STATEMENT OF WORK

BENEFICIARY SERVICES REPRESENTATIVE

The Contractor shall provide all services and labor required to accomplish the performance of Beneficiary Services Representative (BSR) duties specified for the Military Treatment Facility,  in strict accordance with all terms, conditions, general and special provisions, specifications, attachments, etc., contained herein or incorporated by reference.  

FTEs, HOURS, SCHEDULES

	1.    Full Time 

Up to three weeks (15 work days) paid leave/vacation, in accordance with the contractor’s employee’s benefit plan or employee contract, and ten paid Federal holidays per year will be granted to the BSR.  Backfill of personnel is not required for authorized leave.  The contractor shall identify the amount of leave entitled by employee plan/contract to the COR for any person hired to perform services under this delivery order.  Vacation or leave in excess of the contractor-allowed entitled vacation/leave amounts or the “up to” amounts stated above, whichever are less, will not be paid by the Government.
The BSR shall not be required to work on the ten (10) Federal Holidays.


	Schedule:  Eight hours per day during normal business hours.  Exact schedule shall be mutually agreed between MTF and Contractor with an uncompensated 1 hour for lunch.  

Location:.



	2.    Weeks Per Year per employee
	52  

	3.    Hours of Work Per Year per employee
	2,088  

	4.    Anticipated Overtime
	No

	5.  Backup Personnel if Resource Support personnel  unavailable
	No


QUALIFICATIONS

Applicant shall read, understand, speak and write English.

	Required Education/Experience
	The BSR shall:   

· Have a High School Diploma or G.E.D. equivalent. 

· Have clerical experience, with experience in computer programs such as Microsoft Office.

· Possess good interpersonal listening and communications skills to interface with MHS beneficiaries and MTF staff.

· Possess and maintain current certification in Basic Life Support. The instruction necessary to obtain certification will be provided by MTF.

· General knowledge of the military healthcare/TRICARE program is desired.

· Prior experience in a customer service environment involving clinical, pharmacy or hospital personnel is preferred.

· Experience in the use of the Composite Health Care System (CHCS) is preferred.




SPECIFIC TASKS/DUTIES

	1. Under supervision of on site contractor point of contact, performs the full spectrum of services of a person working as a Beneficiary Services Representative. 


	· Provides information to beneficiaries on services provided at the MTF  Pharmacy.

· Performs mini registration for beneficiaries in Composite Health Care System (CHCS).

· Receives telephone calls from beneficiaries.

· Responds to inquiries from beneficiaries and MTF staff concerning Pharmacy benefits and directs all inquiries regarding enrollment and claims to the TRICARE Service Center.

· Obtains Other Health Insurance (OHI) information from patients and processes for purposes of third-party collections.

· Performs administrative duties.

· Provides accurate data, such as number of customers served or number of OHI forms collected, when requested.

· Determine patient eligibility through CHCS upon initial presentation for prescriptions and on an annual basis thereafter.

· Attends required orientation training and annual refresher training provided by MTF  such as infection control, bloodborne pathogens, disaster training, sexual harassment, etc.

· Maintains MTF established standards of practice and service to include assisting pharmacy staff in meeting customer wait time goals.

	2.  Workload information  

	Approximately xxxxxx customers per month.


Resource support personnel performing services for the MTF shall comply with Government/MTF regulations, MOUs, SOPs, etc. regarding administrative services, record keeping, patient referrals, interactions with Government personnel, MTF security, Government property, etc.  All regulations, policies, and standard operating procedures will be made available to all contractor-furnished personnel for familiarization and to ensure compliance in performance of services.  Additionally, the contractor-furnished personnel shall attend all Government provided orientation and training necessary to perform daily duties (e.g. CHCS Training) on a Government installation.

All contract employees will be required to comply with the MTF Employee Health Program.  Any required testing will be accomplished by the 460th Medical Squadron.

In accordance with DOD Regulation 5200.2r paragraph 3-614 and Appendix K, all personnel having access to Government computer systems must be subject of a favorable background investigation, to include fingerprinting, to be conducted by the Government.

Contract technicians shall respect and maintain the basic rights of patients, demonstrating concern for personal dignity and human relationships. The Contractor shall ensure contract employees maintain open and professional communication with members of the MTF.  Complaints validated by the COR shall be reported to the ACO for possible disciplinary action.  Failure of the Contractor to correct validated complaints raised by the COR and ACO will be considered a failure to perform.

The COR shall require the contractor or his representative to meet with the COR, contract administrator, QAE and/or other government personnel as often as deemed necessary.  The contractor may request a meeting with the COR when they deem such necessary.  Meetings, which may be conducted in person or via teleconference, will be documented in the contract file with written minutes signed by the contractor POC and the COR.  Should the contractor not concur with the minutes, such non-concurrence shall be provided in writing to the COR within ten calendar days of receipt of the minutes.

WORK ATTIRE

Contractor personnel shall present a professional appearance at all times.  They shall also comply with any additional instructions concerning work attire that may be issued by the MTF.  They are required to wear a nametag, provided by the MTF, containing the employee’s name and title.  The MTF  provide the initial nametag.  It will be the employee’s responsibility to replace lost nametags.  
RELEASE OF INFORMATION/PATIENT SENSITIVITY

Patient lists, no matter how developed, shall be treated as privileged information.  Lists and/or names of patients shall not be disclosed to or revealed in any way for any use outside the MTF without prior written permission by the Chief of Hospital Services.  Technicians shall direct any Government or non-Government inquiries regarding patient lists to the Pharmacy OIC.

Technicians shall only release medical information obtained during the course of this contract to other MTF staff involved in the care and treatment of that individual patient or the patient’s Physician.

LOGISTICS

	Government will provide all facilities, equipment, and services (ancillary and administrative) for the contractor provided personnel to enable them to perform the above services at the MTF.

Government instructions/guidelines (as stated in Specific Tasks/Duties, above):

1. Clinic guidelines concerning release of patient information.

2. Clinic Operating Instructions (OIs) pertaining to duties.


	Support staff to be provided by MTF:  Minimum of one military Pharmacist and one military Pharmacy Technician.

1. Guidelines concerning release of patient information will be furnished as part of contractor employee orientation.

2. Clinic OIs will be provided (specify organization), as part of contractor employee orientation.


LEGAL

1.  Contractor is liable for loss, theft, or misuse by contractor-provided personnel of provider/ Government property.

2.  Contractor-supplied personnel are prohibited from self-referral of patients seen under this Agreement.

3.  The Contractor shall not employ any person who is an employee of the United States Government if the employment of that person would create a conflict of interest.  The Contractor shall not employ any person who is an employee of the Department of the Air Force, either military or civilian, unless such person seeks and receives approval in accordance with DoD Directive 5500.7 and Air Force policy.
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