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1. Executive Summary
1.1. Purpose of the RFP

The Puerto Rico Department of Health (PRDoH), Medicaid Program (PRMP) issues this
Request for Proposals (RFP) to define a request for proposal, detailed response requirements,
and minimum contract requirements for selecting a contractor to provide contact center services
for beneficiaries and providers.

Through this RFP, PRMP seeks to procure necessary services at the most favorable and
competitive prices, and to give all qualified vendors an opportunity to do business with PRMP as
contractors, subcontractors, or suppliers.

A brief description is set forth below for the vendor’s convenience, with additional detail in
subsequent sections of this solicitation. If interested and able to meet these requirements, the
Commonwealth of Puerto Rico (Commonwealth) appreciates and welcomes a proposal.

1.2. Location

The PRMP central office is located at:

World Plaza Building

268 Luis Mufoz Rivera Avenue
Suite 501

San Juan, Puerto Rico 00918

1.3. Request for Proposal Timeline

The schedule of events for this RFP is detailed below in Table 1: RFP Schedule of Events. All
dates after the Proposal Submission Due Date are anticipatory. PRMP may change this
schedule at any time. If PRMP changes the schedule before the technical bid opening, it will do
so through an announcement on the PRDoH website (https://www.salud.gov.pr/CMS/21),
Medicaid website (https://medicaid.pr.gov/Home/AvisosPublicos/), or via email from the
Solicitation Coordinator.

The announcement will be followed by an amendment to this RFP, also available through the
PRDoH website or via email from the Solicitation Coordinator. It is each prospective vendor’s
responsibility to check the PRDoH website for current information regarding this RFP and its
schedule of events through the award of the contract.

Table 1: RFP Schedule of Events

RFP Released t0 PUDIIC..........coiiiiiie e 4/11/2022
Notice of Intent t0 RESPONA ........oooiimiiiiii e 4/18/2022
Vendor’s Written Questions Submission Deadline ............ccocceeiieiiiiiinieninieeniees 4/20/2022
Question Responses POSted .........oooiiiiiiiiii e 4/27/2022


https://www.salud.gov.pr/CMS/21
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fmedicaid.pr.gov%2FHome%2FAvisosPublicos%2F&data=04%7C01%7Celizabeth.otero%40salud.pr.gov%7C4844c01aa6da4b64214c08d9c1691cee%7Ce906065af03e47ada4c46b139a08445c%7C0%7C0%7C637753479472488201%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000&sdata=wgYXEyqXiSjJiuWam1Lo5akbWR6UBx0Xhj5LIoS1Jro%3D&reserved=0

Proposal Submission DUE Date ...............ueueiiiiiiiiiiiiiiiiiiiiiiieieieieierevevevevereverererereenne

Technical Bid OPENING .......ooiiiiiiiiiiiie e
(070 1S] 1 =11 [ @ o= o1 o NSO PURPTRPRR
NOLICE OFf AWAIA ..ot
Contract Award Made.........ccuuiiiiimmiiiiiiiie e To be determined
Early Contract Start ........cooviiiii e To be determined
Contract Signature and Distribution..............cccccvvveevieeiiiciiee e, To be determined

The time zone within this RFP defaults to Atlantic Standard Time (AST).



2. Background and Overview of Existing Programs
and Services

2.1. Puerto Rico Medicaid Program

PRDoH is the State Medicaid Agency (SMA) within the Commonwealth of Puerto Rico. Within
PRDoH, PRMP is responsible for the management of the Medicaid Program and the Puerto
Rico Medicaid Enterprise System (PRMES), both of which are multi-vendor, multi-agency
environments. The Puerto Rico Health Insurance Administration Act (PRHIA) created the
Administracion de Seguros de Salud (ASES), which has a Memorandum of Understanding
(MOU) with PRMP and is responsible for contracting with, and monitoring services provided by,
the Managed Care Organizations (MCOs) and other carriers.

The PRMES encompasses the Puerto Rico Medicaid Management Information System
(PRMMIS), Provider Enroliment Portal (PEP), Eligibility & Enroliment (E&E) system known as
Medicaid Information Technology Initiative, Third Generation (MEDITI3G), the Commonwealth’s
Health Information Exchange (HIE), and the staff, vendors, and interfaces supporting the
PRMES.

2.1.1. Beneficiaries

There are over 1.5 million beneficiaries in the Medicaid program, and nearly 300,000 of whom
are dually eligible for Medicaid and Medicare. Approximately 1,700 individuals enroll in Medicaid
each month. MEDITI3G is PRMP’s eligibility determination system used for Medicaid eligibility
determination and verification. Contact center agents handle inquiries from beneficiaries about
the Medicaid program and eligibility, enroliment, and verification activities. Communications with
beneficiaries are primarily accomplished via telephone, chat, and email.

The Puerto Rico HIE (PRHIE) provides a portal that individuals can use to retrieve their health
information, communicate with providers, and authorize their health information to be shared
with providers. Staff currently provide technical assistance to individuals related to establishing
an account and general account maintenance (e.g., password resets, unlocking accounts, etc.)
activities.

2.1.2. Providers

PRMP enrolls providers via the PEP and performs the mandatory screenings including provider
licensure, restrictions, ownership, controlling interests, disclosures, site visits, and federal
background checks. Providers enter their information into the PEP along with required
documentation so PRMP can process the information and conduct the required screenings. The
application may be returned to the provider for clarification or additional information, approved,
or denied according to program requirements. Contact center staff support inquiries from
providers about training, the PEP tool, or related enroliment and maintenance activities.
Inquiries are primarily received via telephone and email.

Table 2 provides detail on the number of enrolled providers by provider type as of May 2021.



Table 2: Count of Enrolled Providers by Provider Type

Provider Type Count

Allied Health Professionals (audiologists; chiropractors;
nutritionists; optometrists; occupational, physical, and 2,034
speech therapists)

Ambulance and Non-Emergency Medical Transport 207
Dentists 1,315
Durable Medical Equipment, Prosthetics and

Orthotics &
Home Health and Hospice 82
Hospital 69
Laboratory and Imaging 1,038
Mental Health Providers 1,368
Pharmacy 1,108
Physicians, Midwives, and Physician Assistants 11,630

Primary/Outpatient Care (Federally Qualified Health
Centers [FQHCs], clinics, family planning, urgent care, 550
multidisciplinary groups, vaccination centers)

Skilled Nursing and Rehabilitation Facilities 25

Specialty Centers (ambulatory surgery, diagnosis and
treatment, dialysis, infusion, wound care)

PRHIE also provides a portal that providers can use to securely access and exchange patient
health data from across the healthcare ecosystem. Staff currently provide technical assistance
to providers related to establishing an account and general account maintenance (e.g.,
password resets, unlocking accounts, etc.) activities.
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3. General Instructions
3.1. Scope

PRMP seeks to engage a contractor to establish and maintain a contact center locally in Puerto
Rico to support inquiries from beneficiaries and providers.

The primary goals of the contact center include:

o Performing as a customer-focused organization that analyzes inquiries and incorporates
that feedback into a knowledge base to increase the contact center's value and optimize
performance

o Configuring an intellectual framework that defines the contact center’s business and
directs a service that employs tools and techniques to deliver services that align with
PRMP’s vision and goals

e Practicing quality hiring, staffing retention, and agent satisfaction to maximize the return
on human resource investments

¢ Ensuring fiscal management of the contact center is supporting PRMP and keeping up
with the technology and services in the Medicaid enterprise

e Reporting on key criteria including agent performance, commonly used industry standard
metrics, and contact center volume data

e Collecting and measuring contact center performance data to support PRMP outcomes
for success

3.2. Contract Duration

PRMP targets a contract start date for the contact center in August 2022; however, an early
start date is possible by July 2022. Vendors should be prepared to start in July 2022. The
contract is based on two (2) years with three (3) optional one (1)-year extensions (potential for
five [5] years total). During the optional years, PRMP may execute contracts for contact service
services that span one or multiple months. Contract award is contingent upon the Centers for
Medicare & Medicaid Services (CMS) and PRDoH approval of the contract and associated
funding over the contract term. PRMP anticipates the need to execute contract amendments up
through the close of the contract or up through the time the contract is terminated (whichever is
sooner). Each contract amendment would be reflective solely of those costs detailed within the
proposal response unless otherwise approved by PRDoH.

3.3. Schedule

The contact center proposal should contain a plan and schedule, containing key milestones, to
meeting a July 31, 2022, operational date.



3.4. Nondiscrimination

No person shall be excluded from participation in, be denied benefits of, or be otherwise
subjected to discrimination in the performance of a Contract pursuant to this RFP or in the
employment practices of the contractor on the grounds of handicap or disability, age, race,
creed, color, religion, sex, national origin, or any other classification protected by federal or local
Puerto Rico laws. The contractor pursuant to this RFP shall, upon request, show proof of such
nondiscrimination and shall post in conspicuous places, available to all employees and
applicants, notices of nondiscrimination.

3.5. RFP Communications

PRMP has assigned the following RFP identification number that must be referenced in all
communications regarding this RFP:

2022-PRMP-MES-ContactCenter-004

Unauthorized contact about this RFP with employees or officials of Puerto Rico except as
detailed below may result in disqualification from consideration under this procurement process.

Vendors must direct communications concerning this RFP to the following person designated as
the Solicitation Coordinator using the email address for all solicitation communications:

Elizabeth Otero Martinez: elizabeth.otero@salud.pr.gov

Only PRMP’s official written responses and communications with vendors are binding with
regards to this RFP. Oral communications between a PRMP official and one or more vendors
are unofficial and nonbinding.

Vendors must help ensure that PRMP receives all questions and comments via email, including
questions and requests for clarification, no later than the questions submission deadline detailed
in 1.3: Request for Proposal Timeline.

Vendors must assume the risk of the method of dispatching any communication or response to
PRMP. PRMP assumes no responsibility for delays or delivery failures resulting from the
vendor's method of dispatch. Actual or digital “postmarking” of a communication or response to
PRMP by a specified deadline is not a substitute for PRMP’s actual receipt of a communication
or response.

PRMP will convey all official responses and communications related to this RFP to the vendors
from whom PRMP has received a Notice of Intent to Respond.

PRMP reserves the right to determine, at its sole discretion, the method of conveying official,
written responses and communications related to this RFP. Such written communications may
be transmitted by mail, hand-delivery, facsimile, electronic mail, internet posting, or any other
means deemed reasonable by PRMP.
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PRMP reserves the right to determine, at its sole discretion, the appropriateness and adequacy
of responses to written comments, questions, and requests related to this RFP. PRMP’s official,
written responses will constitute an amendment of this RFP.

Any data or factual information provided by PRMP (in this RFP, an RFP amendment or any
other communication relating to this RFP) is for informational purposes only. PRMP will make
reasonable efforts to help ensure the accuracy of such data or information; however, the vendor
is obliged to independently verify any data or information provided by PRMP. PRMP expressly
disclaims the accuracy of any information or data that it provides to vendors.

Vendors with a handicap or disability may receive accommodations relating to the
communication of this RFP and participation in the RFP process. Vendors may contact the
Solicitation Coordinator to request such reasonable accommodation.

3.6. Vendors Required Review and Waiver of
Objections

Each vendor should carefully review this RFP, including but not limited to, attachments,
appendices, and any amendments, for questions, comments, defects, objections, or any other
matter requiring clarification or correction (collectively called “questions and comments”).

Any vendor having questions and comments concerning this RFP must provide them in writing
to PRMP no later than the Vendor Written Questions Submission Deadline detailed in 1.3:
Request for Proposal Timeline.

Challenges must be submitted using the form and according to the instructions in Appendix 4:
Terms for Filing a Review of this RFP. The party adversely affected by a decision may,
according to 3 L.P.R.A Section 9672, within a term of twenty (20) days from the deposit in the
federal mail or email notifying the award of the auction, file a motion for reconsideration with the
agency. In the alternative, you can submit a request for review to the General Services
Administration Review Board or the appealing entity that corresponds in law or regulation, within
a term of twenty (20) calendar days, from the deposit in the federal mail or email notifying the
award of the auction.

In auction challenge cases, the party adversely affected by an order or final resolution of the
agency, the General Services Administration Review Board, or the appealing entity of auctions,
as the case may be, may submit an application of review before the Court of Appeals within a
term of twenty (20) days, counted from the file of the copy of the notification of the order or final
resolution of the agency, the aforementioned General Services Administration Review Board or
the appealing entity, or within the applicable term of twenty (20) calendar days after the
expiration of the term provided by Section 3.19 of this Act.

Challenges based on any objection to the RFP shall be considered waived and invalid if the
objection has not been submitted as instructed in Appendix 4: Terms for Filing a Review within
twenty (20) days of the Notice of Award. Refer to 1.3: Request for Proposal Timeline for the
expected posting date for the Notice of Award.
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3.7. Notice of Intent to Respond

Vendors should submit to the Solicitation Coordinator a Notice of Intent to Respond (in the form
of a simple email or other written communication). Such notice should include the following
information:

» The business or individual’s name (as appropriate)
» A contact person’s name and title

» The contact person’s mailing address, telephone number, facsimile number, and email
address

A Notice of Intent to Respond creates no obligation and is not a prerequisite for submitting a
response; however, it is helpful to facilitate communications of any RFP amendments or other
notices and communications relating to this RFP. Regardless of the submission of a Notice of
Intent to Respond, vendors are responsible for monitoring the official posting site of the RFP for
any amendments or notifications that are posted.

3.8. Proposal Submission

A vendor must help ensure that PRMP receives a response no later than the submission
deadline time and date detailed in 1.3: Request for Proposal Timeline. PRMP will not accept
late responses, and a vendor’s failure to submit a response before the deadline will result in
disqualification of the response. It is the responsibility of the vendor to ascertain any additional
security requirements with respect to packaging and delivery to PRMP. Vendors should be
mindful of any potential delays due to security screening, weather, mail delays, pandemic
restrictions, and orders of stay or other filing delays whether foreseeable or unforeseeable.

3.9. Amendments to the RFP

PRMP, at its sole discretion, may amend this RFP in writing at any time prior to contract award.
However, prior, to any such amendment, PRMP will consider whether it would negatively impact
the ability of potential vendors to meet the submission deadline and revise the RFP Schedule of
Events if deemed appropriate. If an RFP amendment is issued, PRMP will convey it to vendors
who submitted a Notice of Intent to Respond. A response must address the final RFP (including
its attachments) as amended.

3.10. RFP Cancellation

PRMP reserves the right, at its sole discretion, to cancel the RFP or to cancel and reissue this
RFP in accordance with applicable laws and regulations at any given time.

3.11. PRMP Right of Rejection
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Subject to applicable laws and regulations, PRMP reserves the right to reject, at its sole
discretion, any and all responses.

PRMP may deem as non-responsive and reject any response that does not comply with all
terms, conditions, and performance requirements of this RFP. Notwithstanding the foregoing,
PRMP reserves the right to waive, at its sole discretion, minor variances from full compliance
with this RFP. If PRMP waives variances in a response, such waiver shall not modify the RFP
requirements or excuse the vendor from full compliance, and PRMP may hold any resulting
vendor to strict compliance with this RFP.

3.12. Proposal Submittal and Instructions

3.12.1. Economy of Preparation

Proposals should be prepared simply and economically providing a concise description of the
items requested within this RFP. Emphasis should be placed on completeness and clarity of the
content.

3.12.2. Incurring Cost

Neither PRMP nor any of its employees or officers shall be held liable for any expenses incurred
by any vendor responding to this RFP, including but not limited to preparation, delivery, or
travel.

3.12.3. Proposal Format

These instructions describe the required format for a vendor’s bid proposal. The vendor may
include any additional information it believes is relevant. The vendor should leverage the format,
contents, and structure in the RFP attachments. Moreover, the structure of each attachment
provides the vendor with a template for an in-line response to the RFP. At times, the use of
Microsoft Excel will be necessary in order to respond. An identifiable tab sheet should precede
each section of the proposal, and each proposal should follow the format outlined below. All
pages, except preprinted technical inserts, should be sequentially numbered.

The vendor should include the following information in the attachments:

» A response to any applicable section of the RFP narrative located in 3: General
Instructions

» Aresponse to any content requested within the attachments/response templates

Each proposal should include a response to every request for information in this RFP whether
the request requires a simple "yes" or "no" or requires a detailed explanation. When a detailed
response is required, simply repeating the RFP's requirement and agreeing to comply may not
be an acceptable response and may cause the proposal to be disqualified.

» As detailed in 5.5 Failure to Meet Mandatory Requirements, the mandatory
requirements must be met by the vendor as a part of the submitted proposal. As detailed
in Attachment E: Mandatory Requirements and 5.5: Failure to Meet Mandatory
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Requirements, the mandatory requirements must be met by the vendor as a part of the
submitted proposal. Failure on the part of the vendor to meet any of the mandatory
requirements may result in disqualification of the proposal, at the sole discretion of
PRMP. Mandatory requirements are not scored, but are reviewed on a “pass” or “fail”
basis.

Vendors are advised to limit marketing statements and positioning to the area(s) of the RFP
applicable to those statement(s) and not include duplicative or otherwise repetitive statements
throughout their responses. The vendor’s in-line responses, inclusive of the text of PRMP’s
specifications, should not exceed the page count noted in each Attachment and should overall
be limited to the minimum number of pages needed to respond. Vendors must choose a
similarly sized typeface (generally 11 point for text and 9 point for tables) for PRMP’s
requirements and not utilize smaller than nine-point fonts to work within this page limit
restriction. The page limit counts the front and back of each sheet as separate pages. This page
limit will not apply to the following RFP components:

» Attachment C: Vendor Qualifications & Experience, the following section only:
v/ Section 4: Business Disputes

» Attachment D: Vendor Organization and Staffing, the following section only:
v" Section 3: Resumes and References

Each proposal should contain the following tabbed sections outlined below in the in-line
response. In general, where assumptions are noted, vendors are permitted to add a section to
the attachments templates that allow for assumptions to be noted. Assumptions should not be
provided instead of exceptions.

Vendor responses should be sure to address both sections noted below in Table 3 as well as
those sections’ related subsections noted in the RFP.

Table 3: Expected Proposal Sections and Content Structure

Proposal Section Response Template/Contents

Cost Proposal Attachment A: Cost Proposal

Contents: | = Microsoft Excel workbook: Attachment A

Attachment B: Title Page, Vendor Information, Executive Summary, Subcontractor

Technical Proposal Letters, and Table of Contents

Contents: | = Title Page

= Vendor Information

= Executive Summary
= Subcontractor Letters
= Table of Contents

= Disclosure of Response Contents

14



Proposal Section Response Template/Contents

Attachment C: Vendor Qualifications and Experience

Technical Proposal

Contents:

= Organization Overview

= Business Disputes
= References

Technical Proposal

Attachment D: Vendor Organization and Staffing

Contents:

= Initial Staffing Plan
= Key Staff, Resumes, and References

Technical Proposal

Attachment E: Mandatory Requirements

Contents:

= Mandatory Requirements Attestation

Technical Proposal

Attachment F: Requirements Traceability Matrix

Contents

= Microsoft Excel workbook: Attachment F

Technical Proposal

Attachment G: Response to Statement of Work

Contents

= Approach to Systems and Technology

= Mandatory Qualifications and Language Proficiency
= Existing Business Relationships with Puerto Rico

= Approach to Operations
= Approach to Reporting
= Approach to Quality and Training

Technical Proposal Attachment H: Terms and Conditions Response

Contents | = Title Page

= RFP Terms and Conditions

= Customary Terms and Conditions

= Mandatory Requirements and Terms

=  Commercial Materials

= Exceptions (if applicable)

3.12.4. Two-Part Submission

Vendors should submit proposals in two distinct parts: technical and cost. Technical proposals
should not contain any cost information relating to the project. Cost proposals should contain all
cost information and should be sealed in a separate envelope from the technical proposal to
facilitate a secondary cost proposal opening. In addition to printed copies of the technical and
cost proposals, the vendor should submit two (2) electronic copies of their technical proposal
(PDF and Microsoft Excel, as appropriate) and cost proposal (Microsoft Excel). Please submit
separate universal serial buses (USBs) or other electronic media for both the technical and cost
proposals for a total of four USBs (two [2] technical proposals and two [2] cost proposals).
Please submit six (6) printed copies of both the technical and cost proposals and be sure the
technical and cost proposals are packaged separately.

15



Proposals should be submitted to the below mailing address:

Puerto Rico Department of Health

Medicaid Program, ATTN: Elizabeth Otero Martinez
268 Luis Mufoz Rivera Ave.

World Plaza — 12th Floor (Suite 12)

San Juan, Puerto Rico 00918

3.12.5. Response Reference

The vendor’s response should clearly reference how the information provided applies to the
RFP request. For example, listing the RFP number and restating the RFP request as a header
in the proposal would be considered a clear reference.

3.13. Changes to Proposals

A vendor is responsible for any, and all response errors and/or omissions. A vendor is not
allowed to alter or revise response documents after the submission deadline date and time
detailed in 1.3: Request for Proposal Timeline.

3.14. Withdrawal of Proposals

A vendor may withdraw a submitted response at any time before the submission deadline date
and time detailed in 1.3: Request for Proposal Timeline by submitting a written request signed
by an authorized vendor representative. After withdrawing a response, a vendor may submit
another response at any time before the submission deadline. After the submission deadline, a
vendor may only withdraw all or a portion of a response where the enforcement of the response
would impose an unconscionable hardship on the vendor.

3.15. Multiple Proposals

A vendor must not submit multiple responses in different forms and or scopes and cannot
submit separate bids as a principal or subcontractor. If a vendor submits more than one
proposal, PRMP has the right to reject the proposals, as outlined in 3.11: PRMP Right of
Rejection.

16



4. Statement of Work (SOW)
4.1. Services Required

The contractor must perform, at a minimum, all of the requirements outlined in Attachment F:
Requirements Traceability Matrix. The core services requested by PRMP consist of, but are
not limited to, the following:

¢ Handling inbound inquiries from providers and beneficiaries via phone, email, chat, text,
etc.

¢ Providing outbound campaigns to providers and beneficiaries, as requested by PRMP

¢ Responding to voicemails, emails, and chats, etc. received from providers and
beneficiaries

e Tracking and reporting volume and performance metrics to PRMP

Please refer to Appendix 1: Contact Center Inquiry Types and Statistics for more
information.

4.2. Required Terms and Conditions

A draft contract is provided in Appendix 5: Proforma Contract Draft, and it details PRMP’s
non-negotiable terms and conditions, including tax requirements with which the contractor must
comply in Puerto Rico, as well as:

= Scope of Service
= Contract Period
= Payment Terms

The Proforma contract represents an example of the contract document that the successful
vendor must sign. A copy of a draft Business Associate Agreement (BAA) is also included within
Appendix 5: Proforma Contract Draft.

17



5. Evaluation of Offers
5.1. Rejection of Offers

Subiject to applicable laws and regulations, PRMP reserves the right to reject, at its sole
discretion, any or all responses.

PRMP will reject any response that does not meet the mandatory requirements listed in
Attachment E: Mandatory Requirements.

PRMP may deem as non-responsive and reject any response that does not comply with all
terms, conditions, and performance requirements of this RFP. Notwithstanding the foregoing,
PRMP reserves the right to waive, at its sole discretion, minor variances from full compliance
with this RFP. If PRMP waives variances in a response, such waiver shall not modify the RFP
requirements or excuse the vendor from full compliance, and PRMP may hold any resulting
vendor to strict compliance with this RFP.

5.2. Evaluation Process

Proposals will be evaluated in two (2) parts by a committee of three (3) or more individuals. The
first evaluation will be of the technical proposal and the second is an evaluation of the cost
proposal. After the evaluation of technical proposals, the evaluation committee will identify those
proposals with the highest technical scores and will move these proposals forward to the
second part of the RFP evaluation, the cost proposal. The number of proposals that the
evaluation committee moves forward from technical evaluations to cost evaluations will be
relative to the total number of proposals submitted. Those proposals that are not moved forward
from technical evaluations will not have their cost proposals scored. The evaluation committee
reserves the right to revisit proposals if a technical and/or cost deficiency is discovered during
the course of the evaluation.

The vendors that demonstrate they meet all of the mandatory requirements, are selected to
move forward to cost evaluations, and the vendor attains the highest overall point score of all
vendors shall be awarded the Contract.

5.3. Evaluation Criteria

Proposals will be evaluated based on criteria in the solicitation and information contained in the
proposals submitted in response to the solicitation. Proposals will be initially screened to assess
whether the proposal meets or exceeds the Mandatory Requirements listed in Attachment E:
Mandatory Requirements. Proposals passing the initial review will then be eligible to be
evaluated and scored across four (4) global criteria, with each receiving a percentage of the
overall total (1,000) points. The technical evaluation will be based upon the point allocations
designated below for a total of 700 of the 1,000 points. Cost represents 300 of the 1,000 total
points.

18



Table 4: Scoring Allocations

Scoring Area ‘ Points Allocated
Global Criterion 1: Vendor Qualifications and Experience 150 Points Possible
Global Criterion 2: Vendor Organization and Staffing 250 Points Possible

Global Criterion 3: Requirements Traceability Matrix and

Approach to Statement of Work 300 Points Possible

Global Criterion 4: Cost Proposal 300 Points Possible

Total Points Possible 1,000 Points

5.4. Clarifications and Corrections

If the Solicitation Coordinator determines that a response failed to meet one or more of the
mandatory requirements, the proposal evaluation team may review the response. The team
may decide to, at its sole discretion:

o Determine that the response adequately meets RFP requirements for further
evaluation

o Request clarifications or corrections for consideration before further evaluation

e Determine the response to be non-responsive to the RFP and reject it

5.5. Failure to Meet Mandatory Requirements

Vendors must meet or exceed all mandatory requirements outlined in Appendix E: Mandatory
Requirements for the rest of their proposal to be scored against the technical requirements of
this RFP. Proposals failing to meet one or more mandatory requirements of this RFP may be
disqualified and may not have the remainder of their technical or cost proposals evaluated.

5.6. Technical Bid Opening and Evaluation

At the technical bid opening, PRMP will open and announce the technical proposals received
before the bid opening deadline. Once opened, the technical proposals will be provided to the
evaluation committee for technical evaluation. The evaluation committee will review the
technical proposals, assign points where appropriate, and make a final written recommendation
to PRMP detailing which proposals should move forward to cost proposal evaluations. Technical
proposals will be posted for public inspection after technical and cost evaluations are complete,
and the Notice of Award has been posted. See 6.2: Contract Award Process for additional
details.

5.7. Cost Bid Opening and Evaluation
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All cost bids received will be opened. Cost bids for disqualified proposals or proposals that were
otherwise not selected to move forward to cost evaluations will be opened for record-keeping
purposes only and will not be evaluated or considered. Once opened, the cost proposals will be
provided to the evaluation committee for cost evaluation.

PRMP reserves the right to disqualify a proposal based upon deficiencies in the technical
proposal even after the cost evaluation.

The evaluation committee will review the cost proposals, assign points, and make a final
recommendation to PRMP.

5.8. Requests for More Information

PRMP may request oral presentations of vendors participating in the RFP process. See 1.3:
Request for Proposal Timeline for details on the timing of oral presentations. During oral
presentations, vendors may not alter or add to their submitted proposal but only clarify
information. Oral presentations will be the opportunity for the vendor to demonstrate its
understanding of meeting the goals and objectives of the RFP. A description of the materials
and information to be presented will be provided before the oral presentations.

Oral presentations may be held using virtual platforms like Microsoft Teams or Zoom due to
social distance and space limitations.

If the meeting is held on-premises, vendors should expect it to be held at:

PRMP Central Office

World Plaza Building 5" or 12t floor
268 Munoz Rivera Avenue

San Juan, PR 00918

The vendor should be prepared to coordinate any connectivity needs for its oral presentation
before the oral presentation, if required.

5.9. Reference Checks

PRMP may conduct reference checks to verify and validate the past performance of the vendor
and its proposed subcontractors. Refer to Table 10: Vendor References in Attachment C:
Vendor Qualifications and Experience for the list of vendor references. Refer to Table 10 in
Attachment C: Vendor Qualifications and Experience for the list of vendor references.
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6. Award of Contract

This section provides the vendor with information on the process for contract award, the process
for contract clarification and negotiations, the disclosure of responses to the public, and failure
to negotiate.

6.1. Clarifications and Negotiations

PRMP reserves the right to award a contract based on initial responses received; therefore,
each response shall contain the vendor’s best terms and conditions from a technical and cost
standpoint. PRMP reserves the right to conduct clarifications or negotiations with one or more
vendors. All communications, clarifications, and negotiations shall be conducted in a manner
that supports fairness in response improvement.

6.1.1. Clarifications

PRMP may identify areas of a response that may require further clarification or areas in which it
is apparent that there may have been miscommunications or misunderstandings as to PRMP’s
specifications or requirements. PRMP may seek to clarify those issues identified during one or
multiple clarification rounds. Each clarification sought by PRMP may be unique to an individual
Respondent, provided that the process is conducted in a manner that supports fairness in
response improvement.

6.1.2. Negotiations

PRMP may elect to negotiate with a vendor by requesting revised responses, negotiating costs,
or finalizing contract terms and conditions. PRMP reserves the right to conduct multiple
negotiation rounds or no negotiations at all.

6.1.3. Failure to Negotiate

If PRMP determines that it is unable to successfully negotiate terms and conditions of a contract
with the apparent best-evaluated vendor, then PRMP reserves the right to bypass the apparent
best-ranked vendor and enter into terms and conditions contract negotiations with the next
apparent best-ranked vendor.

6.2. Contract Award Process

The Solicitation Coordinator will submit the proposal evaluation committee determinations and
scores to the PRMP Executive Director for consideration along with any other relevant
information that might be available and pertinent to the contract award.

The PRMP Executive Director will review the apparent best-ranked evaluated vendor. If the
PRMP Executive Director determines that PRMP is going to award the contract to a vendor
other than the one receiving the highest evaluation process score, then the Executive Director
will provide written justification and obtain the written approval of the PRDoH Secretary.
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After identification of the awarded vendor, PRMP will issue a Notice of Award, identifying the
apparent best-ranked response and make the RFP files available for public inspection at the
time and date specified in 1.3: Request for Proposal Timeline.

The Notice of Award shall not create rights, interests, or claims of entitlement in either the
apparent best-ranked vendor or any other vendor.

The vendor identified as offering the apparent best-ranked response must sign a contract drawn
by PRMP pursuant to this RFP. The contract shall be similar to that detailed within Appendix 5:
Proforma Contract Draft. The vendor must sign the contract by the contract signature deadline
detailed in 1.3: Request for Proposal Timeline. If the vendor fails to provide the signed
contract by this deadline, PRMP may determine that the vendor is non-responsive to this RFP
and reject the response.

Notwithstanding the foregoing, PRMP may, at its sole discretion, entertain limited terms and
conditions or pricing negotiations before contract signing and, as a result, revise the contract
terms and conditions or performance requirements in PRMP’s best interests, provided that such
revision of terms and conditions or performance requirements shall not materially affect the
basis of response evaluations or negatively impact the competitive nature of the RFP and
contractor selection process.

If PRMP determines that a response is non-responsive and rejects it after opening cost
proposals, the Solicitation Coordinator will re-calculate scores for each remaining responsive
cost proposal to determine (or re-determine) the apparent best-ranked response.

6.3. Contract Approval and Contract Payments

After contract award, the vendor who is awarded the contract must submit all appropriate
documentation with the PRDoH contract office.

This RFP and its vendor selection process do not obligate PRMP and do not create rights,
interests, or claims of entitlement in either the vendor with the apparent best-evaluated
response or any other vendor. PRMP obligations pursuant to a contract award shall commence
only after the contract is signed by PRMP’s agency head and the vendor and after the contract
is approved by all other PRMP officials as required by applicable laws and regulations including
the Fiscal Oversight Management Board (FOMB), if applicable.

No payment will be obligated or made until the relevant contract is approved as required by
applicable statutes and rules of Puerto Rico, is registered with the Comptroller's Office and
distributed by the Contract Office of PRDoH.

PRMP shall not be liable for payment of any type associated with the contract resulting from this
RFP (or any amendment thereof) or responsible for any goods delivered or services rendered
by the vendor, even goods delivered, or services rendered in good faith and even if the vendor
is orally directed to proceed with the delivery of goods or the rendering of services, if it occurs
before the contract effective date or after the contract term.
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All payments in relation to this procurement will be made in accordance with the Payment
Terms and Conditions of the Contract resulting from this RFP.

6.4. Performance

Upon request of the Commonwealth, the contractor shall meet to discuss performance or
provide contract performance updates to help ensure the proper performance of this contract.
The Commonwealth may consider the contractor’s performance under this contract and
compliance with law and rule to determine whether to continue this contract, whether to
suspend the contractor from doing future business with the Commonwealth for a specified
period, or whether the contractor can be considered responsible on specific future contract
opportunities.

Time is of the essence with respect to the contractor’s performance of this contract. The
contractor shall continue to perform its obligations while any dispute concerning this contract is
being resolved unless otherwise directed by the Commonwealth.

The Service-Level Agreements (SLAs) and Performance Standards contained herein cover the
SOW stipulated in this RFP and the resulting Contract. The contractor should consistently meet
or exceed performance specifications classified as SLAs between the contractor and PRMP,
and are subject to specific requirements, identified in Appendix 2: Service Level Agreements
(SLAs) and Performance Standards. This section of the RFP contains expectations related to
SLAs and implications of meeting versus failing to meet the SLAs, as applicable. In addition, this
section contains minimum service levels required for the duration of the Contract.

SLAs and associated Key Performance Indicators (KPIs) may be added or adjusted by mutual
agreement during the term of the Contract to align with business objectives, organizational
objectives, and technological changes. The contractor will not be liable for any failed SLAs
caused by circumstances beyond its control and that could not be avoided or mitigated through
the exercise of prudence and ordinary care, provided that the contractor immediately notifies
PRMP in writing, takes all steps necessary to minimize the effect of such circumstances, and
resumes its performance of the services in accordance with the SLAs as soon as possible.

The contractor should deduct any amount due as a result of the SLAs from their payments, and
those deductions should be made from the invoice total dollar amount. Each invoice should also
be accompanied by an SLA Report detailing the status of SLAs and those SLAs that were
triggered within the invoice period. Each invoice should detail the total invoice amount, the
amount deducted due to the associated contract remedy, and the final invoice amount less the
contract remedy. PRMP reserves the right to seek any other remedies under the Contract.
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/. Attachments
7.1. Attachment A: Cost Proposal

Instructions: Attachment A: Cost Proposal is a Microsoft Excel spreadsheet that includes
instructions for vendors to submit a Cost Proposal. Vendors may not reformat PRMP’s Cost
Workbook. The Cost Proposal must be submitted separately from the Technical Proposal. Be
advised, PRMP may reject any proposal with a Cost Workbook that is reformatted and/or
not separately sealed.

The vendor’s Cost Proposal should provide sufficiently detailed information to allow PRMP to
assess the reasonableness of the vendor’s cost. The vendor’s Cost Proposal should be
inclusive and complete for each area identified in Attachment A: Cost Proposal — Cost
Workbook. The Cost Proposal should be built assuming that the contact center contract will last
two years.

Costs that are not specified by the vendor in the Cost Workbook will not be considered nor
allowed during the contract term. All assumptions regarding the vendor’s Cost Proposal should
be included in the identified tab in Attachment A: Cost Proposal — Cost Workbook.

For more details and instructions on the Cost Proposal, please refer to the Attachment A: Cost
Proposal — Cost Workbook Microsoft Excel spreadsheet.
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7.2. Attachment B: Title Page, Vendor
Information, Executive Summary, Subcontractor
Letters, and Table of Contents

This section will provide instructions to vendors on what to include for the title page, vendor
information, executive summary, how to include subcontractor letters, and table of contents.

1. Title Page

The vendor should include a title page stating the vendor’s intent to bid for this RFP. The
vendor’s response should include a Title Page; Table of Contents; Executive Summary; and
vendor contact and location information.

The vendor should include the following cover letter, signed in blue ink by an authorized
signatory legally binding the vendor and include it in the labeled “Original Proposal.”

The vendor should provide the following information regarding the person responsible for
completing of the vendor response. This person should also be the person PRMP should
contact for questions and/or clarifications.

Name Phone
Address Fax
Email

Subject to acceptance by PRMP, the vendor acknowledges that by submitting a response and
signing in the space indicated below, the vendor is submitting a formal offer to meet that which
is being requested within this RFP.

In addition to providing a signature to number 6: Disclosure of Response Contents in this
section, failure to sign the Submission Cover Sheet or signing it with a false statement shall void
the submitted response or any resulting contracts.

/

Original signature of Signatory Authorized to Legally Bind the Company / Date

Name (Typed or Printed)

Title

Company Name
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Physical Address

State of Incorporation

By signature hereon, the vendor certifies that:

1.

2.

All statements and information prep