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SCOPE OF SERVICES – Life Insurance

GENERAL SCOPE OF SERVICES – Life Insurance: 

Clearly describe how the Proposer can accomplish each of the following Scope of Services provided below and provide a description of any deviations in the following table:

	Services Requested
	Yes, 
Will Comply
	Yes, Will Comply,
but with Deviations 
(State Deviations Below)
	No, 
Will Not Comply

	1. Your rate quotation shall include a minimum rate guarantee period of 36 months.
	
	
	

	2. Your rate quotation should assume a fully insured, non-participating funding arrangement that will be in effect for the life of the contract.
	
	
	

	3. Provide customer service lines with a 754/954 Area Code or 1-800 for employees.
	
	
	

	4. Accept the City’s self-billing statement. The process is as follows:  On the last day of the month, the City pulls the current, monthly amount, then submits payment to the current vendor via ACH.
	
	
	




	Services Requested
	Yes,
Will Comply
	Yes, Will Comply,
but with Deviations 
(State Deviations Below)
	No, 
Will Not Comply

	5.     Provide direct billing and premium remittal services for employees on leaves, retirees, and terminated employees.
	
	
	

	6. 	Provide to all employees at all locations/shifts qualified personnel to attend (in person) and participate in meetings as needed, including additional onsite support services at the City’s HR/Employee Benefits Office to handle walk-ins and increased call volume. 
	
	
	

	7. 	Provide dedicated personnel for overall Account Management and Customer Service the City staff.  Response times to City staff of one (1) business day or less.
	
	
	

	8.	If selected as an Awardee, you will need to work with the City to ensure Awardee can utilize the City’s weekly electronic data interface based on Awardee’s EDI specifications (not HIPAA specifications).
	
	
	

	9.     Agree that the City Human Resources Department will review and approve all communication materials, open enrollment, and marketing materials prior to distribution to the employees.  If any, postage costs are to be paid by the Awardee(s).
	
	
	




	Services Requested
	Yes, 
Will Comply
	Yes, Will Comply,
but with Deviations
(State Deviations Below)
	No,
Will Not Comply

	10.	Awardee to provide electronic copies of the Certificate of Insurance or Summary Plan Descriptions to be posted on the City’s website.
	
	
	

	11.  Awardee to provide access to member services information via a secured website (login/password required) and available to members on a phone app and via the City’s branded website.  Services include, but not limited to, plan information, COCs, change in beneficiaries, claims status, etc.
	
	
	

	12.	Variations in actual enrollment to have no effect on your rate quotation.  Your Proposal to be valid regardless of the final enrollment mix, number of Awardee(s), number of plan designs or outcome.  
	
	
	

	13. 	No currently covered members will lose coverage as a result of a change in vendor.  Vendor to coordinate transition of care for any member.
	
	
	

	14.   If selected as an Awardee, you will need to participate in open enrollment, health fairs, and share in the cost of the materials and supplies for open enrollment.  The cost of the materials and supplies will be pro-rated between the Awardee(s) based on enrollment.  
	
	
	

	15.   Awardee will work with The City to develop a Beneficiary Form to be used for the initial beneficiary, name change and/or beneficiary change(s).
	
	
	

	16.   Awardee will provide all communication pieces in English, Spanish and Haitian / Creole.
	
	
	




	Services Requested
	Yes, 
Will Comply
	Yes, Will Comply,
but with Deviations 
(State Deviations Below)
	No,
Will Not Comply

	
17. 	Awardee(s) to provide an extension of 180 days beyond the expiration date of the renewal period at the same rates/fees as the previous 12-month period. 
	
	
	

	18. 	Awardee(s) to accept the General Terms and Conditions contained in the City’s Sample Agreement and submit any additional documents that require signature at the time of Award.  Describe any and all deviations in detail.
	
	
	

	19. 	The Awardee(s) to supply the City with standardized reports, upon request, for both industry data and based on the City specific membership and group structure.  These reports will include, but will not be limited to, member-specific information, member enrollment information, and/or utilization reports on a monthly basis.
	
	
	

	20.   Actively-at-work provisions shall be waived for all participants.
	
	
	

	21.   All current participants must be offered coverage.  Any new participants will be automatically enrolled into the basic and offered the supplemental option on a guarantee issues basis up to $100,000, with no EOI.
	
	
	

	22.   There shall be no exclusion provisions for initial open enrollment period and new employees. 
	
	
	




	Services Requested
	Yes,
Will Comply
	Yes, Will Comply,
but with Deviations
(State Deviations Below)
	No,
Will Not Comply

	23.   Awardee agrees to accept the original beneficiary designation form or the on-line beneficiary designation currently on file with The City   and validate each spousal beneficiary in accordance with Florida Statute 732.703 at the time of payout.
	
	
	

	24.   Awardee agrees to provide a bilingual Customer Service Representative or translation service at no additional cost, if requested by The City.
	
	
	

	25. 	The Awardee to provide the City with an eligibility contact person for eligibility file issues and questions.
	
	
	

	26.	All documents that will require signature by the City or its representative upon award to be included with your proposal in signature ready format.  Any such documents that are not included with your proposal will not be executed. Proposer to complete Vendor Submittal Checklist (Exhibit A).
	
	
	






SCOPE OF SERVICES – Disability Insurance

GENERAL SCOPE OF SERVICES – Disability Insurance: 

Clearly describe how the Proposer can accomplish each of the following Scope of Services provided below and provide a description of any deviations in the following table:

	Services Requested
	Yes, 
Will Comply
	Yes, Will Comply,
but with Deviations 
(State Deviations Below)
	No, 
Will Not Comply

	1. Your rate quotation shall include a minimum rate guarantee period of 36 months.
	
	
	

	2. Provide customer service lines with a 754/954 Area Code or 1-800 for employees.
	
	
	

	3. Accept the City’s self-billing statement. The process is as follows:  On the last day of the month, the City pulls the current, monthly amount, then submits payment to the current vendor via ACH.
	
	
	

	4. Provide to all employees at all locations/shifts qualified personnel to attend (in person) and participate in meetings as needed, including additional onsite support services at the City’s HR/Employee Benefits Office to handle walk-ins and increased call volume. 
	
	
	

	5. Provide dedicated personnel for overall Account Management and Customer Service the City staff.  Response times to City staff of one business day or less.
	
	
	




	Services Requested
	Yes, 
Will Comply
	Yes, Will Comply,
but with Deviations 
(State Deviations Below)
	No, 
Will Not Comply

	6. 	Provide to all employees at all locations/shifts qualified personnel to attend (in person) and participate in meetings as needed, including additional onsite support services at the City’s HR/Employee Benefits Office to handle walk-ins and increased call volume. 
	
	
	

	7. 	Provide dedicated personnel for overall Account Management and Customer Service the City staff.  Response times to City staff of one business day or less.
	
	
	

	8.	If selected as an Awardee, you will need to work with the City to ensure Awardee can utilize the City’s weekly electronic data interface based on Awardee’s EDI specifications (not HIPAA specifications).
	
	
	

	9.     Agree that the City Human Resources Department will review and approve all communication materials, open enrollment, and marketing materials prior to distribution to the employees.  If any, postage costs are to be paid by the Awardee(s).
	
	
	




	Services Requested
	Yes, 
Will Comply
	Yes, Will Comply,
but with Deviations
(State Deviations Below)
	No,
Will Not Comply

	10.	Awardee to provide electronic copies of the Certificate of Insurance or Summary Plan Descriptions to be posted on the City’s website.
	
	
	

	11.  Awardee to provide access to member services information via a secured website (login/password required) and available to members on a phone app and via the City’s branded website.  Services include, but not limited to, plan information, COCs, claims status, etc.
	
	
	

	12.	Variations in actual enrollment to have no effect on your rate quotation.  Your Proposal to be valid regardless of the final enrollment mix, number of Awardee(s), number of plan designs or outcome.  
	
	
	

	13. 	No currently covered members will lose coverage as a result of a change in vendor.  Vendor to coordinate transition of care for any member.
	
	
	

	14.   If selected as an Awardee, you will need to participate in open enrollment, health fairs, and share in the cost of the materials and supplies for open enrollment.  The cost of the materials and supplies will be pro-rated between the Awardee(s) based on enrollment.  
	
	
	

	15.   Awardee will provide all communication pieces in English, Spanish and Haitian / Creole.
	
	
	




	Services Requested
	Yes, 
Will Comply
	Yes, Will Comply,
but with Deviations 
(State Deviations Below)
	No,
Will Not Comply

	
16. 	Awardee(s) to provide an extension of 180 days beyond the expiration date of the renewal period at the same rates/fees as the previous 12-month period. 
	
	
	

	17. 	Awardee(s) to accept the General Terms and Conditions contained in the City’s Sample Agreement and submit any additional documents that require signature at the time of Award.  Describe any and all deviations in detail.
	
	
	

	18. 	The Awardee(s) to supply the City with standardized reports, upon request, for both industry data and based on the City specific membership and group structure.  These reports will include, but will not be limited to, member-specific information, member enrollment information, and/or utilization reports on a monthly basis.
	
	
	

	19.   Actively-at-work provisions shall be waived for all participants.
	
	
	

	20.   There shall be no exclusion provisions for initial open enrollment period and new employees. 
	
	
	

	21.   Awardee should provide notification to disabled employees receiving Social Security regarding application for Medicare.
	
	
	

	22.   Vocational Assessment:  The City will work with the claimants and the Awardee to accept an employee back into the workforce when such can be reasonably accommodated and should a position exist which the disabled is qualified to fill.  If no positions are available where employees can perform the essential job functions, (lower or lateral), the City is not bound to create a position or allow employees to remain on the payroll in active status.
	
	
	




	Services Requested
	Yes,
Will Comply
	Yes, Will Comply,
but with Deviations
(State Deviations Below)
	No,
Will Not Comply

	23. Social Security Filing Assistance/Advocacy; Assist claimants in the appeals process, including, but not limited to:
· Clinical support documentation
· Vocation support documentation
· Communication package detailing the process and what the claimant can expect up to the district court level
· Access to legal networks of professionals for representation
· Access to your organization’s advocate for discussion
· Managing and reporting of the status of each claim within the Social Security process
· Identification of special needs of the claimant (e.g., transportation, location) barriers, which may impeded the process.
	
	
	

	24.   Awardee agrees to provide a bilingual Customer Service Representative or translation service at no additional cost, if requested by The City.
	
	
	

	25. 	The Awardee to provide the City with an eligibility contact person for eligibility file issues and questions.
	
	
	

	26.	All documents that will require signature by the City or its representative upon award to be included with your proposal in signature ready format.  Any such documents that are not included with your proposal will not be executed. Proposer to complete Vendor Submittal Checklist (Exhibit A).
	
	
	






PERFORMANCE GUARANTEES

Clearly describe how the Proposer can accomplish each of the following Performance Standards Guarantees provided below and provide a description of any deviations in the following table(s) broken out by Life Insurance and Disability Insurance.  Proposer is to complete each table based on the submitted proposals.

Life Insurance

	

Performance Standard Guarantees
	Amount of Liquidated Damages
	Yes,
Will Comply
	Yes, Will Comply,
but with Deviations
(State Deviations Below)
	No,
Will Not Comply

	Implementation Measurements
	
	
	
	

	1.	Brochures/descriptive literature must be delivered to the City, or to its designee, as directed, in final form, within 60 calendar days prior to open enrollment.  Additional materials to be provided within 30 calendar days of the Benefits Department request.
	$250.00 per calendar day
	
	
	

	2.  The employees of the City to have their claims processed and paid accurately - 90% within 10 calendar days; and 100% within 30 calendar days. (Monthly)
	$500 per occurrence
	
	
	

	3.	Procedural Accuracy - Have 99% all claims processed with no financial errors.
	$500 per occurrence
	
	
	

	Claim Inquiries/Complaints

	4. 	All claims, written claim inquiries or complaints, and other contacts with the Awardees by the City Human Resources Department, the Payroll Department, or the City employees and their covered dependents to have a written response within 20 calendar days of receipt by the Awardee.
	$500 per item for each day beyond as outlined
	
	
	

	Telephone Responsiveness

	5.  	Average response time of 30 seconds or better. (Monthly)
	$500/month
	
	
	

	6. 	Abandonment rate of 5% or less. (Monthly)
	$500/month
	
	
	




	

Performance Standard Guarantees
	Amount of Liquidated Damages
	Yes,
Will Comply
	Yes, Will Comply,
but with Deviations
(State Deviations Below)
	No,
Will Not Comply

	7.  Eligibility Updates - following the date the City submits eligibility data to the Awardee, 97% are completed within 2 business days; and 100% within 5 business days.
	$500 per occurrence
	
	
	

	Account Management

	8.	 Dedicated Account Manager for the City to receive an average evaluation score of 3.0 or higher for services provided to the City.
	Annual maximum of $5,000 for any score less than 3.0
	
	
	

	9.	Reporting - following the date the City requests reporting, standard reports to be provided within 45 days; and ad hoc reports within 90 days.
	$500 per report
	
	
	

	10. 	Awardee agrees to liquidate damages for employee satisfaction ratings below 85%.
	$1,000 for each percentage point below 85%
	
	
	

	11.	At a minimum, provide annual reporting metrics for each outlined performance standard.
	If reporting is not provided the fully 2% penalty will apply.
	
	
	

	12.  Performance penalties to be capped at 2% of total annual premium.
	2% of total annual premium
	
	
	






PERFORMANCE GUARANTEES

Clearly describe how the Proposer can accomplish each of the following Performance Standards Guarantees provided below and provide a description of any deviations in the following table(s) broken out by Life Insurance and Disability Insurance.  Proposer is to complete each table based on the submitted proposals.

Disability Insurance

	

Performance Standard Guarantees
	Amount of Liquidated Damages
	Yes,
Will Comply
	Yes, Will Comply,
but with Deviations
(State Deviations Below)
	No,
Will Not Comply

	Implementation Measurements
	
	
	
	

	1.	Brochures/descriptive literature must be delivered to the City, or to its designee, as directed, in final form, within 60 calendar days prior to open enrollment.  Additional materials to be provided within 30 calendar days of the Benefits Department request.
	$250.00 per calendar day
	
	
	

	2.  The employees of the City to have their claims processed and paid accurately - 90% within 10 calendar days; and 100% within 30 calendar days. (Monthly)
	$500 per occurrence
	
	
	

	3.	Claims Procedural Accuracy - Have 99% all claims processed with no financial errors.
	$500 per occurrence
	
	
	

	Claim Inquiries/Complaints

	4. 	All claims, written claim inquiries or complaints, and other contacts with the Awardees by the City Human Resources Department, the Payroll Department, or the City employees and their covered dependents to have a written response within 20 calendar days of receipt by the Awardee.
	$500 per item for each day beyond as outlined
	
	
	

	Telephone Responsiveness

	5.  	Average response time of 30 seconds or better. (Monthly)
	$500/month
	
	
	

	6. 	Abandonment rate of 5% or less. (Monthly)
	$500/month
	
	
	




	

Performance Standard Guarantees
	Amount of Liquidated Damages
	Yes,
Will Comply
	Yes, Will Comply,
but with Deviations
(State Deviations Below)
	No,
Will Not Comply

	7.  Eligibility Updates - following the date the City submits eligibility data to the Awardee, 97% are completed within 2 business days; and 100% within 5 business days.
	$500 per occurrence
	
	
	

	Account Management

	8.	 Dedicated Account Manager for the City to receive an average evaluation score of 3.0 or higher for services provided to the City.
	Annual maximum of $5,000 for any score less than 3.0
	
	
	

	9.	Reporting - following the date the City requests reporting, standard reports to be provided within 45 days; and ad hoc reports within 90 days.
	$500 per report
	
	
	

	10. 	Awardee agrees to liquidate damages for employee satisfaction ratings below 85%.
	$1,000 for each percentage point below 85%
	
	
	

	11.	At a minimum, provide annual reporting metrics for each outlined performance standard.
	If reporting is not provided the fully 2% penalty will apply.
	
	
	

	12.  Performance penalties to be capped at 2% of total annual premium.
	2% of total annual premium
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