PATIENT APPOINTMENT SERVICES

PERFORMANCE WORK STATEMENT

PUGET SOUND

2 Jan 04

1.  BACKGROUND
a. Appointing services are required in support of the daily operations of Puget Sound Area Medical Treatment Facilities (MTFs) that will significantly enhance appointing procedures and improve service to the military beneficiaries.  These MTFs are:

1) Madigan Army Medical Center (MAMC)

2) Naval Hospital Bremerton (NHB) to include;

· Everett Clinic 

· Bangor Clinic 

· Puget Sound Naval Shipyard Clinic

3) Naval Hospital Oak Harbor (NHOH)

4) 62d Medical Group, McChord Air Force Base

b. The current TRICARE Regional Appointment Center (TRAC) was implemented in March 1995 and serves the MTFs in the Puget Sound area.  Open 0700 through 1800, Monday through Friday (except most federal holidays), beneficiaries have access to scheduling appointments prior to clinics opening and after they are closed, including through the lunch hour.  

c. The TRAC allows for consistent management and control of the scheduling process throughout the region.  Currently, the TRAC schedules approximately sixty percent of the appointments, in the aggregate, for the MTFs it services, which equates to an average of 50,000 appointments out of 86,000 total regional appointments monthly.

d. The Multi-Service Market Manager (MSMM) office will be the steward for the Puget Sound area Appointing Services task order contract. The MSMM office will provide contracting and technical expertise to execute and administer the contract in coordination with the Army MEDCOM Healthcare Acquisition Activity.  

2.  PLACE OF PERFORMANCE
       a.  Centralized appointing services shall be provided from a regional center located 

            within the Puget Sound area for the following MTFs:

1) Madigan Army Medical Center (MAMC)

2) Naval Hospital Bremerton (NHB) to include;

· Everett Clinic 

· Bangor Clinic 

· Puget Sound Naval Shipyard Clinic

3) Naval Hospital Oak Harbor (NHOH)

      b.  Decentralized appointing services shall be provided within the 62d Medical Group 

           Clinic, McChord Air Force Base.

3.  SPECIFIC TASKS

a.  Appointing Information Systems - Paragraph 3.2 of the basic contract PWS: MAMC is the “host” site for the Government appointing system in the Puget Sound area.  The Contractor shall access the Government appointing system via leased lines/point to point T1 or T3 circuits. 

   
b.  Telephone Access - Paragraph 3.4 of the basic contract PWS:
1)  The Contractor shall make every effort to retain the current 1-800 telephone number to minimize distribution to the beneficiaries.

2)  The contractor shall submit Automated Call Distribution (ACD) System changes, configurations, procedures, scripting, etc. to the MSMM and MTFs for 
coordination and/or approval 60 days prior to implementation.
   
 c.  Type of Appointments - Paragraph 3.3 of the basic contract PWS: 

Appointments shall be made following MTF-provided appointing criteria and 

business rules.  Examples of MTF criteria and business rules are shown at 

PUGET Attachments 1.a. through 1.f.  Criteria and business rules are subject to change.  Performance standards are IAW Paragraph 3.13 of the basic PWS, i.e., appointment errors shall not exceed more than 1% of the total Contractor booked appointments each month.  

     
  d.  Specialty Appointment Callbacks:



The contractor shall assist in optimizing usage of the MTFs by making calls to



beneficiaries who have a consult/referral in CHCS, but have not made their 



appointment by a certain time after the consult was entered into the system.  The 



Puget Sound area MTFs and clinics will identify the actual details/procedures via 



MOUs, AOP guidelines, and/or clinic criteria. 

        e.  MTF Training Plan - Paragraph 3.6 of the basic contract PWS:

CHCS training:  Each contractor staff CHCS user shall successfully complete training on CHCS before he or she is granted access by the Government to CHCS.

1)  The contractor may provide up to fifteen (15) personnel to be trained by the Government to serve as trainers for contractor staff during the life of the contract, to include options if exercised.  The length of the “train the trainer” course is anticipated to be no longer than eight (8) hours long.  The training will be conducted at a MTF site as determined by the 
Government.  The contractor shall be responsible for scheduling the training with the Government point of contact, travel costs, and per diem costs for personnel, and attending the “train the trainer” course.  The Government will be responsible for furnishing the trainers, the training rooms, equipment, and materials required for training.


2)  After the Government has provided the “train the trainer” course, the 


contractor shall be responsible for training of appropriate contractor personnel.


3)  Contractor access to CHCS will be granted commensurate with training 

completion and established system security requirements.


4)  The contractor is required to contact the Government Point of Contact (POC) 

to coordinate and schedule all required training.  

MTF Training:  The MTF will provide orientation training and periodic training 
to the contractor

personnel located at the 62nd Medical Group, McChord Air Force Base.


The following is an example of possible areas covered in Orientation Training:

	Topic

	Fire Safety

	Physical Security

	Information Security

	Infectious Control (Blood-borne Pathogens, Personal Protective Equipment)

	Safety

	Hazardous Material

	Emergency Preparedness Plan

	Equal Opportunity

	Management of Information (Security)

	Performance Improvement

	Managed Care, TRICARE & Customer Service

	Occupational Health Medical Surveillance (Annual PPD)

	Drug & Alcohol 

	Preventive Medicine

	Resource Management Division

	Logistics/Medical Maintenance

	Chief Medical NCO

	Command Philosophy/Ethics

	Sexual Harassment

	Introduction of Command

	Family Advocacy

	Operation Security/ Subversion And Espionage Directed Against The Army (OPSEC/SAEDA)

	Patient Safety

	CPR Training

	ID Badges


The following is an example of possible areas covered in required Periodic Training.

	Topic

	Fire safety

	Physical Security

	Information Security

	Infectious Control (Blood-borne Pathogens, Personal Protective Equipment)

	Safety

	Hazardous Material

	Emergency Preparedness Plan

	Equal Opportunity

	Management of Information (Security)

	Performance Improvement

	Managed Care, TRICARE & Customer Service

	Occupational Health Medical Surveillance (Annual PPD)

	OPSEC/SAEDA

	Mandatory JCAHO Training as announced



f.  Transition Period Reporting - Paragraph 3.12 of the basic contract PWS:


The Contractor shall submit weekly status reports of phase in and operational 



activities to the MSMM and MTF Commanders.

      g.  Eligible Beneficiaries - Paragraph 6.5.4.1 of the basic contract PWS:
The numbers of beneficiaries who are eligible to receive services are shown at 

PUGET Attachment 2.  

      h.  Historical total regional phone calls is shown at PUGET Attachment 3.


i.  Appointment Transactions - Paragraph 6.2 of the basic contract PWS:


Historical workload for appointment transactions for MTFs in the Puget Sound area is shown at


PUGET Attachment 4.   

j. The MSMM office will coordinate with MAMC to provide contact information (since MAMC is the “host” site) to the contractor for the following - Paragraph 3.2 of the basic contract PWS:
1) Local Government IT Security Officer for coordinating DITSCAP, personnel security, physical security, and IT system access requirements and authorization to appointment information systems and IT networks as required (certification & accreditation, background investigations, username/password, Public Key Infrastructure certificates, etc.). 
2) Connectivity configuration between the contractor and government, to include use of DoD LAN, NIPRNet or Point to Point circuit, Internet connectivity, and any use of a DISA DMZ. See Paragraph 5 of the basic contract PWS.

3) Hardware/software needed to support requirements, e.g., browser to support Internet connectivity requirements, e-mail software to support appointment cancellation, CAC reader and middleware, browser and e-mail versions that are compatible with DoD PKI. See Paragraph 5 of the basic contract PWS.


k.  Contractor’s Performance Reports - See Paragraph 4 of the basic contract PWS.  The Contractor shall provide reports referenced in Paragraph 4.2. that reflects data for each MTF and for the regional level.  


l.  “Queuing” and clerk assignment:



If the ACD uses a queuing methodology, the contractor’s personnel located at the 



McChord AFB clinic shall use the McChord queue as the primary queue and the 

other Puget Sound MTF queues as secondary queues.  

m.  MTF Phone Lines for direct access to Regional Appointment Center:


1)  The Contractor shall establish phone lines, to include telephone instruments, for direct access to the Regional Appointment Center in the quantities and at the locations specified at PUGET Attachment 5.  The contractor shall provide single line, analog direct access telephones (ring down service), to include telephone switch.  The existing switch is a Norstar.  The contractor shall provide trunk access to the commercial service.  All telephone instruments shall be white.


2)  Telephones shall not be moved, disconnected, or removed, within the MTF or clinic, unless the change is mutually agreed upon by the MTF and the Contractor.  Under no circumstances shall telephones be moved, disconnected, or removed, if any costs are anticipated, without advance Contracting Officer approval.


3)  A joint inspection of the telephone instruments by the Contractor and the MTFs will be conducted quarterly, or as otherwise agreed to by both parties.

n.  The Contractor’s appointment supervisor shall establish and maintain active liaison with all MTF/clinic appointment coordinators.  The appointment supervisor(s) or designated representative(s), shall meet monthly, unless otherwise agreed to, with the MTF/clinic appointment coordinators to discuss appointing issues.  The meeting shall be conducted at the MTF/clinic unless otherwise agreed upon.

o.  Government Furnished Property (GFP) – See Paragraph 6.4 of the PWS of the basic contract: 



1)  The following Government furnished facility and equipment will be provided 

by the 62nd Medical Group, McChord AFB:

· One office to conduct the appointing functions, Building 690, Room number 2-03F3 (approximately 160 square feet).

· Three workstations, each with one large overhead cabinet and two under desk file cabinets.

· Three workstation chairs


    2)  The Government will provide utility and housekeeping services for 62nd Medical Group,  McChord AFB only.


p.  Hours of Operation/Federal Holidays:


Contractor shall provide services Monday through Friday from 0700-1800 (7:00 



a.m. - 6:00 p.m.) excluding Federal holidays.



      q.   Period of Performance.  

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

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

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

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

    r.  COTR and Government POC’s for this task order to be provided upon award.

   s.  List of Attachments for PUGET Task Order:

PUGET Family Practice Appt Criteria


PUGET Attachment 1a.doc

PUGET Pediatrics Appt Criteria



PUGET Attachment 1b.xls

PUGET Well Child Clinic Appt Criteria


PUGET Attachment 1c.xls

PUGET Pediatrics Specialty Clinic Appt Criteria

PUGET Attachment 1d.xls

PUGET Refer to ER Criteria



PUGET Attachment 1e.xls

PUGET AOP Guidelines




PUGET Attachment 1f.doc

PUGET Population and Enrollment Summary

PUGET Attachment 2.xls

PUGET Total Calls




PUGET Attachment 3.xls

PUGET Appt Trans




PUGET Attachment 4.xls

PUGET Phone Listing Appting



PUGET Attachment 5.doc 

PUGET Wage Determination



PUGET Attachment 6.doc

PUGET CLIN Pricing 




PUGET Attachment 7b.doc

PUGET Equivalent Rates 




PUGET Attachment 8.doc
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