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REQUEST FOR PROPOSALS (RFP) 
CUSTOMER SERVICE CENTER (CSC) SERVICES
OS/CSC/15-001-S 
AMENDMENT #2 
August 21, 2014 
Prospective Offerors: 

This amendment is being issued to amend certain information in the above named RFP. All information contained herein is binding on all Offerors who respond to this RFP. Specific parts of the RFP have been amended. The changes are listed below.  New language has been double underlined and marked in bold (i.e. word), and language that has been deleted has been marked with a strikethrough (i.e. word). 

1. Section 1.34, Living Wage Requirements is revised and additional language added as follows:
The Contract resulting from this solicitation has been determined to be a Tier 1 Contract.

The contract resulting from this solicitation will be deemed to be a Tier 1 contract or a Tier 2 contract depending on the location(s) from which the contractor provides 50% or more of the services. The Offeror must identify in their Offer the location(s) from which services will be provided. 

· If the contractor provides 50% or more of the services from a location(s) in a Tier 1

 jurisdiction(s) the contract will be a Tier 1 contract. 

· If the contractor provides 50% or more of the services from a location(s) in a Tier 2 jurisdiction(s), the contract will be a Tier 2 contract. 

· If the contractor provides more than 50% of the services from an out-of-State location, the State agency determines the wage tier based on where the majority of the service recipients are located. This contract is determined to be a Tier 1 contract.

2. Section 1.39, Non-Visual Access, is revised as follows:
By submitting a Proposal, the Offeror warrants that the information technology offered under the Proposal:  (1) provides equivalent access for effective use by both visual and non-visual means; (2) will present information, including prompts used for interactive communications, in formats intended for both visual and non-visual use; (3) if intended for use in a network, can be integrated into networks for obtaining, retrieving, and disseminating information used by individuals who are not blind or visually impaired; and (4) is available, whenever possible, without modification for compatibility with software and hardware for non-visual access.  The Offeror further warrants that the cost, if any, of modifying the information technology for compatibility with software and hardware used for non-visual access will not increase the cost of the information technology by more than five percent (5%).  For purposes of this solicitation and resulting Contract, the phrase “equivalent access” means the ability to receive, use, and manipulate information and to operate controls necessary to access and use information technology by non-visual means.  Examples of equivalent access include keyboard controls used for input and synthesized speech, Braille, or other audible or tactile means used for output.

Any system built requiring public access or access by DHR employees must be Section 508 compliant.

The Non-visual Access Clause noted in COMAR 21.05.08.05 and referenced in this solicitation is the basis for the standards that have been incorporated into the Maryland regulations. See www.doit.maryland.gov, keyword:  NVA.
3. Section 3.1, Background and Purpose, the following language is being added as the 4th paragraph:
The RFP contains only the minimum services required for the CSC.  In addition to obtaining the minimum services, the purpose of the RFP is to solicit innovative ideas, practices, technologies, cost sharing or other services aimed at improving customer service and generating a positive return on investment (ROI).  Offerors are encouraged to describe those innovative services and technologies as part of their Proposal for initial implementation, given they do not have a negative impact on the Transition-In schedule or overall cost. (See Section 4.4.2.6 (L).  Any optional services or technologies, which could be implemented in a future Task Order Request (see RFP Section 3.10) shall be included in Section 4.4.2.6 (L) and specifically noted as such.
4. Section 3.2.1 (W), Interactive Voice Response System, is deleted:
W. Provide compatibility with Email systems (Currently DHR uses Google mail).

5. Section 3.3.1 (H), General Requirements, is deleted:
H.  
Integrate with DHR’s email, calendar and contacts. Currently DHR uses Google email and does not permit POP/IMAP.

6. Section 3.3.1 (I), General Requirements, is revised as follows:

I. Integrate  Interact with DHR software systems to enable service requests to be filtered through existing systems, allowing for proper tracking and metrics gathering if needed in the future without modifications to DHR systems.
7. Section 3.4, Functional Requirements is revised as follows:
In order to maintain the necessary CSC infrastructure, technology and administrative support, the Contractor shall:

3.4.1 Facility

A.  Provide a single facility located within the State of Maryland continental United States, that meets standards established under the Americans with Disabilities Act (ADA) and IRS Special Publication 1075 for Physical Security Minimum Protection Standards (http://www.irs.gov/ub/irs-pdf/p1075.pdf). A copy of the signed facility lease shall be provided to the State Project Manager no later than thirty (30) Calendar Days after Contract Commencement (See Section 3.12.2 (1)).  No later than sixty (60) Calendar Days after Contract Commencement, the facility will be inspected by the State Project Manager and designated DHR staff to ensure that the below requirements are met.   The Contractor’s facility shall:
All remaining items remain unchanged.
8. Section 3.5.7, Back-Up Requirements, is revised and subsection (J) is being added as follows:
The Contractor shall report media utilization to the State Project Manager as part of the monthly

status report.
J.
Report media utilization to the State Project Manager as part of the monthly status report.
9. 3.8.1 Staffing Plan, Roles and Responsibilities, is revised to include the following:

D.  For Offerors proposing to provide a facility located outside of the State of Maryland, assign a senior management person located within a 2 mile drive of the DHR Saratoga State Center, 311 West Saratoga Street, Baltimore, MD, who shall be available and have the ability to make decisions and commitments on behalf of the Contractor.
10. Section 3.8.2, Key Personnel is revised to include the following position:
Section 3 - Table 4 – Minimum Key Personnel Requirements

	#
	Position
	Specification

	1
	Contractor’s Project
Executive
	Responsibilities include:
The Project Executive shall, at a minimum, act as the liaison between DHR and Contractor’s Senior Executives, be present (in person) at key status and review meetings, and other face-to-face meetings as required by DHR. This individual shall also provide contract, project and budget oversight, be included in the Contractor’s Problem Escalation Procedures and be available in person during critical incidents involving the CSC.
This is not expected to be a full time position, but shall be available and current on project issues.
Minimum Qualifications:
A Bachelor's degree from an accredited college or university with a minimum of six (6) years’ experience in customer service call center operations and five (5) years' experience in senior management positions.  

Substitution of experience for education may be permitted at the discretion of the State Project Manager.




11. 4.4.2.5
Minimum Qualifications Documentation (If applicable, Submit under TAB D)

The Offeror shall submit any Minimum Qualifications documentation that may be required, as set forth in Section 2 “Offeror Minimum Qualifications.”  Any subcontractor(s) used to fulfill the minimum qualifications shall also be included as a proposed subcontractor in response to the Proposal (Sections 4.4.2.7 and 4.4.2.13 ) and said subcontractor(s) shall provide a letter of commitment that it will be involved for the duration of the Contract, if awarded. 
12. Section 4.4.2.6, Offeror Technical Response to RFP Requirements and Proposed Work Plan (Submit under TAB E), is revised as follows:
4.4.2.6 (C)   The Offeror shall identify the location(s) from which it proposes to provide the  services, including, if applicable, any current facilities that it operates, and any required construction to satisfy the State’s requirements as outlined in this RFP.  The percentage of work to be provided at each location must also be included (see RFP Section 1.34, Living Wage Requirements).

4.4.2.6 (E)  The Offeror must identify in its Proposal the location(s) from which services will be provided, including the location(s) from which 50% or more of the Contract services will be provided.

All remaining sections after deletion of letter E above in Section 4.4.2.6 are to be renumbered accordingly.

13. The following “new” clause is being added to Section 4.4.2.6, as the “new” letter L:  
M.
Please describe any innovative practices or technologies you propose to implement in this CSC.  These practices or technologies are in addition to or an enhancement to the minimum requirements in the RFP. 

The “Task Order “Tab in the Financial Proposal Form spreadsheet (Attachment F) contains the broad categories below for future consideration or options as part of a Task Order Request.  
Potential innovations and other ideas aimed at giving the customer access to information and services in the way they prefer most could include:

1. Customer Service Enhancements

2. Mobile Applications

3. Social Media Integration

4. Software/Hardware

5. System Enhancements

Ideas which can be integrated in the initial deployment without impacting the transition schedule or overall cost will be given more favorable consideration.
Offerors shall include a discussion of the ROI from pursuing these services.  Offerors shall describe any barriers to implementing these innovations or generating a positive ROI and suggest potential solutions.
14. A revised ATTACHMENT Q, ADMINISTRATIONS PROGRAM OVERVIEW, is included below to add additional information from the Child Support Enforcement Administration.  The additional information is located immediately following Exhibit 2:  Table 1.
Should you require clarification of the information provided in this Amendment, please contact me via email at yvonne.barr@maryland.gov or by telephone at (410) 767-7256. 

By: 

Yvonne Barr
         Procurement Officer
	ATTACHMENT Q – ADMINISTRATIONS PROGRAM OVERVIEW


Solicitation Number: OS/CSC-15-001-S
Overview

The DHR programs are supported by but not limited to a number of systems listed in Exhibit P – DHR Systems Interfaces. The DHR CSC call volumes and processing activities differ for different programs and are managed through multiple options to assist in the processing and resolution of customer inquiries and cases. The Contractor shall implement requirements for all programs (CSEA, FIA, SSA, and CSO) listed in the RFP during the transition-In. 

The average total volume of calls and communication currently processed by DHR CSC is in excess of 200,000 calls per month that includes all the services offered by the CSC. Refer Attachment R – Call Volume Matrix. Although the State believes that the call volumes and statistics are factual, it makes no warranty that the information is either accurate or error-free.  Where projections are provided, they are estimates prepared by the State for its own use but the State makes no warranty with respect to the data on which the projections are based or that future experience will conform to the projections. 
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Exhibit 1: Constituent Services Office (CSO)

The DHR Constituent Services Office (CSO) is the Department’s centralized customer service operation providing a direct linkage between the citizens and State of Maryland programs and services. The goal of CSO is to handle customer complaints, concerns, appeals, and crisis management in a manner that provides beneficial, efficient and timely assistance to our customers. CSO is accessible through the toll free number, 1-800-332-6347, and answered by our team of Ombudsman, Monday – Friday between 8:00 a.m. and 5:00 p.m.  

The Ombudsman assists the CSC by answering questions or concerns that go beyond their capability, addressing issues associated with, but not limited to, Energy Assistance, SNAP, Medical Assistance, Homelessness, employee complaints and other specific program issues. The customer response time usually takes anywhere between 24-72 hours. While it is not always feasible to solve each complaint or concern within that time frame, the CSO informs the customers that their situation is being investigated. .

The CSO assists the CSC with:

· Customer questions which have not been addressed by other State agencies

· Customer complaints not resolved at local offices

· Out of State inquiries

· Other State agencies verifying Maryland benefits

· CSC unable to communicate with local departments

· To locate DHR staff employees

· Threats to Central, Local or State employees

· Translations/language compatibility

· Breach of Confidentiality

· CSC Complaints

· Benefits for customers who are in the State illegally

· Other media and legislative enquiries
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Exhibit 2: Child Support Enforcement Administration (CSEA)

The primary goal of CSEA is to equip families with collecting much needed child support from parents who are not in the home.  Child support payments help pay for the costs associated with raising the child (ren), exists to raise the standard of living for children by enforcing their right to receive financial support from both of their parents.  A court may order child support to be paid when parents share custody of a child (ren).  Children have the right to benefit from the incomes of both parents.  

All Child Support Offices provide direct services to customers to include location of absent parents, determination of paternity and establishment of support/medical obligations, collection and disbursement of child support, enforcement of child support and medical support obligations, review and adjustment of support obligations. Service delivery is provided in Maryland’s subdivisions by “Metro” jurisdictions, Local Departments of Social Services, county agencies under Cooperative Reimbursement Agreements (State’s Attorneys, Sheriffs, Masters, Clerks of the Court) or a private vendor under a purchase of services contract. 

Currently, CSEA programs are supported by the Child Support Enforcement System (CSES)  The current CSC handles inquiries received from custodial parents (CP), noncustodial parents (NCP), foster parents, employees of the Governor's office, State and Federal legislators, employers, court officials (clerks of court, judges, and hearing officers), attorneys, district attorneys, law enforcement officers, agencies in other states and territories, and other government agencies, as well as the general public. 

The CSR updates the information within CSES Case Action Logs, and when appropriate, processes and forwards correspondences to customers.  The CSR initiates additional work order requests that require additional processing beyond the CSR’s capability over to the local Child Support Offices. Responses are provided only to the parties of a child support case, including the custodial parent (CP) and the non-custodial parent (NCP) unless an authorization to release information to a non-party is provided by either the CP or NCP. The CSC also receives and responds to inquiries from non-parties regarding general information about the program and how to apply for services. System updates required are made as defined in the Program Desk Reference Guide.

CSEA offers an Electronic Payment Issuance Card (EPiC) as the alternative choice to receiving child and spousal support payments by mail or direct deposit.  EPiC is a Visa Debit Card.  EPiC makes it easier, faster and safer for families to receive monthly child support payments. Child Support Customers can obtain child support information via DHR’s website at the following link:  https//www.dhr.state.md.us.

CSEA draws the highest rate of customer inquiries among all programs, approximately 70%.  Refer to Attachment R - Call Volumes Matrix for CSEA 2013-2014 call volumes and related data.  The Desk Reference Guide of call inquiries/scenarios and formal responses will be provided for use by the CSR’s at the time of contract award.
Exhibit 2: Table 1 - CSEA (Child Support Enforcement Administration)

(The below list is only a sample of the types of inquiries that are currently being received through phone, emails, fax and correspondences from child support customers)

	Program Descriptions
	Typical information and inquiries that the CSC handles

	1. State Parent Locator Service (SPLS)

Service to locate the noncustodial parents to establish paternity, and establish and enforce child support obligations.
	1. Requests for applications for services

2. Requests for information relevant to a case (Case Status)

3. Questions regarding payment issues

4. Requests for modification of court orders

5. Address changes

6. Provides information regarding Employment

7. Questions regarding Hearings (date, time, subject, etc.)

8. Questions on the outcome of court hearings

9. Questions regarding tax offset

10. Questions regarding billing issues

11. Questions from the general public on the child support program

12. Questions regarding Paternity and Establishment

13. Payments and Disbursements recorded by CSES (Payment summary forms)

14. Questions regarding Distribution (EPiC, Direct Deposit)

15. Billing questions

16. Questions regarding Medical Support and Insurance

17. Questions regarding Income Withholding

18. Intergovernmental questions

19. Questions regarding License Suspension/Restriction

20. Questions regarding Internal Revenue Offset

21. Questions regarding Passport Denial

22. Questions regarding Consumer Credit Reporting

23. Questions regarding Liens

24. Questions regarding Federal Institution Data Match

25. Questions regarding Parent Locate Services

26. Questions regarding Genetic Testing questions

27. Questions regarding Emancipation

28. Questions regarding Information about criminal non-support

29. Complaints

30. Death certificates and/or notices

31. Questions from Employers

32. Questions related to bankruptcy

33. Requests for CSE brochures and pamphlets

34. Other program questions

35. Other general questions

36. Questions regarding scheduling of appointments

37. Emails from constituents



	2. State Central Registry (SCR)
The Central Registry is a centralized unit that is responsible for receiving, distributing, and responding to inquiries on intergovernmental cases.
	

	3. Passport Denial 

Program requires the U.S. Secretary of State to refuse issuance of a passport to any individual certified by the Secretary of Health and Human Services until a child support case is satisfied.
	

	4. Income Withholding 

Program authorizes the automatic deductions from income which start as soon as an agreement for support is established.
	

	5. Intercept Programs

Programs designed to collect overdue child and spousal support by intercepting the following types of refunds due Non-Custodial Parent (NCPs) to satisfy accounts that are in the arrears.  The programs consist of the following: 

a. Federal Tax Refund Intercept Program 

b. State Tax Refund Intercept Program 

c. Unemployment Insurance Benefits Intercept Program 

d. Workman's Compensation Intercept Program 

e. Abandoned Property Intercept Program

f. Vendor Offset Intercept Program

g. Thrift Savings Plan Intercept Program 

h. Lottery Winnings Intercept Program
	

	6. Driver's License Suspension 

Program with the authority to refer to the Motor Vehicle Administration (MVA) for driver’s license suspension, the name of any non-custodial parent (NCP) who is out of compliance with the most recent child support court order. 
	

	7. Professional License Suspension 

Program identifies and suspend obligors who possess a professional/business/ or occupational/business license, who are out of compliance with the most recent child support court order.    
	

	8. State Directory of New Hires 

Program required operating and maintaining an automated system for collecting, storing, and extracting information reported by employers on new hires.  The State and national data collected affords CSEA the opportunity to link new hires to child support cases, providing CSEA the ability to initiate income withholding orders. 
	

	9. Financial Institution Data Match 

Program identifies financial accounts owned by non-custodial parents who are delinquent in their child support obligations.  Upon identification, these accounts may be subject to garnishment to satisfy the arrears owed.
	

	10. Credit Bureau Reporting 

Program authorizes child support cases that are in arrears, equal to, or greater than payments required within an established timeframe shall be flagged on the Consumer Report File.
	

	11. Electronic Payment Issuance Card (EPiC)

Program provides a re-loadable bank card issued by a State Bank for receipt of child support payments.
	

	12. Direct Deposit 

Program provides for direct deposit of child support payments to the custodial parent's choice bank account. 
	

	13. National Medical Support Notice (NMSN)

Programs provides for a form of child support where medical expenses such as medical or dental insurance coverage is paid by either parent, as provided according to the court order.
	

	14. Property Liens 

Program provides for a claim upon property to prevent sale or transfer until a child support debt is satisfied.
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CSEA IVRS Requirements

CSEA envisions the IVR to be the first robust filter for addressing customer inquiries, concerns and complaints.  The IVRS will contain case and person specific information to answer most routine inquiries.  These include:
Payment Info





Contact Info for Local Jurisdictions

· Total balance outstanding
· Amounts and dates of collection


Court Info

· Arrears amount in each account


- Court date

· Amounts of support orders



- Court location

· Payments disbursed




- Hearing schedule

· Summary of Offset Benefits

· Support order amounts



Tutorials

· Payment frequency




- How to make payments

· Payment due dates
CSEA Call and Work Process Updates by CSR Requirement

Any call regarding a CSEA program that is not fulfilled by the IVRS shall be attended to by a dedicated trained CSR.  The CSR shall have the necessary Child Support and system knowledge to understand and make the required changes on CSES (or other system as required).  The CSR must confirm at least 5 validation factors based on what is on file (Name, DOB, SSN, Address and Phone Numbers) from callers for case specific information through the IVRS or when speaking with the CSR.  Some of the customers may not have social security numbers.
If the CSR cannot authenticate the validation factors over the telephone, the CSR shall request the caller to fax or take the change request to the local CSEA office along with a valid form of identification to obtain verification.  System updates and/or work processes that could potentially be handled by a CSR include:

1. Address changes

2. National Medical Support Notices (NMSN)

3. Termination Notice

4. Emancipation School Verification Form

5. Process Wage Withholding Orders

Exhibit 3: Family Investment Administration (FIA) 

FIA is the central coordinating and directing agency of all public assistance programs in the State. The programs are administered by LDSSs and vary from county to county and in Baltimore City. FIA provides assistance to low-income families with children while preparing program participants for independence. This assistance consists of services and cash assistance to eligible individuals, including Welfare Avoidance Grants, Temporary Cash Assistance (TCA), and alternative programs.

One of the primary goals of FIA is to equip families with children and an employable parent to take steps toward self-sufficiency. These programs are meant to serve as a stepping stone to guide families toward that goal. To that end, programs such as TCA require participation in work activities and compliance with substance abuse provisions as conditions of eligibility. 
All local FIA agencies (local departments of Social Services) determine eligibility for all or some of the programs listed in Exhibit 3 – Table 1. FIA offices provide customers with access to an array of services including child protective services, energy assistance, food supplement benefits and emergency assistance. FIA currently draws a very high rate of customer inquiries mostly addressed by the CSC through the IVRS and calls forwarded to the LDSS.  

Currently, Family Investment programs are supported by the Client Automated Resource and Eligibility System (CARES). CARES maintains information about financial eligibility and calculates, initiates, and issues benefits. CARES allows FIA users to inquire and update information.

The Electronic Benefit Transfer System (EBT) is used for issuing cash and Food Supplement Program (FSP) benefits.  Eligible individuals are issued a plastic debit card to access electronically cash and food stamps on a monthly basis. The card replaces paper food-stamp coupons and cash benefit checks. The card also may be used to pay gas and electric bills, public housing rent, and group home expenses.  EBT allows FIA users to inquire on benefit issuance. 

To better understand eligibility requirements, customers can use the Service Access Information Link (SAIL) at https://www.marylandsail.org for an eligibility screening and to apply or re-apply for benefits online. Customers may also opt to apply in person at a LDSS office. With the exception of Long Term Care MA, applications for all programs may be filed online via the SAIL website.  SAIL is a web-based application system that allows applicants to submit applications online that are forwarded electronically to the appropriate local department via the CARES system.

The CSC support for FIA has been primarily on the IVRS. Refer Attachment R - Call Volumes Matrix for the cumulative CSO/FIA/SSA call volumes and related data. Of the three (3) programs (CSO/FIA/SSA), FIA receives in excess of 50% of operator assisted call volumes. 

Exhibit 3 – Table 1: FIA Program summary

(The below list is only a sample of the types of inquiries that are currently being received through phone, emails, fax and correspondences from child support customers)

	FIA Programs

(Brief Descriptions)
	FIA Program Inquiries

(Typical/General)



	1. Child Protective Services (CPS)
The (CPS) is a mandated program for the protection of all children in the state alleged to be abused and neglected. Child Protective Services screens and investigates allegations of child abuse and neglect, performs assessments of child safety, assesses the imminent risk of harm to the children and evaluates conditions that support or refute the alleged abuse or neglect and need for emergency intervention. It also provides services designed to stabilize a family in crisis and to preserve the family by reducing safety and risk factors. This program provides an array of prevention, intervention and treatment services. Customers should be connected to the local department of social services in the county in which they suspect abuse and/or neglect.
	1. Program Eligibility questions

2. How and where to apply for benefits

3. Locations of offices

4. Case Status

5. Benefit Issuance Date

6. Case Closure Reason

7. Electronic Benefit Transfer (EBT) issues

8. CC Subsidy Provider Questions

9. Status of application(ending, active, closed, denied to include date of each status and reason)

10. Benefit amount

11. Household composition
12. Information on how benefit amount was calculated

13. Request applications

14. Energy Assistance 

15. Appeal Decision 

16. Supplemental Nutrition Assistance Program (SNAP) and Medical Assistance

17. MD SAIL Online Information

18. Provide guidance to a caller that wishes to apply online.

19. Interactive Voice Response (IVR) Responsibilities

20. Inform callers of Disaster Sites & Operation Times

21. Inform callers of DFSP Application Processing Dates

22. Verification items needed for processing of application

23. Local offices included in the disaster declaration

24. Benefits months for the disaster

25. Regular Food Stamp client callers of the availability of supplement and replacement benefits

26. Eligibility criteria for DFSP

27. How to add someone to their DFSP case

28. Information regarding their EBT card such as:

29. How do I change my pin number?

30. How do I change my password?

31. When I try to use my card it does not allow me to use it.

32. How long will the benefits be available on my card?

33. Income Guidelines

34. Status of Application

35. Apply for Benefits

36. Appeals

37. Handle inquiries for most Medicaid programs and has multi-lingual staff to assist Address changes

38. Request for a paper application form by mail

39. Assistance in completing paper or online application

40. Status of coverage or application

41. Assistance with billing inquiries and discrepancies

42. Medicaid covered services MCHIP, MCHP Premium, ABD, FAC, ACA

43. General program information 

44. Medically Needy Spend Down

45. Complaints

46. Discrimination Complaints

47. Race, Age, Color

48. Political Affiliation, Sex, Nationality

49. Obtaining Emergency Food

50. What Service Available

51. Location of Shelters

52. Location of Food Pantries

53. Location of Soup Kitchens

54. Reporting Suspected Vendor Fraud

55. Reporting Suspected Fraud on DHR Program or Service



	2. The Maryland Energy Assistance Program (MEAP) 
MEAP provides assistance with home heating bills. The Electric Universal Service Program (EUSP) also assists eligible low-income electric customers with their electric bills. Eligible electric customers may receive help to pay current electric bills; pay past due electric bills; and help with energy efficiency measures to reduce future electric bills. Customers can call the toll free number, 1-800-352-1446 to apply for energy assistance.
	

	3. Welfare Fraud 
This provides another avenue for the public to file welfare fraud complaints. A complaint should be completed only if it has come to the attention that a client has been issued benefits, in which they were not entitled. Customers can contact the call center to report fraud.
	

	4. Emergency Assistance to Families with Children (EAFC)
This program provides emergency cash assistance to families who need emergency help paying rent or utilities. These funds are available through the local department once per year when funds are available. Information about this program can be obtained through the call center.
	

	5. Homelessness and Housing Support (Emergency and Transitional Housing and Service Program-ETHS)
This program provides state funding for emergency and transitional shelters for people who are homeless. ETHS funds shelter beds and support services such as limited rent assistance, food, transportation, and case management. ETHS is administered locally with significant involvement of local homeless agencies in each jurisdiction.
	

	6. Maryland Office for Refugees and Asylees (MORA)
This provides support and services to federally recognized refugees and political asylees to ease their integration into American society.
	

	7. Food Supplement Program (FSP) 
Formerly known as Food Stamps helps low-income households buy the food they need for good health.
	

	8. Temporary Disability Assistance Program 
TDAP Temporary Cash Assistance is provided to disabled adults without minor children, pending SSI/SSDI eligibility.
	

	9. Burial assistance 
Funds are Maryland State General funds that pay for the funeral expenses of a deceased person without other means of payment who, at the time of death has already qualified for the privileges through an eligibility process.
	

	10. Maryland Children’s Health Insurance Program 
MCHIP uses Federal and State funds to ensure that all Maryland’s children have medical insurance. The program provides full health benefits for children up to age 19, and pregnant women of any age who meet the income guidelines. MCHIP provides care through a variety of Managed Care Organizations (MCOs)
	

	11. Medicaid (Also called Medical Assistance)

MA pays the medical bills of needy and low-income individuals. It is administered by the State and pays medical bills with Federal and State funds.  Medicaid coverage is granted to individuals receiving other public assistance, including Supplemental Security Income (SSI), Temporary Cash Assistance (TCA), and Foster Care. Low-income families, children, pregnant women, and aged, blind, or disabled adults may also qualify.
	

	12. Qualified Medicare Beneficiary
QMB Program serves individuals with modest assets (up to $4,000 per individual or $6,000 per couple) with combined incomes that do not go over 100 percent of the federal poverty level. The State Medicaid program pays their Medicare Part B premiums and cost-sharing amounts.
	

	13. Specified Low-Income Medicare Beneficiary 
SLMB Program pays only the Part B premium for those with incomes between 100 and 120 percent of poverty with assets up to $4,000 per individual or $6,000 per couple.
	

	14. Long Term Care 
LTC is a program where nursing home MA pays the nursing home expense for qualified individuals who meet income and asset guidelines.
	

	15. Child Care Subsidy/Purchase of Care 
CCS/POC subsidies, based on the customer’s income level, are paid by the local department to the customer’s day care provider. Eligible customers receive a voucher from the local department to take to the child care provider of their choice.
	

	16. The Maryland Energy Assistance Program 
MEAP provides assistance with home heating bills. Limited assistance is available to replace broken or inefficient furnaces.
	

	17. Electric Universal Service Program 
EUSP assists eligible low-income electric customers with their electric bills. Assistance is available whether you are an active customer or you are currently without service. Eligible electric customers may receive help to pay current electric bills, pay past due electric bills and help with energy efficiency measures to reduce future electric bills
	


FIA IVRS Requirement

FIA envisions the IVR to be the first robust filter for addressing customer inquiries and concerns.  Any message about major changes to FIA shall be recorded and updated into the IVR (Eg: Counties that are eligible for disaster benefits or mass changes to individual cases).  

FIA Call and System Updates by CSR Requirement

Any call regarding an FIA program (FSP, TCA, TDAP etc.) that is not fulfilled by the IVRS shall be attended to by a dedicated, trained CSR.  The CSR shall have limited, but the necessary program knowledge and will be trained to make the required changes on CARES (or other systems as required).  Some of the customers may not have social security numbers. The CSC must confirm at least 2 validation factors (client ID and Social Security Number or SSN and birthdate or birthdate and client ID) from callers for case specific information through the IVRS or when speaking with the CSR. 

If the CSR cannot authenticate the validation factors through the phone, the CSC shall request for fax or email from caller and generate a referral to the local department to obtain verification. CSR shall have the ability to make case specific changes to CARES. Changes that could be handled by CSR:

1. Address changes

2. Changes in rent/shelter costs

3. Add or remove a household member 
4. Delete a person

5. Earned income change

6. Unearned income change

7. Child care expense change

8. Student status change

9. Request to close case

Exhibit 5: Social Services Administration (SSA)

The Social Services Administration (SSA) is responsible for assuring that a broad spectrum of social service programs is available for needy citizens, children, families, and adults.  Social Service programs are delivered through the twenty-three (23) local departments of social services offices and the Montgomery County Department of Health and Human Services.  SSA provides management oversight and direction to these local offices through policy development, quality assurance, technical assistance, centralized record keeping, and budgeting and training. The Social Services Administration consists of:

1. Executive Office

2. Budget and Central Services

3. Office of Operations

· Research, Evaluation and Quality Assurance

· Systems Development and MD CHESSIE (Maryland Children’s Electronic Social Services Information Exchange)  On-Site Support and Training

· MD CHESSIE Call Center

· Contracts and Monitoring

4. Office of Programs

· Child Welfare Practice and Policy 

· Out-of-Home Services / Permanency

· In-Home Services

· Child Welfare Organization Development and Training

· Resource Development and Retention

· Placement and Support Services

· Interstate Compact

5. Adult Services

SSA Requirements

The CSC requirement for SSA shall be configured on the IVRS. Contractor shall work with the State Project Manager to determine the scope of the SSA information to be provided on the IVRS. Inquiries that typically come from customers are as below:

1. What are the various Social Services Administration programs services?

2. How to contact other DSS services (CPS, APS, Foster Care/Adoptions, Finance, etc.)

3. Information on how to contact other agencies for information on their programs, Housing Authority phone number, Community Action, MEAP, Child Support phone numbers, etc.
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