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[NOTE: Please see “helpful hints” at the end of this document, added by the Seven Steps Team]
Attachment 1

Statement of Work

National Health Service Corps Performance Based Contract for Site Identification and Clinician Matching

I.
Background

The National Health Service Corps (NHSC) is committed to improving the health of the Nation’s underserved. The program unites communities in need with caring health professionals and supports their efforts to build better systems of care.  In performing this contract, the contractor shall be responsible for the process by which the NHSC identifies and verifies appropriate sites which are eligible to recruit NHSC Clinicians, matching those NHSC clinicians to appropriate sites while considering program participant preferences to maintain clinician retention. The work shall be carried out in close coordination with NHSC staff and state Primary Care Offices (PCOs).  Performance will be measured for each area by meeting specific targets and customer service evaluations from program participants. The work described in the solicitation was previously completed within the Health Resources and Services Administration (HRSA) Field Office, but will now be handled by the awarded contractor.  

The NHSC works with primary care clinical sites that are located within health professional shortage areas (HPSA).  There are approximately 3000 geographic, facility and population HPSA designated nationally and there are approximately 2400 sites that currently work with NHSC.  There are three types of designations including primary care, dental and mental health and clinicians are placed based on how their discipline corresponds to the designated area.  

II. 
Purpose

This solicitation involves identifying new possible service locations within a HPSA and making them aware of NHSC services.  The contractor will also track site employment vacancy opportunities where NHSC Clinicians could serve their service obligation as part of the Scholarship and loan repayment programs.

The NHSC currently has approximately 3000 clinicians currently serving and approximately 350 students in the NHSC Scholarship program who will serve within an NHSC approved site for a period of not less than two years.  This solicitation, request a process for working with these scholars secure employment at an approved site.  Some of the required elements for working with these clinicians would include reviewing resumes and providing career counseling.  

A final key concept of meeting the needs of fulfilling this solicitation involves maintaining contact with NHSC staff and partner organization as well as customers, sites and clinicians. Keeping the flow of information open between these audiences will be critical for successful implementation.

III.
Tasks of Deliverables

Task 1.
Meeting with Project Officer and Program Staff

The contract shall meet with the Project Officer and other program staff within 15 business days of the effective date of the contract.  The contractor shall be prepared to review staffing and overall work plan and customer service plan.  Other issues to be discussed shall include confidentiality and adherence to record keeping standards.

Task 2.
Site Identification

The NHSC works with primary care clinical sites that are located in health professional shortage areas.  In addition there are specific eligibility criteria for sites recruiting clinicians through the NHSC program.  In successfully executing this contract, the contractor shall, identify sites that are eligible for NHSC assistance, verify that eligibility and share information on the recruitment and retention services available from the program.  The basic requirements are that sites must be located within a HPSA, accept both Medicare and Medicaid, have a posted sliding fee scale and see individuals without regard for their ability to pay. 

Because the NHSC is a national program, the contractor shall seek to identify sites that adequately reflect a diverse mix of both urban and rural locations that are geographically dispersed across the country.  The current mix of NHSC sites is approximately 40% urban and 60% rural and program would like to maintain this mixture.  The contractor shall actively recruit a mix of site vacancy opportunities that corresponds to the pool of clinicians served by the NHSC program.  A list of clinician disciplines is included in the references section of this solicitation.   The contractor shall encourage sites to recruit for the entire spectrum of clinical disciplines, to ensure adequate vacancy opportunities for all disciplines supported by the program, but also to meet site clinical needs. 

In addition to identifying sites and subsequent vacancy opportunities at these sites, the NHSC has a statutory mandate to place emphasis on those sites that are defined as having the “greatest shortage”.  The program currently defines this measure by the HPSA score.  Sites that are located in areas with the highest score on a scale of 1 to 25 are deemed to have the greatest shortage.  The contractor shall increase the number of new sites seeking assistance from the NHSC in areas within a HPSA identified to have a HPSA score within the top 25% range of scores assigned.  New sites are defined has not having recruited for a clinician through the NHSC in the past 5 years.  Potential sites that are located within a HPSA and have desire to participate in the program, but have difficulty in meeting the programmatic requirements, shall be referred to the program for technical assistance.

Measuring performance for site identification will have two key components, first to increase in the number of sites in “high need” locations and second to increase the number of “new” sites that seek assistance from the NHSC.  The Primary Care Office within the State of the site in question will verify the eligibility of these new sites.  A random customer service evaluation from sites will also be administered not less than once annually.

Task 3.
Vacancy Management

Eligible sites requesting NHSC assistance are able to recruit for clinicians via our health opportunities list posted on the NHSC Website.  The contractor shall be responsible for ensuring that all vacancies posted on the site have accurate information including, contact names, addresses, phone numbers, websites or profiles, anticipated dates for hire and other necessary skills required for employment. Inclusion of a vacancy requires the submission of a Recruitment and Retention Assistance Request, to be provided by the project officer. All sites on the list will have been verified as eligible participants as defined by the NHSC and will have been provided the guidelines by which they may employ an NHSC Participant. An accurate list will contain only information for sites that are currently recruiting for outside hires to the organization.  Sites that are identified as being in negotiations with a potential employee are removed from the list within 48 hours.  

As a baseline the program estimates that there are approximately 4500 vacancies for approximately 2400 sites in a given program year.  These vacancies can seek assistance from either the Scholarship or Loan Repayment Programs. Currently, sites may send in a vacancy request to enable a currently working staff member to participate in our loan repayment program. These circumstances shall be identified so that they are not publicized by the NHSC as a vacant position. Data shall also be collected that reflects a hire by a site that has used the NHSC for recruiting, elements include if the selected individual is an NHSC Clinician, a participant in another federal workforce program (J-1 Visa, State Loan Repayment) or not affiliated with a program and other recruitment mechanisms utilized by the site.  

The performance measure for this element is based on the accuracy and diversity of the list that will be verified on a weekly basis.  In the approval process of adding vacancies to the list, the State PCO will provide secondary validation of the accuracy of data.   The project officer, not less than once monthly, will also perform periodic random checks of the various vacancies.  

Task 3.01.
Programmatic Vacancies

The contractor shall identify sites for “programmatic vacancies”.  On occasion the NHSC program has a need to either assign or transfer a clinician from their current location to another site.  Sites willing to participate on this internal vacancy list will be willing to interview, and if agreeable hire, NHSC program participants that may have not placed within the allotted timeframe, have requested a transfer or have been transferred by the program.  Clinicians assigned by the program via this type of vacancy may have an obligated service period of less than minimum 2 years of new program participants. These assignments may also occur for extremely short periods of time of 90 days or less.  While the service time may be shorter, the participants may be available for service within a shorter period of time. Eligibility for this type of vacancy will be limited to sites that have successfully recruited a clinician through the NHSC program who has completed a service period of not less than 3 years.  Sites targeted for participation for this administrative process shall be targeted from sites that have a HPSA score within the top 25%.  Programmatic vacancies will be subject to the same standards of accuracy as stated in the vacancy management section.   The contractor shall maintain this internal list for the convenience of the program and contain not less than 50 vacancy opportunities at any given period of time.

Task 3.02.
Other Vacancy Lists

The NHSC on occasion may have a need for other subsets of the vacancy list for special program assignments.  The contractor shall develop a methodology; to identify those vacancies, which would meet specific vacancy, needs at the request of the Project Officer.  The project officer will review the methodology and approve or disapprove with 30 days. Vacancies identified under this section are subject to the same standards of accuracy as the vacancy management section.

Task 4.
Match Process

As NHSC Scholarship participants complete their educational training they are moved into the placement cycle.  The year of the placement cycle is defined by the year in which the student will graduate.  Because programs now graduate students 12 months of the year, the timeframe in which a Scholar has allocated to find employment is rolling, determined by their specific graduation date.  NHSC Scholars are provided a 9-month window for successfully securing employment within an approved NHSC site.  The timeline for this window begins 3 months prior to graduation and 6 months post. The contractor shall support the recruiting of NHSC Scholars by sites and the job search process by NHSC Scholars in the current placement cycle.  The program anticipates approximately 300-350 Scholars to be in the 2004 placement cycle.  NHSC Scholars are required to serve in the HPSAs of greatest shortage.  Annually, the program determines the number of Scholars in the placement cycle and compares that to the sites requesting NHSC recruitment assistance.  Based on this comparison, the program produces a list of eligible placement sites for NHSC Scholars for that placement cycle (Scholar Approved Practice List).  The NHSC puts sites in HPSAs of greatest shortage on the list first and continues to add sites to the Scholar Approved Practice List until a ratio exists of not less than 1 site for each Scholar in that year's placement cycle, and not more than 2 sites for each Scholar in that year's placement cycle.  The Scholar Approved Practice List must, at all times during the year, meet this ratio and must include enough sites with vacancies in the different discipline categories, to ensure that every scholar can identify a practice site where they can fulfill their service obligation to the NHSC. As scholars match to sites on the approved list the number of sites remaining shall reduce to remain in compliance with the ratios for the remaining numbers of scholars.  New sites may be added as additional scholars enter the placement cycle as determined by graduation date, but only to maintain the appropriate ratios.  As a point of clarification, sites may have multiple vacancies; however the ratios are based on the number of sites on the list.  Completion of the task will occur when all scholars are placed in sites or referred to the program for suspension or default.  The project officer will provide guidelines for suspension or default to the contractor.

Task 4.01.
Supporting Sites

Successful support of sites in the recruitment process would include making sites aware of scholars who will meet the specified needs of the vacancy based on site preferences and scholar skill sets. Sites that exhibit difficulty in recruiting will be forwarded to NHSC Staff to arrange for additional technical assistance.  Referrals to program will occur for sites that have poor feedback from scholars who have interviewed or other issues that hamper their ability to recruit. 

Task 4.02.
Supporting Scholars

Supporting Scholars within the placement cycle will consist of pre-job search, site selection and interview assistance.   Thirty days prior to the beginning of the scholar’s placement, the contractor shall send one hard copy of the vacancy list to the scholar and instructions on how to access contractor services. The contractor shall obtain proof of receipt for all correspondence with Scholars and submit copies to the NHSC staff for inclusion in the official file.  Each scholar shall be contacted via phone at the beginning of their specific placement cycle and provided information on the services and assistance that are provided by contractor.  Successful plans will include not less than 3 communications per scholar and not less than 2 via phone. Pre-job search assistance will include the collection of an assessment of the clinician’s preferences and skill sets. Clinicians should also be encouraged to consider spousal employment opportunities. Properly prepared scholars will be instructed on an appropriate timetable for locating a practice site, have a critiqued resume and equipped with instructions on how to prepare for an interview.  Following interviews, scholars will be contracted for personal assessment on interview performance. Access to all services must be provided to scholars between the hours of 8:00 am and 5:00 pm in all United States time zones.

Task 4.03.
Assignment Phase
Scholars who fail to secure employment at a site on the list within the 9-month time frame with contractor assistance will be moved to the assignment phase. The contractor shall develop a system for matching individuals in the assignment phase to vacancies that are within the scholarship placement range for the year.  As part of the assignment phase, clinicians are “assigned” a site where they will be interviewed for employment.    Successful systems will have a secondary review of scholar resumes and a pre-interview consultation.  Scholars in the assignment phase may not decline offers of employment.

Task 4.04.
Discipline Specific Assistance
Historically, Nurse Practitioner (NP), Physician Assistant (PA) and Nurse Midwifery (CNM) students have had a more difficult time in locating practice sites, these disciplines make up approximately 40% of all scholars.  Some of these difficulties have stemmed from high competition in the marketplace and some of the graduates having limited clinical experience prior to completing a graduate degree.  The contractor shall develop an ancillary support system for scholars in these disciplines.  Appropriate personnel shall carry out this support system with experience in placing clinicians within these disciplines.  The desired outcome would increase the percentage of individuals within these disciplines who select their own service location. At this time approximately 70% of these clinicians are able to locate a service location prior to the assignment phase.

The performance measures for this requirement include the percentage of clinicians who are able to locate an appropriate service location prior to the assignment phase.  Current data from the program estimates this baseline measure to be 85% for all NHSC Scholars.   Specific targets by discipline are listed in Attachment I. Others measures will include the amount of time to place or refer scholars in the assignment phase and independent customer satisfaction surveys of scholars, who place outside the placement phase and sites.  Separate measures will be specific to nurse practitioner, physician assistant and nurse midwifery scholars with respect to the speed of placement and customer satisfaction.  The quality of matches will be determined at the one year mark following the start of employment with a review of the clinicians’ file to determine if they remain at the current practice location.

Task 5.
Site Monitoring

Successful performance of this contract will incorporate an on going monitoring and communication plan for working with sites.  The contractor shall maintain communication with the site to communicate new NHSC programmatic information and determine if the site remains in compliance with the program requirements.  Sites that are not in compliance shall be referred to the NHSC Program Staff for follow-up with records of communication.

The performance measure for this element is based on the accuracy of the list and the number of sites that are referred to the program for technical assistance.

Task 6.
Communication 

The employment and vacancy market for clinicians is extremely fluid and changes on a daily basis and the NHSC seeks to be responsive to the workforce needs of underserved communities.  The successful completion of this contract shall require the contractor to also determine flexible methodologies to meet the needs of both the NHSC staff and the communities and clinicians served by the program.    Targets set by the program may need to change on the annual basis and workloads will fluctuate during various times in the recruitment and placement seasons.  Frequent and effective communication between the contractor, state partners (PCOs), and NHSC staff, program participants and contractors will be critical to successful completion of the contract.  The contractor shall develop strategies for regular communication that include both phone and electronic methods with each of the key audiences listed above. Strategies shall include a methodology for documentation of communication for NHSC staff. Timeliness of information communication will be the key performance measure for this task.  NHSC staff shall be notified of changes in the status of vacancies, Scholars in placement cycle and eligibility of sites within 48 hours of those changes.

Specific correspondence required by the contractor shall include:  Notification of the ending of the placement cycle 90, 60 and 30 days prior, Notification and instruction on the assignment phase including the name of site to which they are assigned (Assigned is defined as the site to which the individual is to report for an interview, offer of employment may not be refused); A congratulations on new employment letter that includes the site location where the clinician is assigned.  Copies of all correspondence shall be submitted to NHSC Staff for inclusion in the official scholar file.

The performance measure for this issue will be determined by two factors.  First, an annual customer service survey of NHSC staff, to review the contractors’ flexibility and responsiveness in communicating with staff and various partners.  The second factor shall include monthly reporting on information about the numbers of scholars being worked with and the numbers and types of contacts completed.  The reports shall also include information on the number of sites contacted an anticipated vacancies resulting from the sites and projections of new sites for 3-6 months.

Task 7.
Customer Service Evaluation

The contractor shall develop a customer service evaluation to be administered annually by the project officer to solicit feedback from students, clinicians, site representative and NHSC staff.  The evaluation design shall measure the satisfaction levels of the various audiences with services provided by the contractor.  The evaluation shall be submitted to the Project Officer six months after the effective date of contract for review, modification and approval in a Word format.  The project officer will select those participants who will be asked to complete the survey and will compile the results.  If the document requires OMB approval the contractor shall assemble the package for approval using guidance provided by the project officer.  The contractor shall include the estimated time and costs for the completion of the survey, which is not to exceed 30 minutes and $5.00 per respondent.

IV.
Contract Type

Cost Plus Incentive Award as determined by the incentives chart in Attachment 2.

Attachment 7

Performance Requirement Summary

Contract Requirements

	Required Task 
	Task Standard
	Method of Surveillance
	Standard to be met
	Award/ Penalties

	Task 1 Meeting with Project Officer and Staff
	Meeting Occurs within scheduled time frame
	Meeting with Project Officer
	Contractor participation is meaningful
	None

	Task 2 

Site Identification

Locating New Sites 

Identification of High Need Sites


	● Identifying no less than 500 new sites in a given year, located within a HPSA and meeting NHSC standards

● Not less than 40% of new sites identified to have a HPSA score within the top 25% range of scores assigned.
	Staff review and approval of Recruitment and Retention Assistance Applications

Review and concurrence of Recruitment and Retention Assistance Applications by the State Primary Care Office.
	New sites are determined to be “new” if they have they have not recruited from the NHSC within the past 5 years.  Each satellite of a parent organization is counted as a separate site.  The Primary Care Office of the State where the site is located must approve all sites that are eligible for NHSC assistance.  The site must meet the basic eligibility requirements of the NHSC program and have verified agreement to meet the conditions of the employment of an NHSC Program Participant of the Scholarship or Loan Repayment Program. To be counted for contract performance the site must be actively recruiting for a new hire within the contract year.
	See Attachment 3

	Task 3 

Vacancy Management

Accuracy of the List

Diversity of the List

Task 3.01 Programmatic Vacancies


	● Maintenance of the vacancy list that has no more than 5%  with inaccurate hiring status data on a weekly basis

● Maintenance of the vacancy list that maintains not less than 2000 vacancies

● List reflects vacancy opportunities for all disciplines supported by the NHSC programs.

● List reflects vacancies that are geographically dispersed across the United States and its territories

● Maintain a Scholar Approved Practice List that contains not more than one site per scholar and no more than two sites per scholar in the placement cycle

● Maintenance of an internal list of not less than 50 vacancies of sites that agree to interview and if possible employ scholars in the assignment phase or transfer clinicians.
	Weekly reviews of the vacancy list and randomly verify the accuracy of the data elements and current hiring status

Staff reviews of all pending matches of scholar to clinician prior to final approval to ensure appropriate placements including that assignment occur within the appropriate HPSAs  

Other measures of quality will be detected through an annual customer service evaluation for all sites that have recruit through the NHSC within the past year
	The current list should contain vacancy opportunities for all disciplines supported by the NHSC program.  Program will annually set targets for disciplines diversity.   

All sites designated for inclusion on the internal programmatic vacancy list must have previously recruited a NHSC Clinician who served for a period of not less than 3 years. Sites on the programmatic vacancy list will be reviewed for appropriateness prior to the assignment or transfer of an NHSC clinician.


	See Attachment 3

	Task 4
Match Process

Task 4.01 Site Support

Task 4.02 Scholar Support

Task 4.03 Site Assignment Phase

Task 4.04 Discipline Targets for Site Assignment Phase


	● Sites are provided a list of Scholars who have matching skill sets and preferences to notify availability within 60 days of the students entering the placement cycle and having appropriate job search documentation

● Sites that are on the Approved Scholar Placement List are notified of remaining eligible scholars during the last 30 days of the placement cycle  

● Career and Job Search Support provided to all Scholars in the current placement cycle within the 9 month timeframe

● 100% of all NP, PA and CNM Scholars are provided supplementary support for job search prior to site assignment phase

● Scholars in the placement cycle will have not less than 3 contacts from the contractor including not less than 2 by phone.

● All Scholars in the assignment phase are matched and have interview completed within 90 days or referred to the program for suspension or default

● No more than 5% of Physicians, Psychiatrists, and Dentist in the Site Assignment Phase

● Not more than 15% of NP, PA and CNM move into the site assignment phase.


	Review of monthly reports submitted by the Contractor

Annual Customer Service Evaluation 

Analysis of Clinicians completing one year of service 
	The monitoring of this area will include the monthly review of contractor reports documenting the number scholars being supporting in the placement cycle at the time.   The project officer will also review changes to the scholar site vacancy list to track the number and speed at which vacancies are being filled by NHSC Clinicians. Sites will be supplied annually with Customer Service Evaluations.   Scholars will also be surveyed to determine their satisfaction with the quality and timeliness of information.  A follow-up review of the number of clinicians who reach their one-year anniversary with the same location in which they are placed will measure the quality of the overall placement.
	See Attachment 3

	Task 5

 Site Monitoring
	● An accurate list of eligible vacancies and anticipation of the market demand for various disciplines

● An increase referral of sites to maintain or achieve compliance with NHSC policy
	Review of Requests for Technical Assistance to program staff

Review of monthly reports


	The project officer will review the vacancy lists for accuracy and contractor developed reports that include projections for anticipated vacancies within the upcoming 3-6 months.  Program staff will also anticipate better communication with sites will facilitate the increase recognition and request for TA request to meet NHSC regulations.
	None

	Task 6 Communication
	● Frequent communication with NHSC staff and on changes with either vacancies or scholar status

● Appropriate communication with NHSC partners, participants and contractors

● Monthly reporting on status of work with scholars and sites.
	Review of Monthly Reports 

Customer Service evaluation of program participants and program staff
	Reports will be evaluated on completeness, quality and accuracy of data.  Reports that include projections on future vacancies will elevate the evaluation.

Rating should be satisfactory, met expectations or exceeded expectations
	None

	Task 7

 Customer Service Report
	● Draft evaluation is submitted to the project officer in a timely manner and with relevant information noted in the scope of work
	Review and approval of evaluation tool
	Evaluation survey covers the relevant tasks for all audiences and has a 5 step weighted scale.
	None


Attachment 8

Performance Incentives Rationale and Fee Structure

	Performance Requirement Rationales
	Positive Incentive
	Negative Incentive

	Site Identification
	● The contractor identifies in excess of 1000 new sites within the contract year that meet NHSC program requirements

● 60% of newly identified sites have a HPSA score within the top 25% range of scores assigned
	● The contractor fails to identify 500 new sites within the contract year.

● Less than 40% of the newly identified sites have a HPSA score within the top 25% range of scores assigned.

	Vacancy Management
	● Maintaining the list within the 5% margin of error for the entire contract year.


	● Greater than 15% of the vacancy list is determined to have inaccuracies or out of date information over the course of the contract year.

	Match Process
	● 95% of all NHSC scholars matching within the placement cycle timeframe for the year.

● greater than 90% of all NP, PA and CNM match within the placement cycle.

● An overall customer service rating of exceeding expectations.

● 95% or greater Scholars placed complete one year of service at the original placement site and do not request a transfer.
	● Less than 85% of NHSC Scholars match within the placement cycle

● The assignment phase is not complete within 90 days, with clinicians either matched or referred to NHSC for suspension or default.

● An overall customer service rating is below expectations.

● Greater than 20% of scholars placed request a transfer within the one year of service.


HELPFUL HINTS:  The Seven Steps Team feels these two portions of the HHS solicitation provide good sample guidance relating to health-care management.  We have included only the Statement of Objectives (labeled “Statement of Work”) and the attachment regarding performance standards (what will be measured, how the measurements will be accomplished, and what the desired quality of service levels are expected).  While it is desirable to let the offerors set the performance standards, as they know the “price breakpoints” between different levels of quality and/or service.  In this case, it makes good sense for the Government to specify the required quality/service levels.
