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e Procurement Activities
e Project Overview

e Questions

e Closing Commentary
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Introductions

Speakers

Ross Hoffpauir, CTCM, CTCD

Grants Specialist — Grants Division
HHSC | Procurement and Contracting Services (PCS)
1100 W. 49t St. | Austin, TX, 78756 | Mail Code 2020

Health and Human

Services ross.hoffpauir01 @hhs.texas.gov
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Procurement Roles

HHSC Procurement Team

e Procurement and Contracting Services (PCS) -
Responsible for procurement activity.

e Access and Eligibility Services (AES) Program -
AES Staff responsible for project scope,
requirements, performance, results, contract
management and monitoring.

Health and Human
Services
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Schedule of Events

Upcoming Events

Deadline for Submitting Questions

April 12, 2021 2:00 PM Central Standard Time

HHSC Posts Responses to Vendor Questions
April 16, 2021 @ 5:00 PM Central Standard Time

Deadline for submission of Solicitation Responses

April 30, 2021 10:30 AM Central Standard Time

Health and Human
Services

September 1, 2021

Anticipated Operations Start Date



Solicitation Access

HHSC will post all official communication regarding
this RFA on the following websites, including the
notice of award:

« The HHSC website is located at
https://apps.hhs.texas.gov/pcs/HHS0009792/

« The Texas Egrants is located at
https://hhs.texas.gov/doing-business-hhs/grants

HHSC reserves the right to cancel this RFA, or to
make no award if it determines such action is in the
best interest of the State. HHSC may, at its discretion,
reject any and all proposals or portions thereof.

Health and Human
Services
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HHSC Sole
Point of Contact

« All communications relating to this RFA

must be directed to the HHSC Sole Point
of Contact.

« All communications between Applicants
and other HHSC staff members concerning
this RFA are strictly prohibited.

* Failure to comply with these requirements
may result in proposal disqualification.

Health and Human
Services

2-1-1 Texas Information and Referral -
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Access and Eligibility Services
(AES) Vision & Mission

Vision: Provide an integrated and
streamlined approach to connect
individuals to services and supports that;
reduce institutionalization; allow
individuals to remain in their
communities; and promote economic and
personal self-sufficiency.

Mission: To Connect People, Services,
and Support

Health and Human
Services

2-1-1 Texas Information and Referral 9
Network Operations RFA No. HHS0009792



2-1-1 Texas Information and Referral
Network (TIRN) Overview

2-1-1 TIRN is comprised of 25 Area

Information Center (AIC) regions that
provide general information and referral

(I&R) services to individuals in Texas.

Narth Texas
Marth Central Texas Fort Waorth
Marth Central Texas Dallas

Panhandle

South Plains
West Central Texas
Concho Valley

Permian Basin

Rio Grande

Health and Human
Services

Middie Rio Grands * 1§ Gulf Coast

Golden Craseenl
South Texas
Coastal Bend
Tig of Texas

2-1-1 Texas Information and Referral 10
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Health and Human
Services

2-1-1 TIRN Overview

2-1-1, the national abbreviated dialing code for

free access to health and human services

information and referral.

Each multi-county regional AIC is responsible for
collecting, providing, and updating accurate, well-
organized, and accessible information from state
and local health and human services programs.

Individuals can also access information throu%h
tlge TIRN Network by visiting the public website
at: :

In addition to providing comprehensive I&R
services to all counties in their regions, AICs play
an integral role in the Governor’s Homeland
Security Strategic Plan for 2020-2025 by
providing information to the public in the event of
a disaster or emergency.

2-1-1 Texas Information and Referral
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Health and Human
Services

2-1-1 TIRN Network Operations
RFA Objectives

HHSC seeks to secure a collaborative team
of Texas-based local organizations for 2-1-
1 TIRN, to offer local and statewide
information and referral services in
accordance with the Alliance of
Information and Referral Systems (AIRS)
Standards and Quality Indicators for
Professional Information and Referral.

An applicant may submit an application to
provide 2-1-1 TIRN services in one (1) or
multiple regions, see Exhibit F, AIC
Regions and Estimated Funding
Amounts.




Health and Human
Services

RFA Objectives (Cont.)

An Applicant may choose to

submit applications for more than one
region; however, the Applicant must be
able to meet the following
requirements:

a. A physical location must be maintained in at
least one of the AIC regions for which applications
are being submitted; and

b. A permanent staff person must be located in

the region(s) where the Applicant does not have a
physical location.

2-1-1 Texas Information and Referral 13
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Health and Human
Services

RFA Objectives (Cont.)

Each multi-county regional AIC is responsible for:

(1)Data Resource Management. The AIC’s regional records
within the statewide database are the primary source of
information regarding governmental and social

service programs available to the community. AICs are
responsible for collecting, updating, and managing information
specific to their regions in the HHSC/TIRN-administered
statewide database.

(2)2-1-1 Service Delivery. AICs must be fully operational
and able to respond to inquiries 24 hours a day, seven days a
week. AICs must provide customers accurate and
comprehensive information in an unbiased, non-judgmental,
and culturally sensitive way to address their needs and
optimize customer choice. Equally important, I&R services
must be accessible to customers with special needs and those
for whom English is not their first language. HHSC/TIRN
ensures AICs have access to telephony-based interpreter
services.

2-1-1 Texas Information and Referral

Network Operations RFA No. HHS0009792 =



Health and Human
Services

RFA Objectives (Cont.)

(3) Disaster Preparedness and Response. AICs must
have policies and procedures in place to enable it to
respond to disasters or events that affect the AIC region
and/or other areas of the state. During such occurrences,
it is expected that call volume may increase in the affected
geographic area, as well as in other areas of the state.
AICs must be ready to respond in a short period of time
and effectively coordinate with local and state emergency
management organizations. All AICs are responsible for
monitoring, researching, and determining the details and
scope of any disasters/events that affect their regions.

(4)Focused Initiatives. HHSC/TIRN may require AICs to
participate in appropriate federal, state, and/or local
programs to fulfill special I&R needs, such as specialized
client intake, resource data sharing, and other information
and assistance.

2-1-1 Texas Information and Referral
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RFA Objectives (Cont.)

(5) Outreach Activities. Community
outreach and education is important to
ensuring the public, local partners, and other
stakeholders are aware of 2-1-1 TIRN
services and how they benefit the
community. The Applicant must submit with
its application an Outreach Project Work Plan
that includes at least ten (10) outreach
events the AIC will conduct/participate in
during the Grant period to promote and
educate the public about 2-1-1 TIRN
services.

Health and Human
Services

2-1-1 Texas Information and Referral
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Detailed Requirements

Plan of Operations

The Applicant shall develop and maintain an
approved Plan of Operations. The initial Plan
of Operations must include hours of
operation, setting, AIC Staff Requirements,
Staffing Plan and Certifications, and policies
and procedures for core service delivery

Additional Grant and Finance

Requirements include: quality assurance and
monitoring, invoicing, transition and turnover
plans, contract record retention, formal
communication requirements, and contract
monitoring.

2-1-1 Texas Information and Referral

Network Operations RFA No. HHS0009792 =
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Key Performance Requirements
(KPR)

There are 8 Key Performance Requirements that can be
found in Exhibit H.

KPRs (1) and (2) are associated with the resource data
quality management (1) conduct data quality initiatives
and (2) conduct a formal annual review of all active
agencies.

1. At a passing rate of 100%, Grantee must complete all
data quality initiatives as assigned by HHSC/TIRN.

2. Grantee must conduct formal reviews of resources of
100% active agencies on a 13-month basis. Formal
reviews must be documented in writing and documents,
e.g. communications with Agency representatives, and
must be retained in accordance with contract retention
requirements. Formal review documentation must be
provided to HHSC/TIRN upon request by email.

Health and Human
Services
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Key Performance Requirements
(KPR)

KPRs 3 through 6 are focused on Service delivery:

3. For Grantees with a monthly call volume of 10,000
calls or less, the Grantee must answer 80% of calls
within 60 seconds or less.

For a monthly call volume that exceeds 10,000, the
Grantee must answer 75% of calls within 60 seconds or
less, for year one of the Grant term, have an
abandoned percent of 10% or less, and By year two of
the Grant term, Grantees with a monthly call volume
that exceeds 10,000 must answer 80% of calls within
60 seconds or less; abandonment and Rolled-Over/Not
Answered (RONA) expectations will not change.

4. All Grantees must have an abandoned percent of
10% or less.

Health and Human
Services

2-1-1 Texas Information and Referral
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Key Performance Requirements
(KPR)

5. All Grantees must have RONA calls of 1% or less.

6. An average quality assessment score of 80% or
more should be met for interactions sampled during
the reporting period. Outcomes to be measured by
submitted documentation of quality monitoring
activities and results as part of quarterly reporting.

2-1-1 Texas Information and Referral
Network Operations RFA No. HHS0009792

20



Health and Human
Services

Key Performance Requirements
(KPR)

7. Requires internal readiness drill annually assessing
disaster response.

8. Requires a 10-day or less response to any State
Action Request (SAR) or Vendor Action Request
(VAR) Response. However, KPR 9 allows Grantees to
request extensions.

10. Highlights deliverable requirements noted in Exhibit
K.

2-1-1 Texas Information and Referral

Network Operations RFA No. HHS0009792 =



Emergency Services and Escalation
Centers (ESEC) RFA Objectives

ESEC (formerly called Warm Centers)

As part of this procurement, Applicants may elect to
compete for an Emergency Services and Escalation
Centers Grant to provide expanded disaster-related
activities that include disaster/event monitoring,
network communication, resource management, and
added human resource capacity for responding to
disasters/events. Emergency Services and Escalation
Centers (ESEC) will be required to assist with disaster
response — providing support of impacted Centers,
particularly around disaster/emergency response
resource management and will also add volunteer
capacity of up to 20 volunteers within four hours.

Health and Human
Services

2-1-1 Texas Information and Referral
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Emergency Services and Escalation
Centers (ESEC) RFA Objectives

Additionally, year round, Emergency
Services and Escalation Centers provide
registration assistance to the State of
Texas Emergency Assistance Registry
("STEAR"). STEAR provides local
emergency planners and responders with

information about prospective evacuation
needs.

Health and Human
Services
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ESEC KPR

Enhanced Customer Service and Outcomes

KPR 11 relates to ESEC applicants only and
addresses increased call handling capacity.

Grantee will add 20 contact specialists, as
needed and directed by HHSC. If less than
20 contact specialists are needed,
HHSC/TIRN will direct the specified amount
and the Grantee will be held to that
standard. The additional contact specialist
capacity must be added within a period of
time not to exceed four hours or as directed
by HHSC.

Health and Human
Services

2-1-1 Texas Information and Referral
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Grant Term

Initial Term: 2 Years
« Estimated Start Date: 09/01/2021
« Estimated End Date: 08/31/2023

It is anticipated that the initial Grant
period for any Grant awarded under this
Solicitation will begin September 1, 2021
and continue until August 31, 2023.

Health and Human
Services

2-1-1 Texas Information and Referral
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Grant Term

Optional Anhnual Extension

Subject to the availability of funds,
HHSC, at its sole option, may extend any
Grant awarded pursuant to this
Solicitation with the option to extend for
one (1) year, ending on August 31, 2024,
provided the Grant term, including all
extensions or renewals, does not exceed
three (3) extensions.

Health and Human
Services

In summary, the Grant term may span up
to 5 years.

2-1-1 Texas Information and Referral
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Objective

« Provide an overview of State Action
Request (SAR) and Vendor Action

Request
formal communication process.

e Provide an overview of the
solicitation financial structure.

Health and Human
Services

2-1-1 Texas Information and Referral
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SAR Process

from HHSC to Grantee

HHSC HHSC
receives sends
response SAR

Health and Human
Services

Grantee
Reviews the SAR and
responds to HHSC

2-1-1 Texas Information and Referral Network
Operations RFA No. HHS0009792

State Action Request (SAR) Process: Formal Communication

28]



What is the Purpose of the
SAR?

« Formal communication mechanism
between HHSC and the Grantee.

« Initiated when HHSC requests the Grantee to
perform an activity, provide
clarification, changes to processes/policy, etc.

« Types of SARs sent to the Grantee:
v' Requesting review of contract amendment
v Contract monitoring notifications
v' Contract monitoring final reports
v' Request for clarifications
v Notification of contract changes

Health and Human
Services

2-1-1 Texas Information and Referral Network

Operations RFA No. HHS0009792 30



Health and Human
Services

Examples of SARs
(Non-Inclusive List)

Requests for reports, ad-hoc, clarification,
process or policy changes, information,
copies of documents, etc.

Requests for materials for review
(case records, deliverables, etc.)

Subpoenas, Open Records
Changes to Grant requirements

Notices of deficiencies, issues,
findings, etc. with Grant
requirements (non-compliance)

Legislative inquiries

2-1-1 Texas Information and Referral Network
Operations RFA No. HHS0009792 31



Why is a SAR Process
Needed?

« It provides HHSC with a centralized
point through which all directives to
the Grantee are communicated, tracked
and monitored.

A response to a SAR is a Key
Performance Requirement (Exhibit J).
Therefore, the Grantee is required to
adequately respond to a SAR.

« If the Grantee is late on responding;
or does not provide adequate
information, HHSC may assess non-
compliance remedies.

Health and Human
Services

2-1-1 Texas Information and Referral Network
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Health and Human
Services

Type of SARs

A standardized memorandum template is used:

« SAR

« "“Regular” SAR Process — minimum of
10 business day turnaround.

« High Priority SAR - expedited
request with a minimum of 3-5 business
day turnaround if time permits.

« SAR Responses
« Request additional time/information
« Provide requested information
« Request policy or Grant clarification

2-1-1 Texas Information and Referral Network
Operations RFA No. HHS0009792 33



State Action Request

tion Request (SAR)

Attachment Descripﬂlon:

m-@' —

State Action Request (SAR) Response from Grantee

-

ResponseDueDate:| |

Response Details

Response:

Action Required/Recommendation:

Health and Human SAR Detailed Information
Services

Attachment Description:
Background/Discussion: ‘

Action Required/Recommendation:



SAR Correspondence ID
Number

« HHSC assigns a unique SAR Task ID
number to each communication for
tracking purposes.

Example: 01282021C001

» The Grantee is required to submit a complete
and accurate response by the requested due

date.
Health and Human » The Grantee must submit the response no
SERES later than 5:00 PM the date its due to the intake

box and distribution list.

2-1-1 Texas Information and Referral Network

Operations RFA No. HHS0009792 35




Vendor Action Request (VAR)
Process

VAR Process: The Formal Communication Process from the Grantee to HHSC

Grantee Grantee
receives Sends VAR
response

Health and Human
Services

HHSC
reviews
& responds

2-1-1 Texas Information and Referral Network

Operations RFA No. HHS0009792 B,




What is the Purpose of the
VAR?

1. Official communication mechanism
between the Grantee and HHSC.

2. Initiated when the Grantee submits
deliverables, key performance
requirements, etc.

Health and Human
Services

2-1-1 Texas Information and Referral Network
Operations RFA No. HHS0009792 37




VAR Examples

« Informational notice to HHSC requiring
no response

« Submission of Key
Performance Requirements and
Deliverables

« General Requests for Clarification from 2-1-
Health and Human 1 TIRN

Services

2-1-1 Texas Information and Referral Network

Operations RFA No. HHS0009792 -




Vendor Action Request (VAR)

Jor Action Reque

Attachment Description:

Contract Number:

. Response from Agency
Vendor Action Request (VAR)

LT
.-.-.t’ Sey

Response Details

Response:

Action Required/Recommendation:

VAR Detailed Information

Health and Human
Services

Attachment Descri

Background,/Discussion:

Action Required/Recommendation:




Health and Human
Services

VAR Submission Process

The VAR must be sent to the designated
e-mail address and the approved email
distribution list.

HHSC reviews and assigns the VAR to

HHSC area representatives and provides
a due date.

2-1-1 Texas Information and Referral Network
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What is a Deliverable?

Deliverables are documents, processes,

reports, plans and other products that are created
by the Grantee and delivered to HHSC in the
course of performing its obligations under the
grant.

The deliverable reporting process should
ensure that the Grant required information
is accurate and submitted timely.

All deliverables will be submitted to HHSC via
the VAR process.

Health and Human
Services

2-1-1 Texas Information and Referral Network
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Deliverables Process

HHSC will review and respond to each deliverable
as accepted, accepted with conditions, or
rejected.

« Accepted Deliverables require no further action
by the Grantee.

« Accepted with Conditions Deliverables require
additional action by the Grantee.

Health and Human

Services « Rejected Deliverables are subject to Grantee

non-compliance actions.

2-1-1 Texas Information and Referral Network
Operations RFA No. HHS0009792 42
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Financial Approach

Available Funding

Total funding available $10,516,053 per year for a
n;]axiGmum Grant value of $52,580,265 for the term of
the Grant.

It is HHSC's intention to make multiple awards.

Grant Term

Initial funding period is September 1, 2021 through
August 31, 2023.

Health and Human HHSC, at its sole option, may extend any Grant

Services awarded pursuant to this Solicitation with the option
to extend for three (1) year renewals, ending on
August 31, 2026.

2-1-1 Texas Information and Referral Network Operations 44
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Pricing Overview

FY2022 SGR COVID
Operations . Total
Funding

FY2022 Budget

10,016,053.00 | & 500,000.00 | 5 954,000.00 | % 11,470,053.00
FY2023 Budget

10,016,053.00 | & 500,000.00 % 10,516,053.00
FY2024 Budget
(*Optional Renewal) _

10,016,053.00 | & 500,000.00 % 10,516,053.00
FY2025 Budget

*#*Q0ptional Renewal

(*op ) 10,016,053.00 | & 500,000.00 %
FY2026 Budget
(*Optional Renewal) o

10,016,053.00 | & 500,000.00

% 10,516,053.00
Maximum Contract Value
80,265, 2,500,000.00 954,000.00 % 53,534,265.00

Health and Human
Services

10,516,053.00

2-1-1 Texas Information and Referral Network Operations
RFA No. HHS0009792 45



Questions and Answers

All questions must be submitted in writing to the
Procurement Project Manager at:

Ross.HoffpauirQ1@hhs.Texas.gov.

Do not submit in PDF, do not password protect.

All additional questions, requests for
clarification, etc., are due in writing

Health and Human
Services

2-1-1 Texas Information and Referral
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Closing Comments

* Applicants are responsible for meeting the RFA
requirements, including any addenda.

* Applicants must check the HHS Grants Website
frequently for any addendums that may have been
added to this solicitation.

* All Addendums must be signed and submitted
with the original response.

Health and Human

by * Vendor questions and answers will be posted to

the HHS Grants Website.

2-1-1 Texas Information and Referral
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Sole Point of Contact

Contact Information

HHSC Procurement Project Manager

Ross Hoffpauir

Helft g Ross.HoffpauirO1 @hhs.texas.gov

Services

2-1-1 Texas Information and Referral
Network Operations RFA No. HHS0009792
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Thank you!

2-1-1 Texas Information and
Referral Network Operations

RFA No. HHS0009792

49



	Vendor Pre-bid Conference
	Vendor Pre-bid Conference Agenda
	Introductions
	Procurement Roles
	Schedule of Events
	Solicitation Access
	HHSC Sole �Point of Contact
	RFA Overview
	Access and Eligibility Services (AES) Vision & Mission
	2-1-1 Texas Information and Referral Network (TIRN) Overview
	2-1-1 TIRN Overview
	2-1-1 TIRN Network Operations �RFA Objectives
	RFA Objectives (Cont.)
	RFA Objectives (Cont.)
	RFA Objectives (Cont.)
	RFA Objectives (Cont.)
	Detailed Requirements
	Key Performance Requirements (KPR)
	Key Performance Requirements (KPR)
	Key Performance Requirements (KPR)
	Key Performance Requirements (KPR)
	Emergency Services and Escalation Centers (ESEC) RFA Objectives
	Emergency Services and Escalation Centers (ESEC) RFA Objectives
	ESEC KPR
	Grant Term
	Grant Term
	Official Correspondence Process
	Objective
	SAR Process
	What is the Purpose of the SAR?
	Examples of SARs�(Non-Inclusive List)
	Why is a SAR Process Needed?
	Type of SARs
	State Action Request
	SAR Correspondence ID Number
	Vendor Action Request (VAR) Process
	What is the Purpose of the VAR?
	VAR Examples
	Vendor Action Request (VAR) 
	VAR Submission Process
	What is a Deliverable?
	Deliverables Process
	Financial Approach
	Financial Approach
	Pricing Overview
	Questions and Answers
	Closing Comments
	Sole Point of Contact
	Thank you!

