logical security boundaries; 
CD. Tailoring security controls to meet organizational and operational needs; 
CE. Performing threat modeling to identify use cases, threat agents, attack vectors, and attack patterns as well as compensating controls and design patterns needed to mitigate risk;  
CF. Implementing controls and procedures to ensure critical systems fail-secure and fail-safe in known states; and 
CG. Ensuring information system clock synchronization.
[bookmark: _Toc525032138]
[bookmark: _Toc21352799][bookmark: _Toc22560024][bookmark: _Toc32310667][bookmark: _Toc228524341]CONFIGURATION MANAGEMENT 
The Contractor shall ensure that baseline configuration settings are established and maintained in order to protect the confidentiality, integrity, and availability of all information technology assets. Secure configuration management shall include, at a minimum:
1. Hardening systems through baseline configurations; and
CI. Configuring systems in accordance with the principle of least privilege to ensure processes operate at privilege levels no higher than necessary to accomplish required functions.

[bookmark: _Toc21352800][bookmark: _Toc22560025][bookmark: _Toc32310668][bookmark: _Toc228524342][bookmark: _Toc525032139]ENDPOINT SECURITY 
The Contractor shall ensure that endpoint devices are properly configured, and measures are implemented to protect information and information systems from a loss of confidentiality, integrity, and availability. Endpoint security shall include, at a minimum:
1. Maintaining an accurate and updated inventory of endpoint devices;
CK. Applying security categorizations and implementing appropriate and effective safeguards on endpoints;
CL. Maintaining currency with operating system and software updates and patches;
CM. Establishing physical and logical access controls; 
CN. Applying data protection measures (e.g. cryptographic protections);
CO. Implementing anti-malware software, host-based firewalls, and port and device controls;
CP. Implementing host intrusion detection and prevention systems (HIDS/HIPS) where applicable;
CQ. Restricting access and/or use of ports and I/O devices; and 
CR. Ensuring audit logging is implemented and logs are reviewed on a continuous basis.

[bookmark: _Toc21352801][bookmark: _Toc22560026][bookmark: _Toc32310669][bookmark: _Toc228524343][bookmark: _Toc525032140]ICS/SCADA/OT SECURITY 
The Contractor shall implement controls and processes to ensure risks, including risks to human safety, are accounted for and managed in the use of Industrial Control Systems (ICS), Supervisory Control and Data Acquisition (SCADA) systems and Operational Technologies (OT).  ICS/SCADA/OT Security requires the application of all of the enumerated control areas in this Bid Solicitation, including, at a minimum:
1. Conducting risk assessments prior to implementation and throughout the lifecycles of ICS/SCADA/OT assets;
CT. Developing policies and standards specific to ICS/SCADA/OT assets;
CU. Ensuring the secure configuration of ICS/SCADA/OT assets;
CV. Segmenting ICS/SCADA/OT networks from the rest of the Contractor’s networks;
CW. Ensuring least privilege and strong authentication controls are implemented;
CX. Implementing redundant designs or failover capabilities to prevent business disruption or physical damage; and
CY. Conducting regular maintenance on ICS/SCADA/OT systems.

[bookmark: _Toc21352802][bookmark: _Toc22560027][bookmark: _Toc32310670][bookmark: _Toc228524344][bookmark: _Toc525032141]INTERNET OF THINGS SECURITY 
The Contractor shall implement controls and processes to ensure risks are accounted for and managed in the use of Internet of Things (IoT) devices including, but not limited to, physical devices, vehicles, appliances and other items embedded with electronics, software, sensors, actuators, and network connectivity which enables these devices to connect and exchange data. IoT security shall include, at a minimum, the following:
1. Developing policies and standards specific to IoT assets;
DA. Ensuring the secure configuration of IoT assets;
DB. Conducting risk assessments prior to implementation and throughout the lifecycles of IoT assets;
DC. Segmenting IoT networks from the rest of the Contractor’s networks; and
DD. Ensuring least privilege and strong authentication controls are implemented.

[bookmark: _Toc21352803][bookmark: _Toc22560028][bookmark: _Toc32310671][bookmark: _Toc228524345][bookmark: _Toc525032142]MOBILE DEVICE SECURITY 
The Contractor shall establish administrative, technical, and physical security controls required to effectively manage the risks introduced by mobile devices used for organizational business purposes.  Mobile device security shall include, at a minimum, the following:
1. Establishing requirements for authorization to use mobile devices for organizational business purposes;
DF. Establishing Bring Your Own Device (BYOD) processes and restrictions;
DG. Establishing physical and logical access controls;
DH. Implementing network access restrictions for mobile devices;
DI. Implementing mobile device management solutions to provide centralized management of mobile devices and to ensure technical security controls (e.g. encryption, authentication, remote-wipe, etc.) are implemented and updated as necessary; 
DJ. Establishing approved application stores from which applications can be acquired;
DK. Establishing lists approved applications that can be used; and
DL. Training of mobile device users regarding security and safety.
[bookmark: _Toc525032143]
[bookmark: _Toc21352804][bookmark: _Toc22560029][bookmark: _Toc32310672][bookmark: _Toc228524346]NETWORK SECURITY 
The Contractor shall implement defense-in-depth and least privilege strategies for securing the information technology networks that it operates. To ensure information technology resources are available to authorized network clients and protected from unauthorized access, the Contractor shall:
1. Include protection mechanisms for network communications and infrastructure (e.g. layered defenses, denial of service protection, encryption for data in transit, etc.); 
DN. Include protection mechanisms for network boundaries (e.g. limit network access points, implement firewalls, use Internet proxies, restrict split tunneling, etc.); 
DO. Control the flow of information (e.g. deny traffic by default/allow by exception, implement Access Control Lists, etc.); and
DP. Control access to the Contractor’s information systems (e.g. network segmentation, network intrusion detection and prevention systems, wireless restrictions, etc.). 
[bookmark: _Toc525032144]
[bookmark: _Toc21352805][bookmark: _Toc22560030][bookmark: _Toc32310673][bookmark: _Toc228524347]CLOUD SECURITY 
The Contractor shall establish security requirements that govern the use of private, public, and hybrid cloud environments to ensure risks associated with a potential loss of confidentiality, integrity, availability, and privacy are managed.  This shall ensure, at a minimum, the following:
1. Security is accounted for in the acquisition and development of cloud services;
DR. The design, configuration, and implementation of cloud-based applications, infrastructure and system-system interfaces are conducted in accordance with mutually agreed-upon service, security, and capacity-level expectations; 
DS. Security roles and responsibilities for the Contractor and the cloud provider are delineated and documented; and
DT. Controls necessary to protect sensitive data in public cloud environments are implemented. 
[bookmark: _Toc525032145]
[bookmark: _Toc21352806][bookmark: _Toc22560031][bookmark: _Toc32310674][bookmark: _Toc228524348]CHANGE MANAGEMENT 
The Contractor shall establish controls required to ensure change is managed effectively. Changes are appropriately tested, validated, and documented before implementing any change on a production network. Change management provides the Contractor with the ability to handle changes in a controlled, predictable, and repeatable manner, and to identify, assess, and minimize the risks to operations and security. Change management controls shall include, at a minimum, the following:
1. Notifying all stakeholders of changes; 
DV. Conducting a security impact analysis and testing for changes prior to rollout; and 
DW. Verifying security functionality after the changes have been made.
[bookmark: _Toc525032146]
[bookmark: _Toc21352807][bookmark: _Toc22560032][bookmark: _Toc32310675][bookmark: _Toc228524349]MAINTENANCE 
The Contractor shall implement processes and controls to ensure that information assets are properly maintained, thereby minimizing the risks from emerging information security threats and/or the potential loss of confidentiality, integrity, or availability due to system failures. Maintenance security shall include, at a minimum, the following:
1. Conducting scheduled and timely maintenance;
DY. Ensuring individuals conducting maintenance operations are qualified and trustworthy; and
DZ. Vetting, escorting and monitoring third-parties conducting maintenance operations on information technology assets.
[bookmark: _Toc525032147]
[bookmark: _Toc21352808][bookmark: _Toc22560033][bookmark: _Toc32310676][bookmark: _Toc228524350]THREAT MANAGEMENT 
The Contractor shall establish effective communication protocols and processes to collect and disseminate actionable threat intelligence, thereby providing component units and individuals with the information necessary to effectively manage risk associated with new and emerging threats to the organization’s information technology assets and operations. Threat management includes, at a minimum:
1. Developing, implementing, and governing processes and documentation to facilitate the implementation of a threat awareness policy, as well as associated standards, controls and procedures.
EB. Subscribing to and receiving relevant threat intelligence information from the US CERT, the organization’s contractors, and other sources as appropriate.
[bookmark: _Toc525032148]
[bookmark: _Toc21352809][bookmark: _Toc22560034][bookmark: _Toc32310677][bookmark: _Toc228524351]VULNERABILITY AND PATCH MANAGEMENT
The Contractor shall implement proactive vulnerability identification, remediation, and patch management practices to minimize the risk of a loss of confidentiality, integrity, and availability of information system, networks, components, and applications. Vulnerability and patch management practices shall include, at a minimum, the following:
1. Prioritizing vulnerability scanning and remediation activities based on the criticality and security categorization of systems and information, and the risks associated with a loss of confidentiality, integrity, availability, and/or privacy; 
ED. Maintaining software and operating systems at the latest vendor-supported patch levels; 
EE. Conducting penetration testing and red team exercises; and
EF. Employing qualified third-parties to periodically conduct independent vulnerability scanning, penetration testing, and red-team exercises.
[bookmark: _Toc525032149]
[bookmark: _Toc21352810][bookmark: _Toc22560035][bookmark: _Toc32310678][bookmark: _Toc228524352]CONTINUOUS MONITORING 
The Contractor shall implement continuous monitoring practices to establish and maintain situational awareness regarding potential threats to the confidentiality, integrity, availability, privacy and safety of information and information systems through timely collection and review of security-related event logs. Continuous monitoring practices shall include, at a minimum, the following:
A. Centralizing the collection and monitoring of event logs;
B. Ensuring the content of audit records includes all relevant security event information;
C. Protecting of audit records from tampering; and
D. Detecting, investigating, and responding to incidents discovered through monitoring.

[bookmark: _Toc21352811][bookmark: _Toc22560036][bookmark: _Toc32310679][bookmark: _Toc228524353][bookmark: _Toc525032150]SYSTEM DEVELOPMENT AND ACQUISITION 
The Contractor shall establish security requirements necessary to ensure that systems and application software programs developed by the Contractor or third-parties (e.g. vendors, contractors, etc.) perform as intended to maintain information confidentiality, integrity, and availability, and the privacy and safety of individuals. System development and acquisition security practices shall include, at a minimum, the following:
A. Secure coding; 
B. Separation of development, testing, and operational environments; 
C. Information input restrictions; 
D. Input data validation;
E. Error handling; 
F. Security testing throughout development;
G. Restrictions for access to program source code; and 
H. Security training of software developers and system implementers.
[bookmark: _Toc525032151]
[bookmark: _Toc21352812][bookmark: _Toc22560037][bookmark: _Toc32310680][bookmark: _Toc228524354]PROJECT AND RESOURCE MANAGEMENT 
The Contractor shall ensure that controls necessary to appropriately manage risks are accounted for and implemented throughout the System Development Life Cycle (SDLC). Project and resource management security practices shall include, at a minimum:
A. Defining and implementing security requirements;  
B. Allocating resources required to protect systems and information; and 
C. Ensuring security requirements are accounted for throughout the SDLC.

[bookmark: _Toc21352813][bookmark: _Toc22560038][bookmark: _Toc32310681][bookmark: _Toc228524355][bookmark: _Toc525032152]CAPACITY AND PERFORMANCE MANAGEMENT 
The Contractor shall implement processes and controls necessary to protect against avoidable impacts to operations by proactively managing the capacity and performance of its critical technologies and supporting infrastructure. Capacity and performance management practices shall include, at a minimum, the following: 
A. Ensuring the availability, quality, and adequate capacity of computing, storage, memory and network resources are planned, prepared, and measured to deliver the required system performance and future capacity requirements; and
B. Implementing resource priority controls to prevent or limit Denial of Service (DoS) effectiveness.
[bookmark: _Toc525032153]
[bookmark: _Toc21352814][bookmark: _Toc22560039][bookmark: _Toc32310682][bookmark: _Toc228524356]THIRD PARTY MANAGEMENT 
The Contractor shall implement processes and controls to ensure that risks associated with third-parties (e.g. vendors, contractors, business partners, etc.) providing information technology equipment, software, and/or services are minimized or avoided. Third party management processes and controls shall include, at a minimum:
1. Tailored acquisition strategies, contracting tools, and procurement methods for the purchase of systems, system components, or system service from suppliers;
C. Due diligence security reviews of suppliers and third parties with access to the Contractor’s systems and sensitive information;
D. Third party interconnection security; and
E. Independent testing and security assessments of supplier technologies and supplier organizations.
[bookmark: _Toc525032154]
[bookmark: _Toc21352815][bookmark: _Toc22560040][bookmark: _Toc32310683][bookmark: _Toc228524357]PHYSICAL AND ENVIRONMENTAL SECURITY 
The Contractor shall establish physical and environmental protection procedures that limit access to systems, equipment, and the respective operating environments, to only authorized individuals. The Contractor ensures appropriate environmental controls in facilities containing information systems and assets, to ensure sufficient environmental conditions exist to avoid preventable hardware failures and service interruptions. Physical and environmental controls shall include, at a minimum, the following:
A. Physical access controls (e.g. locks, security gates and guards, etc.);
B. Visitor controls;
C. Security monitoring and auditing of physical access; 
D. Emergency shutoff;
E. Emergency power;
F. Emergency lighting;
G. Fire protection; 
H. Temperature and humidity controls;
I. Water damage protection; and 
J. Delivery and removal of information assets controls.

[bookmark: _Toc21352816][bookmark: _Toc22560041][bookmark: _Toc32310684][bookmark: _Toc228524358][bookmark: _Toc525032155]CONTINGENCY PLANNING 
The Contractor shall develop, implement, test, and maintain a contingency plan to ensure continuity of operations for all information systems that deliver or support essential or critical business functions on behalf of the Contractor. The plan shall address the following:
A. Backup and recovery strategies;
B. Continuity of operations;
C. Disaster recovery; and
D. Crisis management.

[bookmark: _Toc21352817][bookmark: _Toc22560042][bookmark: _Toc32310685][bookmark: _Toc228524359][bookmark: _Toc525032156]INCIDENT RESPONSE 
The Contractor shall maintain an information security incident response capability that includes adequate preparation, detection, analysis, containment, recovery, and reporting activities.  Information security incident response activities shall include, at a minimum, the following:
1. Information security incident reporting awareness;
1. Incident response planning and handling;
1. Establishment of an incident response team;
1. Cybersecurity insurance; 
1. Contracts with external incident response services specialists; and
1. Contacts with law enforcement cybersecurity units.




[bookmark: _4.4.1.1_Ownership_Disclosure][bookmark: _4.4.1.1_Signatory_page][bookmark: _4.4.2.3_Contract_Schedule][bookmark: _4.4.2.4_mobilization_and][bookmark: _Toc228524360]MODIFICATIONS TO THE STATE OF NEW JERSEY STANDARD TERMS AND CONDITIONS

[bookmark: _Toc210803997][bookmark: _Toc216183499][bookmark: _Toc216358286][bookmark: _Toc216692384][bookmark: _Toc222752689][bookmark: _Toc228524361]INSURANCE

[bookmark: _Toc400531536][bookmark: _Toc428534007][bookmark: _Toc32310729][bookmark: _Toc228524362]7.1.1	PROFESSIONAL LIABILITY INSURANCE
Section 4.2 of the SSTC is supplemented with the following:  

Professional Liability Insurance:  The Contractor shall carry Errors and Omissions, Professional Liability Insurance, and/or Professional Liability Malpractice Insurance sufficient to protect the Contractor from any liability arising out of the professional obligations performed pursuant to the requirements of this Contract.  The insurance shall be in the amount of not less than $5,000,000 per each occurrence, and in such policy forms as shall be approved by the State.  If the Contractor has claims-made coverage and subsequently changes carriers during the term of this Contract, it shall obtain from its new Errors and Omissions, Professional Liability Insurance, and/or Professional Malpractice Insurance carrier an endorsement for retroactive coverage.

[bookmark: _Toc32310730][bookmark: _Toc228524363]7.1.2	CYBER BREACH INSURANCE
Section 4.2 of the SSTC supplemented with the following:   

Cyber Breach Insurance: The Contractor shall carry Cyber Breach Insurance in an amount sufficient to protect the Contractor from any liability arising out of its performance pursuant to the requirements of this Contract.  The insurance shall be in an amount of not less than $2,000,000.  The insurance shall at a minimum cover the following: Data loss, malware, ransomware and similar breaches to computers, servers and software; Protection against third-party claims; cost of notifying affected parties; cost of providing credit monitoring to affected parties; forensics; cost of public relations consultants; regulatory compliance costs; costs to pursue indemnity rights; costs to Data Breach and Credit Monitoring Services analyze the insured’s legal response obligations; costs of defending lawsuits; judgments and settlements; regulatory response costs; costs of responding to regulatory investigations; and costs of settling regulatory claims. 

[bookmark: _Toc210804001][bookmark: _Toc216183503][bookmark: _Toc216358290][bookmark: _Toc216692388][bookmark: _Toc228524364]7.1.3	LIMITATION OF LIABILITY OPTIONS
Section 4.0 of the SSTC is supplemented with the following:

4.3 LIMITATION OF LIABILITY
The Contractor’s liability to the State for actual, direct damages resulting from the Contractor’s performance or non-performance of, or in any manner related to this Contract, for any and all claims, shall be limited in the aggregate to 300% of the total value of this Contract.  This limitation of liability shall not apply to the following:
1. The Contractor’s obligation to indemnify the State of New Jersey and its employees from and against any claim, demand, loss, damage, or expense relating to bodily injury or the death of any person or damage to real property or tangible personal property, incurred from the work or materials supplied by the Contractor under this Contract caused by negligence or willful misconduct of the Contractor;
1. The Contractor’s breach of its obligations of confidentiality; and
1. The Contractor’s liability with respect to copyright indemnification.
The Contractor’s indemnification obligation is not limited by but is in addition to the insurance obligations.  
The Contractor shall not be liable for special, consequential, or incidental damages.


[bookmark: _Toc228524365]QUOTE EVALUATION AND AWARD

[bookmark: _Toc400531542][bookmark: _Toc428534014][bookmark: _Toc32310736][bookmark: _Toc228524366]RIGHT TO WAIVE
Pursuant to N.J.A.C. 17:12-2.7(d) the Director may waive minor irregularities or omissions in a Quote.  The Director reserves the right to waive a requirement provided that the requirement does not materially affect the procurement or the State's interests associated with the procurement.
[bookmark: _Toc400531543][bookmark: _Toc428534015][bookmark: _Toc32310737]
[bookmark: _Toc228524367]DIRECTOR’S RIGHT TO ACCEPT OR REJECT A QUOTE
The Director reserves the right to reject any or all Quotes, or to award in whole or in part if deemed to be in the best interest of the State to do so. The Director shall have authority to award Contracts in accordance with N.J.S.A. 52:34-12.

[bookmark: _Toc228524368]RECIPROCITY FOR JURISDICTIONAL BIDDER PREFERENCE
In accordance with N.J.S.A. 52:32-1.4 and N.J.A.C. 17:12-2.13, the State of New Jersey will invoke reciprocal action against an out-of-State Bidder whose state or locality maintains a preference practice for its in-state Bidders.  The State of New Jersey will use the annual surveys compiled by the Council of State Governments, National Association of State Procurement Officials, or the National Institute of Governmental Purchasing or a State’s statutes and regulations to identify States having preference laws, regulations, or practices and to invoke reciprocal actions. The State of New Jersey may obtain additional information as it deems appropriate to supplement the stated survey information.

A Bidder may submit information related to preference practices enacted for a State or Local entity outside the State of New Jersey. This information may be submitted in writing as part of the Quote response, including name of the locality having the preference practice, as well as identification of the county and state, and should include a copy of the appropriate documentation, i.e., resolution, regulation, law, notice to Bidder, etc.  It is the responsibility of the Bidder to provide documentation with the Quote or submit it to the Director within five (5) Business Days after the deadline for Quote submission.  Written evidence for a specific procurement that is not provided to the Director within five (5) Business Days of the public Quote submission date may not be considered in the evaluation of that procurement, but may be retained and considered in the evaluation of subsequent procurements.

[bookmark: _Toc400531545][bookmark: _Toc428534017][bookmark: _Toc32310739][bookmark: _Toc228524369]CLARIFICATION OF QUOTE
After the Quote Opening Date, unless requested by the State as noted below, Bidder contact with the Procurement Bureau regarding this Bid Solicitation and the submitted Quote is not permitted. 

After the Quotes are reviewed, one (1), some or all of the Bidders may be asked to clarify certain aspects of its Quote.  A request for clarification may be made in order to resolve minor ambiguities, irregularities, informalities or clerical errors.  Clarifications cannot correct any deficiencies, material omissions, or used to revise or modify a Quote.

The Director reserves the right to request that a Bidder explain, in detail, how the Quote price was determined.

[bookmark: _Toc32310741][bookmark: _Toc228524370][bookmark: _Toc118513837][bookmark: _Toc400531547][bookmark: _Toc428534019]ORAL PRESENTATION 
After the Quotes are reviewed, one (1), some or all of the Bidders may be asked to give an oral presentation to the State concerning its Quote.  The content of the oral presentation shall be limited to the materials presented within the Bidder’s Quote.  A Bidder may only present details to clarify information already provided in its Quote.  No supplemental information outside of the material submitted with the Quote shall be provided during oral presentations.  

A Bidder may not attend the oral presentations of its competitors.

It is within the State’s discretion to require the Bidder to give an oral presentation or require the Bidder to submit written responses to questions regarding its Quote.  Action by the State in this regard should not be construed to imply acceptance or rejection of a Quote. The Division will be the sole point of contact regarding any request for an oral presentation or clarification.

[bookmark: _Toc209793491][bookmark: _Toc210804009][bookmark: _Toc216183511][bookmark: _Toc216358298][bookmark: _Toc216692396][bookmark: _Toc222752700][bookmark: _Toc228524371]TIE QUOTES
Tie Quotes will be awarded by the Director in accordance with N.J.A.C. 17:12-2.10.

[bookmark: _Toc228524372]STATE'S RIGHT TO INSPECT BIDDER’S FACILITIES
The State reserves the right to inspect the Bidder’s establishment before making an award, for the purposes of ascertaining whether the Bidder has the necessary facilities for performing the Contract.

[bookmark: _Toc228524373]STATE'S RIGHT TO CHECK REFERENCES
The State may also consult with clients of the Bidder during the evaluation of Quotes. Such consultation is intended to assist the State in making a Contract award that is most advantageous to the State.

[bookmark: _Toc228524374]EVALUATION CRITERIA
The following evaluation criteria categories, not necessarily listed in order of significance, will be used to evaluate Quotes received in response to this Bid Solicitation.  The evaluation criteria categories may be used to develop more detailed evaluation criteria to be used in the evaluation process.

[bookmark: _Toc118513839][bookmark: _Toc400531549][bookmark: _Toc428534021][bookmark: _Toc32310743][bookmark: _Toc228524375]8.9.1	TECHNICAL EVALUATION CRITERIA
The following criteria will be used to evaluate and score Quotes received in response to this Bid Solicitation.  Each criterion will be scored, and each score multiplied by a predetermined weight to develop the Technical Evaluation Score:
A. Personnel:  The qualifications and experience of the Bidder’s management, supervisory, and key personnel assigned to the Contract, including the candidates recommended for each of the positions/roles required;
B. Experience of firm:  The Bidder’s documented experience in successfully completing Contract of a similar size and scope in relation to the work required by this Bid Solicitation; and
C. Ability of firm to complete the Scope of Work based on its Technical Quote:  The Bidder’s demonstration in the Quote that the Bidder understands the requirements of the Scope of Work and presents an approach that would permit successful performance of the technical requirements of the Contract.

[bookmark: _Toc118513840][bookmark: _Toc400531550][bookmark: _Toc428534022][bookmark: _Toc32310744][bookmark: _Toc228524376]8.9.2	PRICE EVALUATION
The Procurement Bureau will utilize a weighted consumption/market basket model to evaluate pricing.  The pricing model will be date-stamped and entered into the record before Quote opening.

[bookmark: _Toc118513841][bookmark: _Toc400531551][bookmark: _Toc428534023][bookmark: _Toc32310745][bookmark: _Toc228524377]QUOTE DISCREPANCIES
In evaluating Quotes, discrepancies between words and figures will be resolved in favor of words.  Discrepancies between Unit Prices and totals of Unit Prices will be resolved in favor of Unit Prices.  Discrepancies in the multiplication of units of work and Unit Prices will be resolved in favor of the Unit Prices.  Discrepancies between the indicated total of multiplied Unit Prices and units of work and the actual total will be resolved in favor of the actual total.  Discrepancies between the indicated sum of any column of figures and the correct sum thereof will be resolved in favor of the correct sum of the column of figures.

[bookmark: _Toc118513842][bookmark: _Toc400531553][bookmark: _Toc428534025][bookmark: _Toc32310747][bookmark: _Toc228524378]NEGOTIATION
In accordance with N.J.S.A. 52:34-12(f) and N.J.A.C. 17:12-2.7, after evaluating Quotes, the Procurement Bureau may establish a competitive range and enter into negotiations with one (1) Bidder or multiple Bidders within this competitive range.  The primary purpose of negotiations is to maximize the State’s ability to obtain the best value based on the mandatory requirements, evaluation criteria, and cost.  Multiple rounds of negotiations may be conducted with one (1) Bidder or multiple Bidders.  Negotiations will be structured by the Procurement Bureau to safeguard information and ensure that all Bidders are treated fairly.

Negotiations will be conducted only in those circumstances where it is deemed by the Director to be in the State’s best interests and to maximize the State’s ability to get the best value.  Therefore, the Bidder is advised to submit its best technical and price Quote in response to this Bid Solicitation since the State may, after evaluation, make a Contract award based on the content of the initial submission.  

If the Procurement Bureau contemplates negotiation, Quote prices will not be publicly read at the Quote opening.  Only the name and address of each Bidder will be publicly announced at the Quote opening.

[bookmark: _Toc228524379]BEST AND FINAL OFFER (BAFO) 
The Bidder is advised to submit its most competitive technical and price Quote in response to this Bid Solicitation. The State reserves the right to award a Contract based on the initial pricing submitted without requesting a Best and Final Offer (BAFO).  BAFOs will be conducted only in those circumstances where it is deemed by the Director to be in the State’s best interests and to maximize the State’s ability to get the best value.

The Procurement Bureau may invite one (1) Bidder or multiple Bidders to submit a BAFO. Said invitation will establish the time and place for submission of the BAFO.  The Division may conduct more than one (1) round of BAFO in order to attain the best value for the State. Any BAFO that does not result in more advantageous pricing to the State will not be considered, and the State will evaluate the Bidder’s most advantageous previously submitted pricing.

If the Procurement Bureau contemplates BAFOs, Quote prices will not be publicly read at the Quote opening.  Only the name and address of each Bidder will be publicly announced at the Quote opening.

[bookmark: _Toc32310748][bookmark: _Toc228524380]“REQUEST FOR REVISION” WITHIN NJSTART
The State may request a revision of the Bidder’s Quote within NJSTART. The Bidder shall respond to the “Request for Revision” only for the reason(s) identified by the State. Any changes made by a Bidder to the Quote other than as requested by the State shall be considered null and void. 

[bookmark: _Toc400531554][bookmark: _Toc428534026][bookmark: _Toc32310749][bookmark: _Toc228524381]POOR PERFORMANCE
A Bidder with a history of performance problems may be bypassed for consideration of an award issued as a result of this Bid Solicitation. The following materials may be reviewed to determine Bidder performance:  
A. Contract cancellations for cause pursuant to State of New Jersey Standard Terms and Conditions Section 5.7(B); 
B. Information contained in Contractor performance records; 
C. Information obtained from audits or investigations conducted by a local, state or federal agency of the Bidder’s work experience; 
D. Current licensure, registration, and/or certification status and relevant history thereof; or 
E. Bidder’s status or rating with established business/financial reporting services, as applicable.  

Bidders should note that this list is not exhaustive.

[bookmark: _Toc228524382]RECOMMENDATION FOR AWARD 
After the evaluation of the submitted Quotes is complete, the Procurement Bureau will recommend to the Director for award, the responsible Bidder(s) whose Quote, conforming to this Bid Solicitation, is most advantageous to the State, price and other factors considered.  The Director may accept, reject or modify the recommendation of the Procurement Bureau.

[bookmark: _Toc400531561][bookmark: _Toc428534033][bookmark: _Toc32310756][bookmark: _Toc228524383]CONTRACT AWARD
Contract award(s) will be made with reasonable promptness by written notice to that responsible Bidder, whose Quote, conforming to this Bid Solicitation, is most advantageous to the State, price, and other factors considered.  Any or all Quotes may be rejected when the State Treasurer or the Director determines that it is in the public interest to do so.  Contract awards will be publicly posted under the relevant contract number and available on NJSTART.

The Procurement Bureau intends to award one (1) Contract in accordance with the evaluation criteria set forth in Bid Solicitation Section 8.9, Evaluation Criteria.


[bookmark: _Toc228524384]GLOSSARY

[bookmark: _Toc228524385]CROSSWALK

	Current DPP Template Term
	Equivalent Statutory, Regulatory NJSTART and/or Legacy Term

	Bid Solicitation 
	Request For Proposal (RFP)/Solicitation

	Bid Amendment 
	Addendum

	Contract 
	Master Blanket Purchase Order (Blanket/Blanket P.O.)

	Contract Amendment 
	Change Order

	Administrative Change Order
	Change Order

	Quote
	Proposal/Bid

	Contractor
	Vendor/Contractor

	Bidder
	Bidder/Contractor



[bookmark: _Toc228524386]DEFINITIONS
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Acceptance – The written confirmation by the Using Agency that Contractor has completed a Deliverable according to the specified requirements.

Administrative Change Order – A unilateral administrative modification to the Contract in the NJSTART system by the Division. Administrative Change Orders are not to be considered formal Contract Amendments.
All-Inclusive Hourly Rate – An hourly rate comprised of all direct and indirect costs including, but not limited to: labor costs, overhead, fee or profit, clerical support, travel expenses, per diem, safety equipment, materials, supplies, managerial support and all documents, forms, and reproductions thereof.  This rate also includes portal-to-portal expenses as well as per diem expenses such as food.

Apparel – means any clothing, headwear, linens or fabric.  

Apparel Contracts – include all purchases, rentals or other acquisition of apparel products by the State of New Jersey, including authorizations by the State of New Jersey for contractors to sell apparel products through cash allowances or vouchers issued by the State of New Jersey, and license agreements with a public body.

Apparel Production – includes the cutting and manufacturing of apparel products performed by the contractor or by any Subcontractors, but not including the production of supplies or sundries such as buttons, zippers, and thread.

Approved Products – Those products that have been identified in Bid Solicitation as meeting Using Agency needs and confirmed as meeting product specifications.

Authorized Purchasers – shall mean any State-Level government agency, department, office, instrumentality, division, unit or other entity in the Executive Branch (“State Purchasers”), Cooperative Purchasing Partners, and/or Intrastate Cooperative Purchasing Partners.

Best and Final Offer or BAFO – Pricing timely submitted by a Bidder upon invitation by the Procurement Bureau after Quote opening, with or without prior discussion or negotiation.

Bid or Bid Solicitation – The documents which establish the bidding and Contract requirements and solicits Quotes to meet the needs of the Using Agencies as identified herein, and includes the Bid Solicitation, State of New Jersey Standard Terms and Conditions (SSTC), State-Supplied Price Sheet, Attachments, and Bid Amendments.

Bid Amendment – Written clarification or revision to this Bid Solicitation issued by the Division. Bid Amendments, if any, will be issued prior to Quote opening.

Bid Opening Date – The date Quotes will be opened for evaluation and closed to further Quote submissions.

Bid Security - means a guarantee, in a form acceptable to the Division, that the bidder, if selected, will accept the contract as bid; otherwise, the bidder or, as applicable, its guarantor will be liable for the amount of the loss suffered by the State, which loss may be partially or completely recovered by the State in exercising its rights against the instrument of bid security.

Bidder – An entity offering a Quote in response to the Division’s Bid Solicitation.

Breach of Security – as defined by N.J.S.A. 56:8-161, means unauthorized access to electronic files, media, or data containing Personal Data that compromises the security, confidentiality, or integrity of Personal Data when access to the Personal Data has not been secured by encryption or by any other method or technology that renders the Personal Data unreadable or unusable.  Good faith acquisition of Personal Data by an employee or agent of the Provider for a legitimate business purpose is not a Breach of Security, provided that the Personal Data is not used for a purposes unrelated to the business or subject to further unauthorized disclosure.  

Business Day – Any weekday, excluding Saturdays, Sundays, State legal holidays, and State-mandated closings unless otherwise indicated.

Calendar Day – Any day, including Saturdays, Sundays, State legal holidays, and State-mandated closings unless otherwise indicated.

Commercial off the Shelf Software or COTS – Software provided by Provider that is commercially available and that can be used with little or no modification.

Contract – The Contract consists of the State of NJ Standard Terms and Conditions (SSTC), the Bid Solicitation, the responsive Quote submitted by a responsible Bidder as accepted by the State, the notice of award, any Best and Final Offer, any subsequent written document memorializing the agreement, any modifications to any of these documents approved by the State and any attachments, Bid Amendment or other supporting documents, or post-award documents including Contract Amendments agreed to by the State and the Contractor, in writing.

Contract Amendment – An amendment, alteration, or modification of the terms of a Contract between the State and the Contractor(s). A Contract Amendment is not effective until it is signed and approved in writing by the person with the appropriate signing authority.  Contract Amendments are tracked using Change Orders in NJSTART. Please note that Administrative Change Orders (see definition above) are not considered Contract Amendments.  

Contractor – The Bidder awarded a Contract resulting from this Bid Solicitation.

Contractor Intellectual Property – Any intellectual property that is owned by Contractor and contained in or necessary for the use of the Deliverables or which the Contractor makes available for the State to use as part of the work under the Contract.  Contractor Intellectual Property includes COTS or Customized Software owned by Contractor, Contractor’s technical documentation, and derivative works and compilations of any Contractor Intellectual Property.

Cooperative Purchasing Program – The Division’s intrastate program that provides procurement-related assistance to New Jersey local governmental entities and boards of education, State and county colleges and other public entities having statutory authority to utilize select State Contract s issued by the Division, pursuant to the provisions of N.J.S.A. 52:25-16.1 et seq.

Cooperative Purchasing Participants – These participants include quasi-State entities, counties, municipalities, school districts, volunteer fire departments, first aid squads, independent institutions of higher learning, County colleges, and State colleges.

Customized Software – COTS that is adapted or configured by Provider to meet specific requirements of the Authorized Purchaser that differ from the standard requirements of the base product. For the avoidance of doubt, “Customized Software” is not permitted to be sold to the State under the scope of this Contract.

Days After Receipt of Order (ARO) – The number of Calendar Days ‘After Receipt of Order’ in which the Using Agency will receive the ordered materials and/or services.

Dealer/Distributor – A Company authorized by a Bidder or Contractor as having the contractual ability to accept and fulfill orders and receive payments directly on behalf of the Contractor that is awarded a Contract.  Any authorized Dealer/Distributor must agree to all terms and conditions contained within the Bid Solicitation and must agree to provide all products and services in accordance with the Contract specifications, terms, conditions and pricing.  

Deliverable – Goods, products, Services and Work Product that Contractor is required to deliver to the State under the Contract.

Director – Director, Division of Purchase and Property, Department of the Treasury, who by statutory authority is the Chief Contracting Officer for the State of New Jersey; or the Director’s designee.

Disabled Veterans’ Business - means a business which has its principal place of business in the State, is independently owned and operated and at least 51% of which is owned and controlled by persons who are disabled veterans or a business which has its principal place of business in this State and has been officially verified by the United States Department of Veterans Affairs as a service disabled veteran-owned business for the purposes of department contracts pursuant to federal law.  N.J.S.A. 52:32-31.2.

Disabled Veterans’ Business Set-Aside Contract – means a Contract for goods, equipment, construction or services which is designated as a Contract with respect to which bids are invited and accepted only from disabled veterans’ businesses, or a portion of a Contract when that portion has been so designated.  N.J.S.A. 52:32-31.2.

Discount – The standard price reduction applied by the Bidder to all items.

Division – The Division of Purchase and Property.

Equivalent Products – Products offered other than those identified as an Approved Product in this Bid Solicitation that meet the specifications herein. Equivalent Products will be evaluated to ensure that they meet all technical, nutritional, and packaging specifications herein as part of the Quote evaluation process.

Evaluation Committee – A group of individuals or a Division staff member assigned by the Director to review and evaluate Quotes submitted in response to this Bid Solicitation and recommend a Contract award to the Director.

Firm Fixed Price – A price that is all-inclusive of direct cost and indirect costs, including, but not limited to, direct labor costs, overhead, fee or profit, clerical support, equipment, materials, supplies, managerial (administrative) support, all documents, reports, forms, travel, reproduction and any other costs.

Hardware – Includes computer equipment and any Software provided with the Hardware that is necessary for the Hardware to operate.

Internet of Things (IoT) – the network of physical devices, vehicles, home appliances and other items embedded with electronics, software, sensors, actuators, and network connectivity which enables these objects to connect and exchange data.

Intrastate cooperative purchasing participants – refers to political subdivisions, volunteer fire departments and first aid squads, and independent institutions of higher education and school districts pursuant to N.J.S.A. 52:25-16.1 et seq., State and county colleges pursuant to N.J.S.A. 18A:64-60 and 18A:64A-25.9, quasi-State agencies and independent authorities pursuant to N.J.S.A. 52:27B-56.1, and other New Jersey public entities having statutory authority to utilize select State contracts issued by the Division.

Joint Venture – A business undertaking by two (2) or more entities to share risk and responsibility for a specific project.

Life cycle assessment – The comprehensive examination of a product’s environmental and economic aspects and potential impacts throughout its lifetime, including raw material extraction, transportation, manufacturing, use and disposal.

Life cycle cost – The amortized total cost of a product, including capital costs, installation costs, operating costs, maintenance costs, and disposal costs discounted over the lifetime of the product.

Master Blanket Purchase Order (Blanket/Blanket P.O.) – A Term Contract that allows repeated purchases from an awarded contract.

Materials in Solid Waste – Material found in the various components of the solid waste stream. General, solid waste has several components, such as municipal solid waste (MSW), construction and demolition debris (C&D), and nonhazardous industrial waste.  Under RCRA Section 6002, EPA considers materials recovered from any component of the solid waste stream when designating items containing Recovered Materials.

May – Denotes that which is permissible or recommended, not mandatory.

Mobile Device – means any device used by Provider that can move or transmit data, including but not limited to laptops, hard drives, and flash drives.

Must – Denotes that which is a mandatory requirement.  

Net Purchases – means the total gross purchases, less credits, taxes, regulatory fees and separately stated shipping charges not included in unit prices, made by Intrastate Cooperative Purchasing Participants, regardless of whether or not NJSTART is used as part of the purchase process.

No Bid – The Bidder is not submitting a price Quote for an item on a price line.

No Charge – The Bidder will supply an item on a price line free of charge.

Non-Public Data – means data, other than Personal Data, that is not subject to distribution to the public as public information. Non-Public Data is data that is identified by the State as non-public information or otherwise deemed to be sensitive and confidential by the State because it contains information that is exempt by statute, ordinance or administrative rule from access by the general public as public information.

Percentage Discount or Markup – The percentage bid applied as a Markup or a Discount to a firm, fixed price contained within a price list/catalog. 

Performance Security – means a guarantee, executed subsequent to award, in a form acceptable to the Division, that the successful bidder will complete the contract as agreed and that the State will be protected from loss in the event the contractor fails to complete the contract as agreed.

Personal Data means – 
“Personal Information” as defined in N.J.S.A. 56:8-161, means an individual’s first name or first initial and last name linked with any one or more of the following data elements: (1) Social Security number, (2) driver’s license number or State identification card number or (3) account number or credit or debit card number, in combination with any required security code, access code, or password that would permit access to an individual’s financial account.  Dissociated data that, if linked would constitute Personal Information is Personal Information if the means to link the dissociated were accessed in connection with access to the dissociated data.  Personal Information shall not include publicly available information that is lawfully made available to the general public from federal, state or local government records, or widely distributed media; and/or 

Data, either alone or in combination with other data, that includes information relating to an individual that identifies the person or entity by name, identifying number, mark or description that can be readily associated with a particular individual and which is not a public record, including but not limited to, Personally Identifiable Information (PII); government-issued identification numbers (e.g., Social Security, driver’s license, passport); Protected Health Information (PHI) as that term is defined in the regulations adopted pursuant to the Health Insurance Portability and Accountability Act of 1996, P.L. No. 104-191 (1996) and found in 45 CFR Parts 160 to 164 and defined below; and Education Records, as that term is defined in the Family Educational Rights and Privacy Act (FERPA), 20 U.S.C. § 1232g.

Personally Identifiable Information or PII - as defined by the U.S. Department of Commerce, National Institute of Standards and Technology, means any information about an individual maintained by an agency, including (1) any information that can be used to distinguish or trace an individual’s identity, such as name, social security number, date and place of birth, mother’s maiden name, or biometric records; and (2) any other information that is linked or linkable to an individual, such as medical, educational, financial, and employment information.

Post-Consumer Material – Material or finished product that has served its intended use and has been diverted or recovered from waste destined for disposal, having completed its life as a consumer item.  Post-Consumer Materials are part of the broader category of Recovered Materials.

Pre-Consumer Material – Materials generated in manufacturing and converting processes, such as manufacturing scrap and trimmings/cuttings.

Price List/Catalog – A document published by a manufacturer, resellers, Dealers, or Distributors that typically contains product descriptions, a list of products with fixed prices to which a Bidder’s percentage discount or markup bid is applied. 

Procurement Bureau (Bureau) – The Division unit responsible for the preparation, advertisement, and issuance of Bid Solicitations, for the tabulation of Quotes and for recommending award(s) of Contract(s) to the Director and the Deputy Director.

Project – The undertakings or services that are the subject of this Bid Solicitation.

Protected Health Information or PHI – has the same meaning as the term is defined in the regulations adopted pursuant to the Health Insurance Portability and Accountability Act of 1996, P.L. No. 104-191 (1996) and found in 45 CFR Parts 160 to 164 means Individually Identifiable Health Information (as defined below) transmitted by electronic media, maintained in electronic media, or transmitted or maintained in any other form or medium. PHI excludes education records covered by the Family Educational Rights and Privacy Act (FERPA), as amended, 20 U.S.C. 1232g, records described at 20 U.S.C. 1232g(a)(4)(B)(iv) and employment records held by a covered entity in its role as employer. The term “Individually Identifiable Health Information” has the same meaning as the term is defined in the regulations adopted pursuant to the Health Insurance Portability and Accountability Act of 1996, P.L. No. 104-191 (1996) and found in 45 CFR Parts 160 to 164 and means information that is a subset of Protected Health Information, including demographic information collected from an individual, and (1) is created or received by a health care provider, health plan, employer or health care clearinghouse; and (2) relates to the past, present or future physical or mental health or condition of an individual; the provision of health care to an individual; or the past, present or future payment for the provision of health care to an individual; and (a) that identifies the individual; or (b) with respect to which there is a reasonable basis to believe the information can be used to identify the individual.

Purchases - means the total gross purchases, less credits, taxes, regulatory fees and separately stated shipping charges not included in unit prices, made regardless of whether or not NJSTART is used as part of the purchase process.

Quasi-State Agency – is any agency, commission, board, authority or other such governmental entity which is established and is allocated to a State department or any bi-state governmental entity of which the State of New Jersey is a member, as defined in N.J.S.A. 52:27B-56.1, provided that any sale to any such bi-state governmental entity is for use solely within the State of New Jersey.

Quick Reference Guides (QRGs) – Informational documents which provide Vendors with step-by-step instructions to navigate the NJSTART eProcurement System. QRGs are available on the NJSTART Vendor Support Page.

Quote – Bidder’s timely response to the Bid Solicitation including, but not limited to, technical Quote, price Quote including Best and Final Offer, any licenses, forms, certifications, clarifications, negotiated documents, and/or other documentation required by the Bid Solicitation.

Quote Opening Date – The date Quotes will be opened for evaluation and closed to further Quote submissions.

Recovered Material – Waste material and byproduct that have been recovered or diverted from solid waste, but does not include materials and byproducts generated from, and commonly reused within, an original manufacturing process.

Recycling – The series of activities, including collection, separation, and processing, by which products or other materials are recovered from the solid waste stream for use in the form of raw materials in the manufacture of new products other than fuel for producing heat or power by combustion.

Recyclability – The ability of a product or material to be recovered from, or otherwise diverted from, the solid waste stream for the purpose of recycling.

Retainage – The amount withheld from the Contractor payment that is retained and subsequently released upon satisfactory completion of performance milestones by the Contractor.

Revision – A response to a BAFO request or a requested clarification of the Bidder’s Quote. 

RMAN – Recovered Materials Advisory Notices provide purchasing guidance and recommendations for Recovered and Post-Consumer Material content levels for designated items. 

Security Incident – means the potential access by non-authorized person(s) to Personal Data or Non-Public Data that the Provider believes could reasonably result in the use, disclosure, or access or theft of State’s unencrypted Personal Data or Non-Public Data within the possession or control of the Provider. A Security Incident may or may not turn into a Breach of Security.

Services – Includes, without limitation (i) Information Technology (IT) professional services, (ii) Software and Hardware-related services, including without limitation, installation, configuration, and training, and (iii) Software and Hardware maintenance and support and/or Software and Hardware technical support services. 

Shall – Denotes that which is a mandatory requirement.  

Should – Denotes that which is permissible or recommended, not mandatory.

Small Business – Pursuant to N.J.S.A. 52:32-19, N.J.A.C. 17:13-1.2, and N.J.A.C. 17:13-2.1, “small business” means a business that meets the requirements and definitions of “small business” and has applied for and been approved by the New Jersey Division of Revenue and Enterprise Services, Small Business Registration and M/WBE Certification Services Unit as (i) independently owned and operated, (ii) incorporated or registered in and has its principal place of business in the State of New Jersey; (iii)  has 100 or fewer full-time employees; and has gross revenues falling in one (1) of the six (6) following categories:  
For goods and services - (A) 0 to $500,000 (Category I); (B) $500,001 to $5,000,000 (Category II); and (C) $5,000,001 to $12,000,000, or the applicable federal revenue standards established at 13 CFR 121.201, whichever is higher (Category III). 
For construction services: (A) 0 to $3,000,000 (Category IV); (B) gross revenues that do not exceed 50 percent of the applicable annual revenue standards established at 13 CFR 121.201 (Category V); and (C) gross revenues that do not exceed the applicable annual revenue standards established at CFR 121.201, (Category VI).

Small Business Set-Aside Contract – means (1) a Contract for goods, equipment, construction or services which is designated as a Contract with respect to which bids are invited and accepted only from small businesses, or (2) a portion of a Contract when that portion has been so designated.”  N.J.S.A. 52:32-19.

Software – means, without limitation, computer programs, source codes, routines, or subroutines supplied by Provider, including operating software, programming aids, application programs, application programming interfaces and software products, and includes COTS, unless the context indicates otherwise.  

Software as a Service or SaaS – means the capability provided to a purchaser to use the Provider’s applications running on a cloud infrastructure. The applications are accessible from various client devices through a thin client interface such as a Web browser (e.g., Web-based email) or a program interface. The purchaser does not manage or control the underlying cloud infrastructure, including network, servers, operating systems, storage or even individual application capabilities, with the possible exception of limited user-specific application configuration settings.

State – The State of New Jersey.

State Confidential Information – shall consist of State Data and State Intellectual Property supplied by the State, any information or data gathered by the Contractor in fulfillment of the Contract and any analysis thereof (whether in fulfillment of the Contract or not).

State Contract Manager or SCM – The individual, responsible for the approval of all Deliverables, i.e., tasks, sub-tasks or other work elements in the Scope of Work.  The SCM cannot direct or approve a Contract Amendment.

State Data – means all data and metadata created or in any way originating with the State, and all data that is the output of computer processing of or other electronic manipulation of any data that was created by or in any way originated with the State, whether such data or output is stored on the State’s hardware, the Provider’s hardware or exists in any system owned, maintained or otherwise controlled by the State or by the Provider.  State Data includes Personal Data and Non-Public Data.

State Intellectual Property – Any intellectual property that is owned by the State.  State Intellectual Property includes any derivative works and compilations of any State Intellectual Property.

State Price Sheet or State-Supplied Price Sheet – the bidding document created by the State and attached to this Bid Solicitation on which the Bidder submits its Quote pricing as is referenced and described in the Bid Solicitation.   

Subtasks – Detailed activities that comprise the actual performance of a task.

Subcontractor – An entity having an arrangement with a Contractor, whereby the Contractor uses the products and/or services of that entity to fulfill some of its obligations under its State Contract, while retaining full responsibility for the performance of all Contractor's obligations under the Contract, including payment to the Subcontractor.  The Subcontractor has no legal relationship with the State, only with the Contractor.

Task – A discrete unit of work to be performed.

Third Party Intellectual Property – Any intellectual property owned by parties other than the State or Contractor and contained in or necessary for the use of the Deliverables.  Third Party Intellectual Property includes COTS owned by Third Parties, and derivative works and compilations of any Third Party Intellectual Property. 

Unit Cost or Unit Price – All-inclusive, firm fixed price charged by the Bidder for a single unit identified on a price line.

US CERT – United States Computer Emergency Readiness Team.

USEPA – United States Environmental Protection Agency.

Using Agency[ies] – A State department or agency, a quasi-State governmental entity, or an Intrastate Cooperative Purchasing participant, authorized to purchase products and/or services under a Contract procured by the Division. 

Vendor – Either the Bidder or the Contractor.

Work Product – Every invention, modification, discovery, design, development, customization, configuration, improvement, process, Software program, work of authorship, documentation, formula, datum, technique, know how, secret, or intellectual property right whatsoever or any interest therein (whether patentable or not patentable or registerable under copyright or similar statutes or subject to analogous protection) that is specifically made, conceived, discovered, or reduced to practice by Contractor or Contractor’s Subcontractors or a third party engaged by Contractor or its Subcontractor pursuant to the Contract Notwithstanding anything to the contrary in the preceding sentence, Work Product does not include State Intellectual Property, Contractor Intellectual Property or Third Party Intellectual Property. 






[bookmark: _Toc228524387][bookmark: _Hlk221091279]CONTRACT-SPECIFIC DEFINITIONS
The following acronyms, definitions, and terms should assist the bidder in understanding the scope of work and critical populations that this Bid Solicitation serves:

[bookmark: _Hlk221525623]Adaptive Behavior Assessment System (ABAS-3):  An assessment tool that uses behavior rating format to assess adaptive behavior and related skills for individuals from 0 to 89 years of age. 

Adjudicate:  (1) To hear and decide a case; to judge. An adjudicated delinquent is a Youth who has been found guilty by a judge of committing a delinquent act. The court can commit an adjudicated juvenile or place the juvenile on community control. (2) Point in claims processing at which final decision is reached to pay or deny a claim.

Administrative Office of the Courts (AOC):  The entity designated to provide the administrative and organizational supports to the State judiciary system.

Administrative Services Organization (ASO):   This term is used interchangeably with the term CSA; more specifically, used in reference to the Centers for Medicaid and Medicare and related activities such as the NJ Comprehensive Medicaid Waiver.

Adolescent Housing Hub (AHH):  A transitional housing reservation system that connects adolescents and young adults ages 16-21 with transitional housing options and Emergency housing/Shelter resources.

Advanced Practice Registered Nurse (APRN):  A registered nurse with advanced education and training, typically at the master's or doctoral level, who provides a wide range of healthcare services. APRNs have specialized knowledge and skills to diagnose and manage patient populations, order tests, interpret results, and prescribe medications in many states.

Advocacy:  The ongoing process of assisting the Youth and family/caregiver in receiving, and maintaining receipt of, all services and supports benefits to which the Youth may be entitled by working toward the removal of barriers to receiving needed services and benefits.

Affordable Care Act (ACA) (aka PPACA):  The Patient Protection and Affordable Care Act (‘‘PPACA’’; Public Law 111–148) consolidates the amendments made by title X of the Act and the Health Care and Education Reconciliation Act of 2010 (‘‘HCERA’’; Public Law 111–152). On March 23, 2010, the President signed comprehensive health reform, the Patient Protection and Affordable Care Act, into law. It includes provisions to expand coverage, control health care costs, and improve the health care delivery system.

American Society of Addiction Medicine (ASAM):  A professional society representing physicians, clinicians, and associated professionals in the field of addiction medicine.  

Americans with Disabilities Act (ADA):  A civil rights law that prohibits discrimination against individuals with disabilities in all areas of public life. It ensures equal opportunity for individuals with disabilities in employment, state and local government services, public accommodations, transportation, and telecommunications.

ANSI SQL-compatible Relational Database Management Systems (RDBMS):  Database systems that adhere to the standard set of rules and guidelines for SQL (Structured Query Language) defined by the American National Standards Institute. This standardization ensures consistency and interoperability across different database management systems, making it easier for developers to write SQL code that can be used on various platforms with minimal modifications.

Appeal:  A written request made by an authorized person within the established time frames for a review of a disputed decision involving eligibility for Intellectual and Developmental Disability services, or the termination, reduction, suspension, or denial of services through the CSOC. 

Application Programming Interface (API):  A set of rules and protocols that allows different software systems to communicate and exchange data with each other. 

Applied Behavior Analysis (ABA):  A science-based approach to understanding and changing behaviors, often used to teach new skills and reduce challenging behaviors in individuals, particularly those with autism and other developmental disorders.

AppScan:  A suite of application security testing and management tools.

ARC Grow:  A caregiver-focused skill building intervention grounded in ARC framework that is designed to enhance resilient Outcomes for families who are impacted by chronic adversity or stress (Kinniburgh et al. 2011).

Assertive Community Treatment (ACT):  An evidenced-based, comprehensive community-based model for delivering treatment, support, and rehabilitation services to individuals with severe mental health challenges through a multi-disciplinary team approach which provides all identified services for the Youth and family “in-house”.

Assessment:  The ongoing process of identifying and reviewing a Child or Young Adult and their family/caregiver’s strengths and needs based upon input from the Youth, their family/caregiver, and others, including community members and health professionals.

Assistive Technology (AT):  Encompasses any device or equipment used to increase, maintain, or improve the functional capabilities of individuals with disabilities.

Assurance Methodology: Systematic approaches used to independently verify the reliability of information, processes, or systems. 

Attachment, Self-Regulation and Competency (ARC):  A core-components treatment model, developed to provide a guiding framework for thoughtful clinical intervention with complexly traumatized Youth from early Childhood to adolescence and their caregiving systems. 
  
Attachment-Based Family Therapy (ABFT):  A trust-based, emotion-focused, family therapy model that aims to repair interpersonal ruptures and rebuild an emotionally protective, secure-based caregiver–Child relationship. It is a manualized, empirically supported model, specifically designed to address family and individual processes associated with adolescent suicide and depression.

Authorization:  The process of obtaining confirmation of eligibility to receive intended services prior to service delivery and reimbursement.

Batch Window Estimates:  The predicted or expected duration of a batch processing job, including the time it takes to gather data, process it, and complete the batch operation.

Behavioral Assistance (BA):  Time-limited, medically-necessary, concrete, and outcome-oriented behavior-changing interventions embedded in the ecological experience of the Child or Young Adult, and their family/caregiver that are components of a detailed, written behavioral assistance service plan prepared by a clinically licensed behavioral healthcare practitioner and authorized by the Contractor or other DCF/CSOC-designated entity. BA services are regulated in accordance with N.J.A.C. 10:77 (nj.gov).

Behavioral Health Home (BHH):  A model that is operated under the auspices of a behavioral health agency that serves people with mental health and substance use disorders which manages the complete health care for the enrollees including behavioral and physical health care.  The 2010 Patient Protection and Affordable Care Act (ACA) established a “health home” option under Medicaid that serves enrollees with chronic conditions.

Bilingual:  Expressed in two (2) languages.

Bio Psychosocial Assessment (BPS):  An assessment that evaluates a Youth’s strengths and needs to determine the most appropriate resources or services to address those needs. The BPS is performed by an independently licensed clinician (that is not employed by the CSA) who will meet in-person with the Youth and parent/caregiver.

Board Certified Behavior Analyst (BCBA):  A healthcare professional who specializes in Applied Behavior Analysis (ABA). BCBAs are certified by the Behavior Analyst Certification Board (BACB) and utilize ABA principles to assess, analyze, and develop interventions for individuals facing behavior-related challenges.

Business Associate Agreement (BAA):  A contract between a HIPAA-covered entity and a business associate, outlining how the business associate will handle Protected Health Information (PHI) on behalf of the covered entity
Business Intelligence (BI):  The process of collecting, organizing, and analyzing business data to deliver insights that support better decision-making.

Call Center:  A center that acts as a single point of entry for Children and Young Adults and their family/caregivers that need to access services and support based on clinical criteria utilizing a toll-free number.

Call Promptor Service:  Provides a recorded announcement that prompts the caller to enter one (1) or more digits corresponding to the destination of their choosing.

Care Coordination:  The Contractor function of authorizing, managing, and coordinating the delivery of clinically necessary and appropriate covered services to Children and Young Adults as well as linking Children and Young Adults with other needed services such as physical health care and social support services with an emphasis on maintaining Children, Young Adults, and family/caregivers in the community or returning them to the community.

Care Manager:  An employee of a Care Management Organization (CMO) responsible for facilitating the process of Individual Service Plan (ISP) design and implementation at the local level.

Care Management Organization (CMO):  An independent, community-based organization that combines advocacy, service planning and delivery, and Care Coordination into a single, integrated, cross-system process, to assess, design, implement, and manage Child-centered and family-focused Individual Service Plans for Children and Young Adults whose needs require moderate or intensive care management techniques that cross multiple service systems.

Care Plan:  A comprehensive and integrated plan of care that is collaboratively developed and reviewed by the family/caregivers, Children and Young Adults, identified supports, and service providers. This plan incorporates identified strengths and needs to address targeted goals through strategies and interventions. The goal of a Care Plan is to support the Child or Young Adult and their family/caregivers on their treatment path to remain at home, in school, and to remain in or return to the community. There are several different Care Plan types based on the CSOC service provider(s) that are authorized. Each Care Plan type has its own distinct requirements, and all Care Plan types integrate to support one (1) comprehensive Youth and family plan.

Center for Medicare and Medicaid Services (CMS):  The entity within the Federal Department of Health and Human Services that funds the State Medicaid and NJ Family Care Programs.

[bookmark: _Hlk173404702]Central Database (CDB):  Central database stores all provider names and addresses for all third-party social service contracting and licensing information. The database provides the DCF management with provider agencies and their addresses and is the central source of information for both the Licensing Information System (LIS) and Contract Management System.

Certificate/Certification of Need (CON):  A certification signed by a licensed physician stating that the patient needs the specified level of care and cannot be treated at a lower level of care which is necessary for all Youth entering a Psychiatric Residential Treatment Facility (PRTF), inpatient treatment, or other environments as required in Title 10, Chapter 75 -- Chapter Notes (nj.gov).

Certified Alcohol and Drug Counselor (CADC):   A professional who has met specific educational, experiential, and ethical standards in the field of substance abuse counseling. CADCs provide counseling, education, and support to individuals who struggle with substance use.  

Certified Information Systems Auditor:  An IT professional certified by ISACA who specializes in auditing, controlling, and securing information systems. CISA certification demonstrates expertise in areas like IT governance, risk management, and information systems acquisition, development, and implementation.

Certified Public Accountant:  A highly qualified and licensed professional in the field of accounting. They are experts in preparing and examining financial records, assessing financial operations, and ensuring tax compliance. CPAs are the only accounting professionals legally authorized to perform certain tasks like certifying and submitting financial statements for publicly traded companies, conducting external audits, and representing clients before the IRS.

Chafee Program:  A federally funded program administered by the New Jersey Department of Children and Families (DCF). Its core purpose is to provide support and services to young people who have been involved in foster care, helping them successfully transition to adulthood and achieve self-sufficiency.
Charity Care:  A program that provides free or reduced-cost care to patients at acute care hospitals for medically necessary inpatient and outpatient services. Charity care is not health insurance, but rather financial assistance for those who qualify based on income and assets, and who are uninsured or underinsured.
Child/Children:  An individual (or individuals) from birth through the age of 17.

Child and Adolescent Needs and Strengths (CANS):  A multiple purpose information integration tool designed to be the output of an assessment process. The purpose of the CANS is to accurately represent the shared vision of the Child serving system—Child and families. As such, completion of the CANS is accomplished in order to allow for the effective communication of this shared vision for use at all levels of the system. Since its primary purpose is communication, the CANS design is based on communication theory rather than the psychometric theories that have influenced most measurement development. The CSOC uses several versions of the CANS that are all inter-connected including the Needs Assessment, Strength and Needs Assessment, Crisis Assessment Tool, and the Family Assessment of Needs and Strengths. The CANS tools serve as New Jersey’s Information Management Decision Support Tools and the terms are used interchangeably.

Child Advocacy Centers (CAC):  Child-friendly centers where a multidisciplinary team (MDT) consisting of Department of Children and Families workers, police, prosecutors, victim advocates, medical and mental health professionals meet to coordinate a response to allegations of Child sexual and severe physical abuse.

Child and Family Services Review (CFSR):  A federally mandated process that evaluates the effectiveness of state Child welfare systems in ensuring the safety, permanency, and well-being of Children and families.

Child Family Team (CFT):  The mechanism in wraparound by which all assessment and planning for a Youth and their family are accomplished and that drives all care management activities.  The CFT is a collaborative group that works together to provide comprehensive, holistic, and family-driven support for Youth and families facing complex needs in the areas of emotional, behavioral, substance use, intellectual and developmental challenges.  The team includes family members, service providers, community resources, and anyone the family and Youth identify to include.  Through the CFT process, the team works to assesses Youth and family strengths and needs and designs, implements, and manages individualized Care Plans with Youth guided and family driven strategies, supports and services.  assisting them in building strengths and a natural support system, which will allow the Youth and family to coordinate supports for themselves. The CFT works toward developing a long-term sustainable plan for the Youth and family that can support them without reliance on a formal system to meet their needs.

Child Parent Psychotherapy (CPP):  An evidence-based intervention model for Children aged 0-6 who have experienced trauma and/or are experiencing mental health, attachment, and/or behavioral challenges. The primary goal of CPP is to support and strengthen the relationship between a Child and his or her caregiver as a vehicle for restoring the Child's cognitive, behavioral, and social functioning.
 
Children’s Crisis Intervention Services (CCIS):  An acute short-term closed Child/Youth inpatient psychiatric unit located in a community hospital or a free-standing facility, designated by CSOC and licensed by the Department of Health, with a typical length of stay of less than two weeks that provides screening, stabilization, assessment, and short-term intensive treatment.

Children’s Interagency Coordinating Council (CIACC):  Local planning entities that foster cross-system service planning for youth with needs related to behavioral health, intellectual/developmental disabilities, and substance use. CIACCs provide a multidisciplinary forum to develop and maintain a responsive, accessible, and integrated system of care through the involvement of parents, service recipients, and youth/child serving agencies as partners.

Children’s System of Care (CSOC):  The Division within the Department of Children and Families that serves Children and Young Adults with emotional and behavioral healthcare challenges, Intellectual and Developmental Disabilities, and substance abuse challenges and their families. CSOC is committed to providing these services, based on the needs of the Child and family, in strength-based, family-driven and, competent in communicating in the mode/medium preferred by Children, Youth and families community-based environments. CSOC believes that the family or caregiver plays a central role in the health and well-being of Children and Young Adults.

Child/Youth Behavioral Health Electronic Record (CYBER):  The current name of CSOC’s MIS web-based solution administered by the CSA.  Accessed by authorized users and maintains the Child or Young Adult’s protected electronic behavioral health information.

Clinical Director:  A healthcare professional who manages and oversees the clinical operations of a healthcare facility or program. They are responsible for ensuring the quality of patient care, managing clinical staff, and ensuring compliance with healthcare regulations.

Clinical Summary Template:  A pre-defined structure, often used in electronic health records (EHRs), to guide clinical documentation.. These templates standardize the format and content of clinical notes, assessments, or other documentation, ensuring consistency and completeness. They can include pre-set fields, prompts, and sections to streamline the documentation process and improve data quality.

CMO Clinical Consultant:  A Licensed Clinical Social Worker/Licensed Professional Counselor who provides clinical expertise in order to build and support appropriate Care Plans for DCP&P Youth with behavioral health challenges and/or needs under the auspices of the CMO in tandem with DCP&P.

Code of Federal Regulations (CFR):  The codification of the general and permanent rules published in the Federal Register by the executive departments and agencies of the federal government. The Code of Federal Regulations (CFR) Titles 42 and 45 govern Public Health and Public Welfare programs. Each volume of the CFR is updated once each calendar year and is issued on a quarterly basis. Additional information is located at eCFR :: Title 42 of the CFR -- Public Health.

Committee on National Security Systems Instruction (CNSSI):  A set of guidelines and instructions issued by the Committee on National Security Systems (CNSS) related to the security of national security systems.

Committee on National Security Systems National Information Glossary (CNSSI-4009):  A National Information Assurance (IA) Glossary published by the Committee on National Security Systems (CNSS). It provides definitions for terms related to national security systems, including information assurance, cryptography, and cybersecurity. The glossary aims to standardize terminology used across different communities like the Department of Defense (DoD), Intelligence Community (IC), and civilian agencies. 

Comprehensive Medicaid Waiver (1115 Demonstration Waiver):  Section 1115 of the Social Security Act gives the Secretary of Health and Human Services authority to approve experimental, pilot, or demonstration projects that promote the objectives of the Medicaid and Children’s Health Insurance Program (CHIP) programs. Under this authority, the Secretary may waive certain provisions of the Medicaid law to give states additional flexibility to design and improve their programs. (Medicaid.gov)

Concurrent Review:  Refers to the utilization management activities that take place during ongoing treatment including, but not limited to, inpatient, outpatient, and residential treatment.

Conditions of Participation (CoPs):  The health and safety standards that healthcare facilities must to participate in Medicare and Medicaid programs. 

Confidentiality and Non-Disclosure Agreement (NDA):  A legally binding contract that protects sensitive information by prohibiting its disclosure to third parties.

Congregate Care:  A residential treatment program that is either a Joint Commission accredited inpatient psychiatric treatment program, a psychiatric community home, a licensed residential Child care facility, or a licensed group home. Treatment homes as licensed by the DCF Office of Licensing are not considered congregate care.

Continuous Quality Improvement (CQI):  A cyclical, data-driven process focused on identifying and addressing problems within a system or process to improve efficiency, effectiveness, and Outcomes. It involves ongoing evaluation, refinement, and improvement of services and products. 

Contract Annex B:  A standard fiscal document that providers must complete.  

Contracted System Administrator (CSA):  The Contractor awarded as a result of this Bid Solicitation to provide Utilization Management, Care Coordination, Quality Management, and Information Management for the DCF/CSOC that provides single access to care for mental and/or behavioral health, Intellectual and Developmental Disability, and Substance Use Treatment Services and support for Children and Young Adults.	

[bookmark: _Hlk174353570]Contracted System Administrator Care Connector (CSA CAC):  The primary role of the Care Connector is to answer Family Support Services-related calls and assist families in accessing additional I/DD services through CSOC. These services include Assistive Technology, Educational Advocacy, and Respite Services. The CAC is also responsible for answering all calls within a specific service level agreement and completing the registration process as well as managing questions from treatment providers.  

Contracted System Administrator Care Coordinator (CSA CC):  A licensed clinician who is employed by the CSA and provides telephonic access, management, and coordination of the assessment process for Children and Young Adults with emotional and/or behavioral health challenges and needs.

Coordination of Benefits:  The process whereby other health insurance coverage is first accessed and used to fund the services covered under the DCF/CSOC Service Delivery Network.

Corrective Action Plan (CAP):  A structured, documented strategy to identify and fix compliance issues and policy violations found during audits, assessments, or reviews. It outlines specific, time-bound actions the contractor will take to correct the problem, determine its root cause, and prevent it from happening again. 

Cost Allocation Plan:  A plan that identifies and distributes costs and allocation methods used for distributing the costs.

Cost Avoidance Plan:  A method of paying claims in which a provider of clinical services is not reimbursed until the provider has demonstrated that all other available health insurance has been exhausted.

Critical to a Function Defect:  This type of defect prevents a user from performing a specific function in the application and there are no workarounds, but does not place a Youth at risk or stop the worker from being able to use the system in other critical areas; time frame approved by DCF’s CSOC for fixing each defect within five (5) calendar days.

Critical to the Application Defect:  This type of defect (1) prevents users from performing their work with no workarounds available; or (2) is any defect that DCF’s CSOC determines places a Youth at risk; time frame approved by DCF’s CSOC for fixing each defect within 48 hours;

CSOC Assistant Commissioner:  A leadership position within the New Jersey Department of Children and Families (DCF) that oversees the Division responsible for providing behavioral and emotional health services, substance use services, and services for Youth with Intellectual and Developmental Disabilities under the age of 21 and their families. 

CSOC MIS Application Governance Committee:  A committee comprised of leadership, stakeholders, and functional area representatives from across DCF who use or are impacted by the CSOC MIS application. Committee members are responsible for providing overall decision-making, oversight, and strategic direction for the CSOC MIS application.

Customer Service Desk:  Serves as the “no wrong door” access point to care for Youth, families, Providers, and other individuals seeking assistance relating to the system of care. Responsibilities include, but are not limited to, registration, screening and routing calls to the appropriate Contractor staff/department, responding to general questions, and providing referral and eligibility information.

Customer Service Representative or Staff:  Contractor staff hired to aid callers who may need services or,or who have inquiries that require further assistance.

Data Use Agreement (DUA):  A legal contract between the entity that owns access to a data source, typically a dataset or database, and a secondary entity that will receive the data, or a subset of it, for reuse. Data Use Agreement | NNLM

Department of Children and Families (DCF):  Created in 2006 as the State’s first Cabinet-level agency devoted exclusively to serving and supporting at-risk Youth and families. DCF is committed to assisting and empowering New Jersey residents to be safe, healthy, and connected.

DCF Business Office:  The office under the auspices of DCF that is responsible for contract administration and related operational matters. 

DCF Fiscal Office:  The office under the auspices of DCF that is responsible for managing and allocating DCF’s financial resources and related operational matters.

DCF Office of Accounting:  The office under the auspices of DCF that is responsible for handling accounting transactions, financial reporting, maintaining records, and oversees the accounting activities of the department. 

DCF Office of Analytics and Systems Improvement (ASI):  The office under the auspices of DCF that includes The Office of Data Management and Reporting (ODMR), The Office of Applied Research and Evaluation (OARE), and The Office of Quality (OOQ).

DCF Office of Information Technology (DCF IT):  The office under the auspices of DCF that supports internal and external partners in using varied technologies to carry out their mission of ensuring the safety, well-being, and success of New Jersey’s Children and families.

Deliverable:  A tangible item that can be provided as the product of development under a contract which can include documents, reports, manuals, software, and hardware as well as other products.

Department of Health and Human Services (DHHS or HHS):  The department of the federal government, which administers the Medicaid and NJ Family Care programs through the Center for Medicare and Medicaid Services (CMS).

Department of Human Services (DHS):  Department in the State comprised of multiple Divisions and Offices that provide services to 1.5 million State residents.

Detention Alternative Program (DAP):  Programs that offer community-based supervision as an alternative to secure detention for Youth involved in the juvenile justice system. These programs aim to minimize the number of Youth held in detention facilities, ensuring court appearance compliance and minimizing new offenses while maintaining Youth within their communities.  

Detention Center:  Facility used to detain juveniles pending court hearing, adjudication, or sentencing.

Division of Child Protection and Permanency (DCP&P):  The Division within DCF responsible for ensuring the safety, permanency, and well-being of Children and to support families. DCP&P is responsible for investigating allegations of Child abuse and neglect and, if necessary, arranging for the Child's protection and the family's treatment.

Division of Developmental Disabilities (DDD):  The Division within the New Jersey Department of Human Service, that coordinates and provides services for individuals 21 years of age or older with Intellectual and Developmental Disabilities.

Division of Family and Community Partnership (DFCP):  The Division within DCF that promotes the health, well-being and personal safety of New Jersey's Children and families by working together with parents, caregivers, organizations and communities to ensure an effective network of proven support services, public education and community advocacy to prevent maltreatment.

Division of Medical Assistance and Health Services (DMAHS):  The Division within the DHS that has the authority to administer the New Jersey Medicaid and the NJ FamilyCare programs. 

Division of Mental Health and Addiction Services (DMHAS):  The Division within the DHS that is responsible for the administration of the State's mental health and addiction programs, primarily for adults.

Early Intervention:  A statewide system that provides services and supports to infants and toddlers from birth up to age three (3) with developmental delays or disabilities. 

Education Advocacy:  The process of working to improve educational systems and Outcomes, often by supporting the rights and needs of students, especially those with disabilities or facing barriers. 

Electronic Visit Verification (EVV):  DMAHS implemented a EVV system in New Jersey in compliance with Section 12006(a) of the 21st Century Cures Act, to capture and process the required EVV data elements. The elements include the type of service performed; individual receiving the service; date of the service; location of service delivery; individual providing the service; and the time the service begins and ends.  This is a requirement for CSOC service providers of IIH-Behavioral, ISS, and respite care.

Emergency:  An onset of a serious medical, emotional, or behavioral condition, the onset of which is sudden, that manifests itself by symptoms of sufficient severity, that a prudent layperson, who possesses an average knowledge of medicine and health, could reasonably expect the absence of immediate attention to result in jeopardy to the life or health of the Child or Young Adult or harm to another person by the Child or Young Adult.

Encounter:  The basic unit of service used in accumulating utilization data and/or a face-to-face contact between a Youth and a provider resulting in a service to the Youth.

Enhanced Care Coordination:  A closer level of monitoring, follow-up, and coordination with families, Youth, and providers as needed to ensure access to and manage the care of Youth under defined circumstances including, but not limited to, Youth referred for psychiatric emergency services, Youth in out-of-home settings for extended periods of time, Youth referred for a BPS assessment, and Youth with substance use challenges without support from a care management entity.

Enterprise Data Warehouse (EDW):  A form of centralized corporate repository that stores and manages all the historical business data of an enterprise.

Ethernet:  A wired networking technology that connects devices, like computers and printers, within a local area network (LAN) or wide area network (WAN).
Expected Resolution Time:  The expected time for the CSA to resolve the issue and report the resolution to the requestor.
Expected Response Time:  The expected time for the CSA to acknowledge receipt to the requestor, begin researching the solution, and provide an estimated resolution time frame to the requestor based on the identified severity code. 
Family Functional Therapy (FFT):  A family-focused, community-based treatment service for Youth who are exhibiting severely impulsive and noncompliant behaviors, which appear to be consistent with an Impulse Control Disorder or a Disruptive Behavioral Disorder.

Family Support Organization (FSO):  An independent community-based organization under contract with CSOC comprised of family members who are involved or who have been involved in the system of mental health/behavioral health care and who provide direct peer Support and Advocacy to Children and Young Adults and their family/caregivers receiving services from a Care Management Organization (CMO), as well as provide advocacy and support for other Children and Young Adults and their family/caregivers in the community who may need services under CSOC.

Family Support Partner (FSP):  A Family Support Partner (FSP) is an FSO employee who has lived experience as a primary caregiver and has been successful in navigating one (1) or more systems to help meet their Youth’s needs.  FSPs provide face-to-face peer support, education, and advocacy to caregivers of Youth involved in the NJCSOC.  This includes the provision of individual peer support to caregivers of Youth involved with Care Management Organizations.

Family Support Services/Developmental Disability Family Support Services (FSS):  Services that are intended to help support uncompensated caregivers for individuals who are eligible for developmental disability services and living in their own homes. 

Fee-for-Service (FFS):  A method for reimbursement based on a payment for specific utilized services.

Fiscal Agent:  The entity that processes and adjudicates provider claims on behalf of programs administered in whole or part by the DMAHS State Medicaid Program and for processing designated CSOC claims.

Formal Supports:  Include the services provided by professional trained employees typically paid for their work.

Full-Time Employee (FTE):  An employee who works a minimum of 35 hours per work week.

Garden State Network: A component of New Jersey's IT infrastructure that enables collaboration and the delivery of public services across New Jersey by connecting various state government agencies, departments, educational institutions and other public entities, and provides internet access and digital communication services while including security measures to protect sensitive information.

General and Administrative Costs (G&A):  Costs incurred by a business to support its overall operations. 

Generally Accepted Audit Standards (GAAS):  A set of systematic guidelines and professional standards promulgated by the AICPA (American Institute of CPAs) for private firms and PCAOB (Public Company Accounting Oversight Board) for public companies that auditors must follow when conducting audits. They ensure the accuracy, consistency, and reliability of financial statements.

Geographic Information Systems (GIS):  A system designed to capture, store, manipulate, analyze, manage, and present all types of spatial or geographical data.

Geo-mapping:  The process of taking location-based data to create a visual map.

Global Administrator:  The highest level of access and control within a system, allowing them to manage all MIS users and settings, install updates, and access sensitive data.

Government Audit Standards (GAS):  Also known as the Yellow Book, are a set of auditing standards issued by the U.S. Government Accountability Office (GAO). They provide a framework for conducting financial audits, performance audits, and attestation engagements of government entities and organizations receiving government funds. These standards ensure audits are conducted ethically, with professional skepticism, and produce reliable reports.

[bookmark: _Hlk213929601]Graphical User Interface (GUI):  Defines what the user sees and how they interact with the application (i.e., the screens, icons, and menus). 

Grievance:  Any formally registered complaint that is submitted in writing or that is orally communicated to either CSOC or the CSA and cannot be resolved within the time frames established for complaint resolution.

Group Home:  A community-based out-of-home treatment program licensed in accordance with N.J.A.C. 3A:56 to provide treatment, board, and lodging services on a 24 hour basis for generally twelve (12) or fewer Children or Young Adults in a community-based setting which is regulated in accordance with N.J.A.C. 10:77.

Habilitation:  Health care services that help a person acquire, keep, or improve skills related to communication and activities of daily living that they may not be developing normally addressing the competencies and abilities needed for optimal functioning in interaction with their environments. Within CSOC, habilitation services are provided to Children and Young Adults with an Intellectual and/or Developmental Disability who meet service criteria set by State laws.

Health Information Technology for Economic and Clinical Health (HITECH) Act:  A law designed to promote the adoption and meaningful use of electronic health records (EHRs). It provides incentives for healthcare providers to implement and utilize EHRs and also strengthens HIPAA regulations regarding patient privacy and security of electronic protected health information (ePHI).  

Health Insurance Portability and Accountability Act (HIPAA):  A US federal law enacted in 1996. It sets national standards for protecting sensitive patient health information. HIPAA's primary goals are to ensure individuals can maintain health insurance coverage, reduce healthcare fraud and abuse, and establish national standards for electronic healthcare transactions. 

High Level Defect:  This type of defect has a significant impact on end users in time or work produced.  There are workarounds available; however, they are inefficient and time-consuming. Time frame approved by DCF’s CSOC for fixing each defect within seven (7) calendar days.

Hub-and-Spokes Model: A central data warehouse (hub) stores and models enterprise data that can produce data marts (spokes) for specific business teams – eg: fiscal, clinical, operations, call center, Medicaid claiming, etc. In the reference text, the state OIT data warehouse ingests data from multiple state agencies and has data marts for state agencies to consume data from the data warehouse. DCF’s Enterprise Data Warehouse (EDW) is also expected to receive a near-real-time copy of the data that is stored in the Contractor’s system, along with clearly defined conceptual, logical, physical, and semantic data models.

Human Trafficking:  A crime involving the exploitation of individuals through force, fraud, or coercion for the purpose of forced labor, sexual exploitation, or other forms of exploitation. It can involve domestic or international movement, and victims may include adults and minors.

Hypertext Markup Language (HTML) 5:  A key set of modern web technologies that represents the latest evolution of the Hypertext Markup Language (HTML). HTML is the standard language that web browsers use to interpret and display content on web pages.

[bookmark: _Hlk221091473]Individual Service Plan (ISP):  A Care Plan type developed by the Child Family Team that incorporates formal and informal services and supports into a comprehensive, integrated plan that, using the identified strengths of the Child or Young Adult and their family/caregivers, addresses the needs of the Child or Young Adult and family/caregivers across life domains in order to support the Child or Young Adult and his or her family/caregivers to remain in or return to the community, in school and out of trouble. For Children and Young Adults with Intellectual and Developmental Disabilities, the ISP must meet the requirements of N.J.S.A. 30:6D-10 through 30:6D-12.

Infant and Early Childhood Mental Health:  A collaboration between CSOC and the Montclair State University Center for Autism and Early Childhood Mental Health that is building workforce capacity by providing training and technical assistance to the Mobile Response Stabilization (MRSS) and Intensive In-Community provider networks. Through this initiative, CSOC will increase capacity to provide effective mental health interventions for infants and young Children that strengthen caregiver/Child connections, ensure parents and caregivers have the skills and resources necessary to support the healthy social and emotional development of their Children, and reduce the need for higher intensity treatment interventions at a later age.

Informal Supports:  Include the support provided by a social network and community, such as family and friends.

Information Management:  The processes, systems, and tools used to collect, organize, store, and distribute information. 

Information Management and Decision Support (IMDS) Tools:  The assessments, templates, and other documents, representing CANS tools and implemented by CSOC, that provide necessary demographic and clinical information to systems partners in order to inform development of coordinated plans of care to best meet the needs of the Children, Young Adults, and their family/caregivers.  This term is used interchangeabley with CANS.

Intellectual and Developmental Disabilities (I/DD):  Defined by the National Institutes of Health as a disorder that negatively affects a Child’s physical, intellectual, and/or emotional development:

· Intellectual disabilities in Children are typically challenges related to the ability to learn, reason, and problem solve, and other skills, including everyday social and life skills.
· Developmental disabilities are a range of long-term and/or lifelong disabilities that can be intellectual, physical, or both. Many of these conditions affect multiple body parts or systems.

Intensive Residential Treatment Services (IRTS):  A highly structured non-hospital-based treatment setting that offers comprehensive and specialized diagnostic and therapeutic services to Youth with a wide range of complex emotional and behavioral needs and their families. Youth entering these programs require intensive clinical services 24 hours per day/seven (7) days per week in a structured environment with continuous line-of-sight supervision, medication monitoring and management, and a concentrated and individualized treatment program.

Interoperability:  The ability for separate and distinct information systems to work together and exchange information.

Intensity of Service:  A level of treatment or care standards based on a Youth’s identified treatment needs; also referred to as “level of care”.

Intensive In-Community (IIC):  An analytical, focused goal-oriented, and needs-based clinical intervention that addresses emotional and behavioral challenges of Youth with moderate to high needs. It may be provided in a Youth’s home or in an amenable community location by a licensed behavioral health clinician and is intended to stabilize and support the Youth and family in an effort to deter more intensive interventions and to support the Youth and family in collaboration with the Child Family Team (CFT) or identified support system. This is a short-term, solution-focused intervention that addresses presenting behaviors resulting in the Youth and her/his family/care giver/guardian gaining insight and improving function at home and in the community.

Intensive In-Home (IIH):  Intensive interventions for Youth that are DD eligible, categorized in three (3) service types:

· Behavioral Services (ABA) focus on decreasing challenging behaviors and improving the Youth’s self-regulating skills, communication skills, and adaptive skills.  Intervention focuses on transfer of skills to the Youth while working with/training the Youth’s caregiver to implement the behavioral plan. 
· Clinical and Therapeutic Services focus on Youth and family and provide cognitive and behavioral strategies to enable Youth to function at his/her optimal level.  Service needs are generally due to a co-occurring mental health diagnosis or significant behavioral health challenge which is likely to respond to psychotherapeutic practice.
· Individual Support Services (ISS) focus on adaptive behavior and skill development for basic activities of daily living (ADL’s).  These services teach skills directly to the Youth and train parents in implementation of the Individual Support Plan.  Service needs are generally due to the Developmental Disability, and absence of developmentally appropriate adaptive, social, or functional skills and related behaviors.

Intensive Mobile Treatment Services (IMTS):  An innovative program designed to meet the unique needs of DD eligible Youth with complex severe and challenging behaviors and/or co-occurring Intellectual and Developmental Disabilities and mental health challenges. This program is designed to deliver in vivo intensive specialized services and support to Youth and their family/caregiver in their home and community environment.

Intensive Residential Treatment Services (IRTS):   A highly structured non-hospital-based treatment setting that offers comprehensive and specialized diagnostic and therapeutic services to Youth with a wide range of complex emotional and behavioral needs and their families. Youth entering these programs require intensive clinical services on a 24 hours per day/seven (7) days per week basis in a structured environment with continuous line-of-sight supervision, medication monitoring and management, and a concentrated and individualized treatment program.

Intermedate Unit:  A sub-acute inpatient psychiatric unit licensed by the Department of Health, as a secured Youth (five [5] to 17 years) inpatient facility, and located in a community hospital. These units provide 24-hour behavioral health treatment and serve Youth who require additional inpatient treatment following an acute stabilization episode of care on a Children’s Crisis Intervention Services (CCIS) unit.

Internet Protocol Security (IPsec) tunnel:  A secure, encrypted pathway created using the IPsec protocol to transmit data between two (2) points, typically over the internet. It provides a virtual private network (VPN) connection, ensuring data confidentiality, integrity, and authentication during transmission. 

Juvenile Justice System:  In New Jersey, the Juvenile Justice System is a separate legal framework for individuals under the age of 18 who are accused of criminal or delinquent behavior. It differs from the adult criminal justice system by prioritizing rehabilitation and the best interests of the Child, rather than punishment. The goal is to guide young offenders towards becoming responsible citizens by providing support and opportunities for reform.  

Key Performance Indicator (KPI):  A quantifiable measure of performance over time for a specific objective.

Land and Building Asset Management System (LBAM):  The State has established the Statewide Land and Building Asset Management (LBAM) system as the official repository of the State’s capital assets. LBAM is an automated system designed to report and account for capital asset inventory for all State agencies. LBAM accumulates capital asset data and calculates the corresponding depreciation, which is ultimately reflected in the Annual Comprehensive Financial Report (ACFR).

Level Of Care Index (LOCI-2R):  A decision support instrument specific to substance use assessment and treatment planning. 

Licensed Certified Alcohol and Drug Counselor (LCADC):  An independently licensed professional that provide a wide range of services to address substance use disorders (SUDs), including assessment, diagnosis, treatment planning, and counseling. 

Licensed Clinical Psychologist:  A highly-trained mental health professional with a doctoral degree (Ph.D. or Psy.D.) specializing in the assessment, diagnosis, and treatment of mental, emotional, and behavioral disorders.

Licensed Clinical Social Worker (LCSW):  A social worker who is independently licensed at the clinical level in their state of practice and focuses on the assessment, diagnosis, treatment, and prevention of mental illness, and emotional/behavioral challenges. Clinical Social Work (socialworkers.org)

Licensed Marriage and Family Therapist (LMFT):  An independently licensed mental health professional specializing in relationships and family dynamics. 

Licensed Professional Counselor (LPC):  An independently licensed mental health professional who has met specific education, training, and examination requirements to practice counseling independently.

Licensed Psychiatrist:  A medical doctor (M.D. or D.O.) specializing in mental health, who can diagnose and treat mental illnesses, prescribe medication, and provide psychotherapy.

Licensing Information System (LIS):  DCF’s Office of Licensing’s Management Information System.

Local Area Network (LAN):  Connects devices within a limited geographical area, like a home or office.

Managed Care:  A comprehensive approach to the provision of health or behavioral health care that combines clinical services and administrative procedures within an integrated, coordinated system, to provide timely access to care in a cost-effective manner.

Managed Long-Term Supports and Services (MLTSS):  A system where long-term care is delivered through capitated Medicaid managed care programs.

Management Information System (MIS):  A computerized database of information organized and programmed in such a way that it produces regular reports on operations to provide efficiency and effectiveness of strategic decision-making.

Master Data Management (MDM):  A comprehensive approach to managing an organization's critical data, ensuring a single, trusted source of truth for key business entities like customers, products, and locations.

Mean Time Between Failures (MTBF):  A reliability metric that represents the average time a repairable system is expected to operate without failure.

Mean Time to Recovery (MTTR):  A crucial metric that measures the average time it takes to restore a system or service to normal operation after an incident or failure.
Medicaid Fair Hearing:  The Appeal process available to all Medicaid eligible individuals pursuant to N.J.S.A. 30:4D-7 and administered pursuant to N.J.A.C. 10:49-10.1 et seq.

Medicaid Fraud Division (MFD):  A Division under the auspices of the Office of the State Comptroller (OSC) which is responsible for protecting the State’s Medicaid program from fraud, waste and abuse. 

Medicaid Information Technology Architecture (MITA):  This framework, developed by CMS, provides a roadmap and toolkit for states to modernize their Medicaid Management Information Systems (MMIS) into more efficient, beneficiary-centric, and interoperable systems. 

Medicaid Inspector General:  An independent, bipartisan entity that oversees the Medicaid program, ensuring its integrity and effectiveness. 

Medicaid Managed Care Organizations (MCOs):  Health plans that provide health care in return for a predetermined monthly fee and coordinate care through a defined network of physicians and hospitals.   

Medicaid or Title XIX:  The joint federal/State program of medical assistance established by Title XIX of the Social Security Act, 42 U.S.C. 1396 et, seq. which in New Jersey is administered by DMAHS in DHS pursuant to N.J.S.A. 30:4D-1 et. seq.

Medicaid State Monitoring Unit (MSU):  The division within the State's Medicaid program responsible for overseeing and ensuring the quality and integrity of Medicaid services provided to beneficiaries.

Medical Director:  For the purpose of this Bid Solicitation, a board-certified psychiatrist who is licensed to practice in the State of New Jersey as a physician and is designated by the Contractor to exercise general supervision over the provision of covered services to Children and Young Adults.

Member Services: Staff within the Call Center who are responsible for initial management of received calls and basic customer service functions.

Memorandum of Understanding (MOU):  A document between two (2) organizations that outlines their agreed-upon working relationship, including roles and responsibilities for specific tasks and activities.

Metadata:  A set of data that describes and gives information about other data.
Metadata Management:  The practice of organizing and controlling information about data. It involves systematically managing metadata throughout its lifecycle, from creation to disposal, to ensure data is findable, understandable, and trustworthy. This is crucial for data-driven decision-making, operational efficiency, and compliance.
Microsoft Access:  A database management system, included in the higher editions of Microsoft 365 or available for separate purchase. It's used to manage and analyze large amounts of data, offering features beyond what's available in spreadsheet programs like Excel. Access allows users to create and interact with relational databases, enabling tasks like data entry, reporting, analysis, and automation.

Microsoft Azure Synapse Analytics:  Limitless analytics service that brings together enterprise data warehousing and big data analytics into a single platform. It allows users to query data using either serverless or dedicated resources at scale, and combines capabilities for data integration, enterprise data warehousing, and big data analytics. This unified platform enables organizations to gain insights from their data by providing tools for SQL, Spark, and integration with machine learning and BI tools.
Microsoft (MS) Edge:  A web browser developed by Microsoft, designed to replace Internet Explorer. It's built on the Chromium open-source project, offering a modern, fast, and secure browsing experience with features like AI-powered tools, built-in security features, and integration with Microsoft services.
Microsoft Business Intelligence (PowerBI):  A business intelligence platform that helps users visualize and analyze data from various sources. It offers tools for connecting to data, transforming and shaping it, and creating interactive dashboards and reports. Power BI is designed to be user-friendly, even for those without extensive technical expertise, and it integrates with other Microsoft products. 
Minor Level Defect:  These defects are of little consequence such as misspelled literals and screen layout and are mostly cosmetic in nature. Time frame approved by DCF’s CSOC for fixing each defect within 30 calendar days.
MIS Help Desk:  Addresses calls and inquiries received through the Customer Service Desk that are technical in nature and require Information Technology (IT) or Management Information System (MIS) expertise. 
MIS User Support:  The assistance and guidance provided to individuals using a Management Information System (MIS).

Mobile Response and Stabilization Services (MRSS):  A program in which interventions are provided to Youth and caregivers through short-term, flexible services coordination to assist in stabilizing Youth in their community setting. Interventions are designed to maintain the Youth in his/her current living arrangement, to prevent repeated hospitalizations, to stabilize behavioral health needs and to improve functioning in life domains. MRSS services are regulated in accordance with N.J.A.C. 10:77.

Moderate Level Defect:  This type of defect can be worked around, but has a moderate impact by requiring the use of a workaround which compromises the work process, but does not prevent the user from completing all aspects of it. Time frame approved by DCF’s CSOC for fixing each defect within 14 calendar days.

MOVEit:  A secure managed file transfer application approved for use by OIT. 

Multiprotocol Label Switching (MPLS) Cloud:  Refers to the infrastructure used in Multiprotocol Label Switching (MPLS) networks, a technology that directs data packets based on short path labels rather than long network addresses. It's a way to create a private, high-performance network overlay, often used by businesses for connecting multiple locations or accessing cloud services. 

Multisystemic Therapy (MST):  An intensive family and community-based treatment that addresses multiple aspects of serious antisocial behavior in adolescents. MST typically targets Youth who exhibit a pattern of aggression, which places them at high risk for out-of-home treatment. The multisystemic approach views the Youth’s behavior as being influenced by the surrounding “systems” – family, peer, school and neighborhood – as well as by the Youth’s thoughts and feelings about those systems.

National Institute of Standards and Technology (NIST):  The National Institute of Standards and Technology is an agency of the United States Department of Commerce whose mission is to promote American innovation and industrial competitiveness. 
New Jersey Child Welfare Data Hub:  A hub of public-facing data that was developed collaboratively by the New Jersey Department of Children and Families and the Institute for Families at Rutgers University School of Social Work. Built upon the principles of transparency and accountability, the Data Hub seeks to improve the lives of Children and families by making New Jersey Child welfare and well-being data available to the public.
New Jersey FamilyCare (NJFC):  The program administered by DMAHS, which provides healthcare benefits to eligible Children and Young Adults in accordance with N.J.A.C. 10:49 and N.J.A.C. 10:78.

New Jersey Medicaid Management Information System (NJMMIS):  An integrated group of procedures and computer processing operations developed to meet the principle objectives of the Title XIX program control and administrative costs; service to recipients, providers, and inquiries; operations of claims control and computer capabilities; and management reporting for planning and control. Additional information about NJMMIS can be found at Welcome to New Jersey Medicaid 2 (njmmis.com).

New Jersey State Plan (State Plan Amendment- SPA):  The DHS/DMAHS document filed with and approved by CMS which describes the contractual agreement between the federal government and New Jersey Medicaid/NJ FamilyCare. 

Non-Medical Transportation:  Short-term non-medical transportation services for Youth and parents/caregivers to provide access to community activities and services as identified in the Youth's plan of care.  Service objective is to help the Youth achieve social goals.

Notice of Action:  Written notification to the Youth and their family/caregivers, and to the DCF/CSOC designated Care Coordination entity, if the Youth is enrolled with such an entity, when there is a decision to terminate, reduce, suspend, modify, or deny service requests. 

[bookmark: _Hlk213918860]Notice of Appeal:  A formal, written document that provides information regarding the appeals process when a request for service(s) has been denied, terminated, or reduced.

Notice of Eligibility Determination:  A document informing individuals whether they meet the requirements for a specific program or service. It outlines the outcome of an eligibility assessment and, if applicable, provides information about the next steps, such as appealing a denial

Office of Administrative Law (OAL):  Provides the citizens of New Jersey with a forum for the fair and impartial resolution of contested cases by independent administrative law judges who conduct hearings and render initial decisions. 

Office of Information Technology (OIT):  The central IT organization that oversees the technology infrastructure for the executive branch of State government. It is this infrastructure that enables the State to deliver vital services to New Jersey's citizens and businesses every day.

Office of Legal and Regulatory Affairs (OLRA):  An office under the auspices of DHS that provides necessary legal support for the DHS’s various divisions and offices, including overseeing and providing records requested by the public.

Office of Monitoring (OOM):  An offcie under the auspices of DCF that develops and implements protocols and methodologies that track the performance of providers operating in the DCF network, and the quality of service being delivered. The Office functions independent from - but in partnership with – DCF’s divisions and program offices.

Office of the State Comptroller (OSC):  An independent state agency created to bring greater efficiency and transparency to all levels of New Jersey government.

Oracle, currently Oracle (19c):  The final, long-term support release of the Oracle 12c family of products; a multi-model database that supports both relational and non-relational data, like JSON, XML, and spatial data.

Other Health Coverage:  Private non-Medicaid individual or group health/dental insurance, including Medicare, also referred to as Third Party Liability (TPL).

Out-of-Home (OOH) Treatment:  A residential program (public or private) that provides 24 hours per day/seven (7) days per week  care and treatment for Children and Young Adults who require this Intensity of Service.

Outcomes:  The results (generally an end state) to which all performance targets must contribute, describing specific states or conditions that change and that are influenced by the achievement of performance targets.

Outcomes Management:  The process by which studies of the Outcomes of care are used to improve the delivery of services. 

Outlier Management (OM):  A statistical model for determining if a plan member or provider program falls within predetermined number standard deviations or more below the median in terms of utilization of treatment service units or costs. Outlier Management functions are managed centrally, generally focusing on aggregate level issues with case specific issues addressed jointly with local providers as necessary to understand and address utilization patterns. As outliers are identified, protocol driven analysis shall determine whether the utilization is problematic and in need of intervention.

Outpatient Treatment:  Clinical services including individual, group, or family therapy and other counseling as well as medication prescription administration and review provided in a non-residential setting (including treatment for substance use).

Over and/or Under Utilization:  Utilization that significantly departs from the median Service Utilization for Children or Young Adults with similar need profiles.

Partial Care:  A continuum of day treatment that includes intensive treatment within a structured therapeutic setting designed to serve as an alternative to hospital care as well as programs that offer an integrated set of treatment and family interventions on a longer-term basis. Children’s partial care programs are licensed in accordance with N.J.A.C. 3A:58.

Partial Hospitalization:  An intensive behavioral health treatment program that generally operates five (5) calendar days a week for up to five (5) hours of Treatment per day.

Performance Improvement Projects (PIPs):  Structured initiatives designed to address specific problems and improve Outcomes within an organization.

Plan, Do, Study, Act (PDSA):  A four (4)-step iterative process used to improve processes or implement changes. It involves planning the change, implementing the plan, studying the results, and acting on what was learned to refine the plan for future cycles.

Prior Authorization (PA):  An approval completed by a third-party entity before a service can be rendered and reimbursed.

Project Manager (PM):  The individual designated by the Contractor who shall oversee the transition, implementation, and ongoing operations of the Contract and who is the primary point of contact for the State Contract Manager.

Provider:  An agency or provider under contract or agreement with DCF to provide services to Children and Young Adults with behavioral and/or emotional challenges and needs, Intellectual and Developmental Disabilities, and/or substance use challenges.

Psychiatric Community Homes (PCH):  A psychiatric community residence for Children and Young Adults licensed by the Department of Children and Families under N.J.A.C. 3A:56-1.2 that provides mental health rehabilitation services 24 hours per day/seven (7) days per week in an OOH treatment setting.

Psychiatric Residential Treatment Facility (PRTF):  Any non-hospital facility with a provider agreement with a State Medicaid Agency to provide the inpatient services benefit to Medicaid-eligible individuals under the age of 21 (psych under 21 benefit). The facility must have Joint Commission accreditation or any other accrediting organization with comparable standards recognized by the State in the State Plan. PRTFs must also meet the requirements in §441.151 through 441.182 of the CFR.  Regulated in accordance with N.J.A.C. 10:75. Admission requires a Certificate of Need (CON).

Quality Management (QM):  Evaluation and continuous improvement of the efficiency, appropriateness, and medical necessity of the treatments, services, procedures, and facilities provided to service recipients on a case-by-case basis. 

Quality Steering Committee:  A committee comprised of CSOC executive leadership, CSOC service line managers, and CSA executive associates that serves in an oversight capacity monitoring performance metrics and quality of service delivery.

Real-Time:  The timing or arrangement allowing a process to occur normally, as without delay. 

Reconsideration:  A process by which the Contractor provides an informal resolution to disputes regarding level of care determinations and Authorizations of service and documents in writing the same for trending and tracking purposes.    

[bookmark: _Hlk201657946]Recovery Point Objectives (RPO):  The maximum acceptable amount of data loss an organization can tolerate during a disruption or outage, expressed as a period of time.

Recovery Time Objectives (RTO):  The maximum acceptable amount of time that a system, application, or business process can be down after a disruption or failure before the consequences become unacceptable.
Registered Nurse (RN):  A licensed healthcare professional who has completed an accredited nursing program and passed the national licensing examination to provide and coordinate patient care. 

Rehabilitation:  Restoring Children and Young Adults to their highest practical functional level through programs, education, activities and therapy.

Release Notes:  Documents that accompany software updates, detailing new features, bug fixes, and other changes to inform users about. They are a key communication tool that provides a summary of the release, including the version number and a brief overview of the changes.
Representational State Transfer Application Programming Interface (REST API):  A set of rules and conventions for building and interacting with web services.
Residential Child Care Facility:  Providers of Children’s mental health rehabilitative services that are licensed by the Department of Children and Families under N.J.A.C. 3A:56 and who are under contract with DCF/CSOC to provide 24 hours per day/seven (7) days per week out-of-home treatment services.

Respite Services:  Temporary relief for caregivers of individuals with disabilities or chronic illnesses, allowing them to take a break from their caregiving responsibilities.

Response File:  The records and status related to Prior Authorization service requests between Medicaid’s Fiscal Agent and the CSA.  

Responsibility Matrix:  A project management tool used to clarify roles and responsibilities within a team (also known as a RACI matrix).
Risk Mitigation Strategies:  Involve identifying, analyzing, and reducing the impact of potential risks. The four (4) primary strategies are avoidance, reduction, transference, and acceptance. These strategies help organizations minimize losses, ensure operational continuity, and protect their reputation.

Routine Care:  Treatment of a condition that does not require immediate attention, including assessments and evaluations, as well as ongoing treatment services.

Run Dependency:  External software components (e.g., libraries, frameworks, or databases) that an application relies on to function correctly during its execution.

SAP Business Objects:  A software suite that enables end-users to view, sort, and analyze data. It provides tools for reporting, data visualization, and analytics, helping organizations gain actionable insights and make informed decisions. The platform integrates with various data sources to enhance strategic planning and operational efficiency.

Screening:  A process in DCF/CSOC whereby Children and Young Adults are screened using common IMDS tools at points of access on critical indicators for eligibility for services and level of need.

Secondary Connection:  A backup or redundant connection used when the primary connection fails or is unavailable. This is often implemented for critical systems to ensure continuous operation and prevent disruptions.

Secure File Transfer Protocol (SFTP) – or Secure FTP:  A program that uses a Secure Shell Host (SSH) to transfer files. It encrypts both commands and data, preventing passwords and sensitive information from being transmitted over the network.

Secure Shell Host (SSH):  Provides an encrypted channel for logging into another computer over a network, executing commands on a remote computer, and moving files from one (1) computer to another.

Serious Emotional Disturbance (SED):  A federal term used to refer to Children and Youth who have had a diagnosable mental health, behavioral, or emotional disorder in the past year, which resulted in functional impairment that substantially interferes with or limits the Child’s role or functioning in family, school, or community activities. 

Service Level Agreement (SLA):  A formal, documented agreement between a service provider and a customer (or between teams within an organization) that defines the level of service expected, including metrics, responsibilities, and remedies for not meeting the agreed-upon standards. 

Service-Oriented Architecture:  A set of components which can be invoked, and whose interface descriptions can be published and discovered.

Shelter:  The county Division of Child Protection and Permanency contracted Emergency Shelter facility for Children and Youth at risk or involved in the Family Court available 24 hours per day/seven (7) days per week, licensed in accordance with N.J.A.C. 3A:53.

Social and Emotional Learning (SEL):  The process through which all young people and adults acquire and apply the knowledge, skills, and attitudes to develop healthy identities, manage emotions and achieve personal and collective goals, feel and show empathy for others, establish and maintain supportive relationships, and make responsible and caring decisions.  SEL services in CSOC employ the Social Decision-Making (SDM) model to identify and implement strategies focused on fostering and practicing skills necessary in areas of self-awareness, self-management, communication and relationship skills, social awareness and interactions, responsible decision-making.

Social Security:  A U.S. federal social insurance program that provides financial protection through retirement, disability, and survivors benefits. It is funded by payroll taxes and is a major source of income for millions of Americans, helping to prevent poverty for retirees, people with disabilities, and families who have lost a wage earner.

Special Case Review Committee (SCRC):  A multidisciplinary team including staff members from the Offices of Juvenile Parole and Transitional Services, Secure Care, Community Programs, and RTSU staff continually assesses those young people diagnosed with mental health and substance abuse conditions, as well as those with referrals from the Department of Human Services, Division of Development Disabilities (DDD), and those who have risk-factors that might impact successful return to the community, including homelessness. Staff from the Department of Children and Families’ Divisions of Children’s System of Care (CSOC) and Child Protection and Permanency (DCP&P) also participate in Special Case Review meetings in order to jointly develop individual release plans for cross-system Youth.

Special Children’s Health Services (SCHS):  A statewide program that provides free case management to connect Children from birth to age 22 with special healthcare needs to necessary medical, developmental, and educational services. SCHS acts as a link between families and resources like Early Intervention, counseling, and assistance with obtaining equipment through county-based case mangement units. 

[bookmark: _Hlk213928542]SQL Server:  Microsoft's latest relational database management system (RDBMS), featuring enhanced performance, improved security, and greater integration with cloud services.

State Contract Manager (SCM):  The State employee who is responsible for the overall management and administration of a State contract entered on behalf of the State by the Division of Purchase and Property in the New Jersey Department of Treasury. The SCM is the primary point of contact for the Contractor’s Project Manager.

Statement on Auditing Standards No. 70 (SAS 70):  A standard developed by the AICPA to provide guidance to auditors assessing the controls of service organizations. It focused on how service organizations (like data centers or cloud providers) managed and secured client data, particularly in relation to financial reporting.

Statewide Homeless Management Information System (HMIS):  An application designed to collaborate between state agencies and local communities on collecting number of homeless persons, their characteristics, and the services utilized to better understand the extent and nature of homelessness. 

Statistical Package for the Social Sciences (SPSS):  Now known as IBM SPSS Statistics, a statistical software package used for data analysis, particularly in the social sciences and related fields. It offers a wide range of features for data management, statistical analysis, and reporting, including descriptive statistics, hypothesis testing, and predictive modeling.

Structured Query Language (SQL):  A standardized programming language designed for managing and interacting with relational databases. It's the standard language for accessing and manipulating data in databases like MySQL, SQL Server, Oracle, and others. You can use SQL to define, manipulate, and retrieve data in a structured and efficient manner.

Structured Query Language (SQL) Server 2022:  A relational database management system (RDBMS) developed by Microsoft; a software product used to store, retrieve, and manage data in a structured way, typically using tables with rows and columns. SQL Server interacts with other applications using the Structured Query Language (SQL), which is a programming language specifically designed for managing databases.

Substance Use:  A pattern of substance use resulting in significant problems in the areas of social or psychological functioning, work, health, or use in dangerous situations (ASAM 5, 2013). 

Substance Use Disorder:  A cluster of physiological, behavioral, and cognitive symptoms associated with the continued use of substances despite substance-related problems, distress, and/or impairment, such as impaired control and risky use (APA 2023, ASAM 5, 2013). 

Substance Use Treatment (SUT) Services:  A continiuum of services designed to treat individuals who struggle with substance use challenges. Service recommendations are based on the outcome of an assessment of the individual’s needs.

Suicide and Crisis Lifeline (988):  A nationwide phone number that provides provides free and confidential emotional support to individuals in suicidal crisis or emotional distress and is available 24 hours per day/seven (7) days per week, 365 days per year.

Support:  Application of resources to maintain the Child or Young Adult in the least restrictive environment, to prevent failing to reach identified health goals, and to assist in achieving desired Outcomes.

[bookmark: _Hlk219891867]System Measurement:  System measurement includes the evaluation and ongoing monitoring of the performance of the system processes in driving the identification of needs and engagement of youth and families with necessary services and supports. It is also inclusive of the evaluation of the efficacy of services and supports in meeting identified needs in the least restrictive, cost effective manner. Results of these measures informs continuous quality improvement initiatives.

Tableau:  A fully-hosted, cloud-based platform for data analytics, offering tools for data preparation, authoring, analysis, collaboration, and sharing. It's a Software as a Service (SaaS) solution, meaning it's managed by Tableau (no on-premise servers required) and provides automatic updates and scalability.

Telecommunication Device for the Deaf (TDD):  A specialized device that enables individuals with hearing or speech disabilities to communicate via telephone lines using text messages.

Telephone Consumer Protection Act:  A federal law designed to protect consumers from unwanted telephone solicitations and robocalls. It restricts the use of automated telephone equipment, like autodialers and prerecorded messages, for telemarketing calls. The TCPA also established the National Do Not Call Registry, allowing consumers to opt out of receiving telemarketing calls.  

Third Party Liability (TPL):  The liability of any entity, including other State or federal medical care programs, with a legal or contractual responsibility to provide or pay for medical, dental, mental health or substance abuse services.

TPL Resource File:  A file that contains information about any existing health insurance or other third-party resources that may be responsible for paying for a Youth's medical or behavioral health services, before Medicaid or NJ FamilyCare covers the costs. This information is important for coordinating benefits and ensuring that Medicaid is the payer of last resort.

Title XIX of the Social Security Act (the Act):  A program that authorizes federal grants to states for a proportion of expenditures for medical assistance under an approved Medicaid state plan, and for expenditures necessary for administration of the state plan. This joint federal-state financing of expenditures is described in Section 1903(a) of the Act, which sets forth the rates of federal financing for different types of expenditures. 

Title XXI:  The federally enacted State Child Health Insurance Program which provides health care coverage for targeted, low-income Children whose available family income is up to and including 350% of the federal poverty level. In New Jersey, this is known as NJ Family Care or NJ KidCare.

Trauma-Focused Cognitive Behavioral Therapy (TF-CBT):  An evidence-based conjoint Child and parent psychotherapy model for Youth who are experiencing significant emotional and behavioral difficulties related to traumatic life events. It is a components-based hybrid treatment model that incorporates trauma-sensitive interventions with cognitive, behavioral, family, and humanistic principles. The goal of the treatment is to help the Youth develop a sense of safety and security, to repair or develop health social skills, and for the caregiver to feel more confident in their ability to help the Youth in a productive manner. 

Treatment:  Interventions that prevent or cure disease, reducing symptoms, and restoring the Child or Young Adult to the highest practical functional level.

User Acceptance Test (UAT):  The final phase of software development where real users test the system to ensure it meets their needs and expectations before it's released to the public. It focuses on validating the software's functionality, usability, and overall suitability for its intended purpose from the user's perspective.

User Acceptance Test Team:  A team comprised of DCF’S CSOC staff, providers, and stakeholders from different functional areas who perform MIS acceptance testing before a new MIS functionality is released to the production environment.
  
Utilization:  The rate patterns of service usage or types of service occurring within a specified time.

Utilization Management (UM):  Management of service use to maximize the effectiveness of the care provided to Children and Young Adults by assuring the right service is authorized for the appropriate intensity and duration to meet those needs. It involves implementing a set of techniques to assess the clinical necessity, appropriateness and efficiency of Care Plans and services provided. Using pre-defined criteria that are based on clinical practice guidelines, updated scientific research and clinical experience, these techniques may include Prior Authorization, utilization review, concurrent review, retrospective review, network management and care management.

Voice Prompt Technology:  A system that uses recorded voice messages or pre-recorded scripts to guide users or direct callers in a specific interaction.  

Warm Line Transfer:  A transferred call to a real person to assist the caller.

WebFOCUS:  A business intelligence (BI) and analytics platform developed by Information Builders (now part of TIBCO). It provides tools for data access, reporting, analysis, and visualization, enabling users to gain insights from their data. WebFOCUS is used by organizations to make data-driven decisions through various capabilities, including self-service analytics, enterprise reporting, and custom application development.

Wide Area Network (WAN):  Connects devices over a much larger area, potentially spanning cities or countries.

Wraparound:  The use of services, goods, and Supports that support the implementation of an individualized plan of care.

Written Notice:  A formal communication, typically a letter or document, that officially informs a person or entity of something important, such as an event, a decision, a legal proceeding, or required action. The specific requirements for a written notice can vary depending on jurisdiction and purpose.

Young Adult:  An individual at least 18 years of age and under 21.

[bookmark: _Hlk220583457]Youth:  For the purpose of this bid solicitation, “Youth” represents the entire age demographic of children and young adults served by the Children’s System of Care unless otherwise specified as, “child,” or, “young adult.”

Youth Cross-Reference File:  Records or information related to Youth who have, at some point, been involved in both the Child welfare and the juvenile justice systems.

Youth and Family Guide:  A public facing comprehensive resource that provides information related to the Children's System of Care including, but not limited to, the role of the CSA, CSOC approach to care, service offerings, eligibility, related processes, privacy rights, and other applicable information. 

Youth Justice Commission (YJC):  Formerly the Juvenile Justice Commission (JJC), the YJC is the executive branch agency providing services, sanctions, and facilities for juveniles Adjudicated delinquent or otherwise under the jurisdiction of the family court.

3560 and 35605:  Specific Medicaid look alike ID numbers that are generated for Youth who are authorized for CSOC services yet are not otherwise New Jersey FamilyCare (NJFC) eligible, which allows for the Youth’s service to be billed through the Medicaid system for CSOC provider reimbursement through the utilization of state funds. The 3560 and 35605 are not Medicaid ID numbers and do not have any NJFC benefits (other than CSOC coverage) associated with the package.
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