STATEMENT OF WORK

FOR

REFERRAL TRACKING CLERK

1.  Scope:  Request is for a non-personal service contract to provide a referral tracking clerk for the Name Installation services to be provided on-site at the Clinic, herein Military Treatment Facility (MTF).  The contractor shall furnish all labor, referral tracking education and training, consultations and reports, except as provided in attachment 3, Government provided services.  Performance shall be according to the requirements contained in this statement of work (SOW).

2.  Point of Contact:  The contractor shall provide a point of contact that shall be responsible for the performance of the work.  The point of contact shall have full authority to act for the contractor on all matters relating to the daily operation of this SOW.  The contractor shall designate this individual, in writing, to the Contracting Officer (CO) before the contract start date.  An alternate may be designated, but the contractor shall identify those times when the alternate shall be the primary point of contact.

3.  Availability:  The contractor shall provide a point of contact that shall be available during normal duty hours (see paragraph  14).

3.1.  Staffing.  Requirement is for one person, on-site, dedicated to performing referral-tracking functions.  This full-time person shall be available, per paragraph 14, to attend scheduled meetings or training and be readily available to staff members and beneficiaries.

4.  Arrange for Replacement Staff:  The point of contact shall arrange for temporary, qualified replacement personnel when the on-site referral tracking clerk will be unable to provide services for five or more consecutive scheduled shifts.

5.  English Language Requirement:  The referral-tracking clerk shall fluently read, understand, speak and write English.

6.  Appearance:  Contractor personnel shall present a neat appearance, adhere to the Military Treatment Facility, Appropriate Dress in the Workplace Policy.

7.  Identification Badge:  Contract personnel shall be easily recognized as a contract employee by wearing an identification badge at all times while on duty.  The identification badge shall have the name of the contract company and the name of the contract employee.  This identification badge shall be worn on the outer clothing, above the waist, and shall be visible at all times while the employee is on duty.

8.   Identification Badge:  the Military Treatment Facility will issue all contractor personnel an identification badge.  This badge shall be worn on the outer clothing, above the waist, and shall be visible at all times while the contract employee is on duty.  

9.  Conflict of Interest:  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/Army, either military or civilian, unless such person seeks and receives approval in accordance with DoD Directive 5500.7 and Air Force/Army policy.

10.  Work Knowledge: The contractor shall ensure that all contract personnel possess:

a. Proficient knowledge of medical terminology, anatomy, pharmacology, surgical and medical procedures sufficient to monitor and track medical consults/referrals and document patient continuance of care.

b. Knowledge in the use of specialized references, such a medical nomenclatures, medical dictionaries, medical texts and medical journals to accurately spell and use medical terminology.

c. Knowledge of accepted medical abbreviations and their meanings and interpretation.

d. The ability to type a minimum of 35 words per minute.

f. Application and use of Microsoft Office computer programs.

g. Successful completion of government provided training in the application and use of government computer programs – CHCS, ADS (ADM)

h. Ability to develop, organize, analyze, and report compliance rates, medical results, appointment compliance/usage, etc.  Use of Microsoft Access, Excel and Word programs is preferred.

11.  Certification Requirements:   All contract personnel shall have a current certification in Basic Life Support (BLS).  (see paragraph  15.1.)

12.  Health Requirements:   Contract personnel providing services under this contract shall receive a pre-employment physical examination prior to commencement of work.  Contract personnel shall report to the contractor’s physician or the employee’s private physician to receive the pre-employment examination. 

12.1.  Immunizations and medical testing required by the MTF shall be administered by the MTF during Active-duty personnel inprocessing.

12.2.  All annual immunization/medical testing requirements shall be administered by the MTF. 

Same as 12.1

12.3. Not later than five working days prior to commencement of work, initial certification shall be provided to the CO that contract personnel have completed the medical evaluation required in paragraph 12.  This certification shall state the date on which the examination was completed, the doctor’s name that performed the examination, and a statement concerning the physical health of the individual.  

12.4.  Contract employees shall show proof of compliance with MTF required employee immunizations or be willing to be immunized by the MTF, and comply with any other requirement of the Clinic’s Employee Health Program.  

12.5.  It is the contractor’s responsibility to report, to the appropriate MTF staff member, all information necessary to assure clinic records can be maintained correctly, and therefore comply with the JCAHO, OSHA, and CDC health records requirements.

13.  Emergency Health Care:  There are NO emergency services available on MTF.  Contractor employees injured while on duty will be transported to the nearest civilian medical facility with emergency services.  All charges for emergency care will be billed to the contractor. 

14.  Hours of Operation:  0730 – 1630, Monday through Friday, excluding fe4deral holidays.

14.1.  There are ten federal holidays each year.  They are New Year’s Day (observed 1 January), Martin Luther King, JR’S Birthday (observed the third Monday in January), President’s Day (observed the third Monday in February), Memorial Day (observed the last Monday in May), Independence Day (observed 4 July), Labor Day (observed the first Monday in September), Columbus Day (observed the second Monday in October), Veteran’s Day (observed 11 November), Thanksgiving Day (observed the fourth Thursday in November) and Christmas Day (observed 25 December).

15. Education and Training:  

15.1.  Current Basic Life Support (BLS) Certification:  All contract personnel shall be certified and remain current in BLS.  BLS classes are offered periodically at the MTF at no additional cost to the contractor.  Contractor personnel will be scheduled for BLS certification class during your installation in-processing.  
15.2.  Mandatory Annual Training:  All contract employees shall complete annual your installation training.  Topics may include but are not limited to items such as safety resource protection, fire training, infection control, patient sensitivity and electrical safety.  Topics may be added or deleted at the direction of the Medical Group Commander and/or based on direction from JCAHO, the Air Force/Army or Department of Defense authorities.  Annual training is currently being taught through the use of a self-paced computer education module.

15.3.  Computer Systems Training:  Initial and on going computer systems training on newly assigned contractor personnel in support of the your installation shall be the responsibility of the contractor.  Computer classes are taught at the MTF as well as on base and are available to the contract personnel on a space available basis.  Computer classes are offered at no charge to the contractor.  The your installation will not reimburse the contractor or subcontractors for any expenses incurred by the contractor or subcontractors while contractor personnel complete computer systems training.

15.4.  Hospital Newcomer’s Briefing:  All new contract employees shall participate in the hospital and base newcomer orientation briefings.  Newcomer’s briefings shall be scheduled through Education and Training/SGDT within 30 days of start of work.

15.5.  Work Area Orientation:  All contractor personnel working in the facilities of the your installation shall complete orientation training specific to their individual work area.  The individual to contact in each work section to initiate such training will be the Officer or the non-commissioned officer in charge of that particular work section.  The your installation will not reimburse the contractor or subcontractor for any expenses incurred by the contractor or subcontractor while contract personnel complete orientation training.

16.  Orientation:  The contractor shall ensure that all contract personnel participate in the MTF orientation procedures for newly assigned personnel to include regulations specific to their professional specialty, Managed Care Flight and Air Force/Army policy and procedures.

17.   Task
17.1. Track, monitor, and document all consults/referrals, both internal and external to the MTF, for all patients, to measure and ensure prompt processing and timely patient care and to ensure documentation of that care is promptly and appropriately processed and distributed. 

17.2. Work closely with the MTF’s healthcare integrator, primary care staff, personnel within the MTF and the Managed Care Support Contractor  involved with processing/approving/denying referrals.

17.3. Review new referrals to ensure that each one contains the following minimum information:  

· Patient name, FMP and PATCAT

· Sponsor Social Security Number

· Patient’s date of birth

· Patient’s current home address, current home phone and work phone numbers

· Originating clinic

· Originating provider’s name, phone number, and emergency contact number

· POC at originating clinic if provider is unavailable

· Provider fax number or e-mail address

· Brief summary of reason for referral

17.4. Maintain all consult/referral information in a tracking database that provides the ability to determine the current status of any/all consults/referrals at any time.

17.5. For consults/referrals marked as “Defer to Network”, the contractor shall:

· Contact the patient to determine the timely receipt of the TriCare referral paperwork needed to schedule an appointment with the network provider and  if already scheduled, the date & time of appointment, and name of the network provider.

· Contact the network provider to determine if scheduled appointment was kept and, if kept, the results of the patient’s visit.  Inform the referring provider of the patient’s appointment date and time as needed.  Request and process appointment results from network provider.

· Annotate consult/referral status in CHCS and the consult/referral tracking database.

· Provide a copy of appointment results to the referring physician for inclusion in the patient’s medical records

17.6. For consults/referrals marked as “No Appointment Required”, the contractor shall: 

· Review the referral and document the status denial in the referral tracking database 

· Close the referral by in CHCS by documenting the status. 

· Notify the referring physician of the status of the referral
17.7. When a referral is sent out to the network, the network provider must send the results of the referral back to the MTF. The referral tracking clerk shall receive all results, scan them into the computer, and send a copy to the PCM either through CHCS consult or via email. All scanned referrals are to be reviewed for errors in the scanning process and corrected before sending to the PCM. All scanned results are to be backed up on CDROM as appropriate.  

17.7. The referral tracking clerk will track the results of  all referrals, both internal and external to the MTF. If results from either an MTF clinic or a network clinic are not received within the facility prescribed timeframe, the contractor will follow up with the clinic and patient to determine if treatment was provided. If treatment was provided, the contractor will prepare a weekly list of providers, both MTF and network, who have not provided results. 

18.  Prepare Reports:  The contractor shall prepare reports monthly, or as requested.  

19.  Documentation:  The referral tracking clerk shall prepare all documentation to meet or exceed established standards to include but not limited to:  timeliness, legibility, accuracy, content and signature.

20.  Patient Lists:  Patient lists shall be treated as privileged information.  Lists and/or names of patients shall not be disclosed to or revealed in any way for use outside the your installation.  The contractor shall be subject to counseling and, depending on the nature and severity of the complaint, separation from performing services under this contract.  

21.  Communication:  The contractor shall ensure that contract referral tracking clerks under their supervision maintain open and professional communication with members of the MTF.  Complaints validated by the Quality Assurance Evaluator (QAE) shall be reported in writing to the contract administrator and the contractor for action.  Failure of the contractor to correct validated complaints will be considered a failure to perform.

22.  Performance Evaluation Meetings.  The CO will require the contractor or his representative to meet with the CO, contract administrator, QAE, and other government personnel as often as deemed necessary.  The contractor may request a meeting with the CO when deemed necessary.  Meetings will be documented in the contract file with written minutes signed by the Contract Manager and the CO, or contract administrator.  Should the contractor not concur with the minutes, such non-concurrence shall be provided in writing to the CO within ten calendar days of receipt of the minutes.

23.  Patient Sensitivity:  Contract personnel shall respect and maintain the basic rights of patients, demonstrating concern for personal dignity and human relationships. The contractor will maintain patient confidentiality and not share any personal information learned about a patient medical condition or symptoms.  Contract personnel receiving validated complaints by the QAE shall be subject to counseling and depending on the nature and severity of the complaint, separation from performing services under this contract.

24.  Security Requirements:  All contract personnel shall strictly adhere to all requirements, provisions and restrictions of the Privacy Act of 1974, the Freedom of Information Act, and Military Health System (MHS) procurement and proprietary data.

25.  Proprietary Information:  No proprietary information shall be used in, or result from, the tasks of the referral-tracking clerk.

26.  Special Considerations:  No overtime work is anticipated at this time.  However, if necessary, as determined by the MTF, contractor personnel may be requested to work an extended workweek, i.e., beyond the standard 40-hour workweek to complete tasks.  The CO must approve any requests for extended workweek, in writing.

27.  Denial Termination of the Referral Tracking Clerk:  The Government reserves the right to terminate services of individual referral tracking clerks when:  it is apparent that their job performance is below acceptable standards, they develop a record of unprofessional conduct, or when it is in the best interest of the Air Force and its beneficiaries.  

27.1.  The CO and the contract manager will be notified by the QAE as soon as possible when the necessity to exercise such authority becomes apparent.  The QAE will also provide the CO and the contract manager with copies of documentation initiating the revocation process if such actions become apparent.  

ATTACHMENT 1

APPLICABLE PUBLICATIONS AND FORMS

Publications and forms applicable to the SOW are listed below.  The contractor is obligated to follow these publications.  These publications are available in the MTF and are maintained by the government.  Supplements or amendments to listed publications from any organizational level may be issued during the life of the contract.  The contractor shall immediately implement those changes in publications that result in a decrease or no change in the price and notify the CO in writing of such change.  Should a decrease in contract price result, the contractor shall provide a proposal for reduction in the price to the CO.  Prior to implementing any change that will result in an increase, the contractor shall submit to the CO a price proposal within 30 days of receipt of the change by the contractor.  The CO and the contractor shall negotiate the change into the contract under the provisions of the contract clause entitled “Changes”.   Failure of the contractor to submit a price proposal within 30 days from receipt of the change shall entitle the government to performance in accordance with such change at no increase in price.

Depart of Defense (DoD)

Regulations/Manuals/Instructions/Directives:

DoD 5200.2  
Security

Air Force Regulations/Manuals/Instructions:

AFI 37-132, Air Force Privacy Act Program

Other References:

International Code of Diagnosis, Version 9 Manual (ICD-9)

All Manuals and Regulations pertaining to referral tracking

FORMS:

Standard Form 600, Chronological Record of Medical Care

SF513,  Consultation Sheet

ATTACHMENT 2

GOVERNMENT FURNISHED PROPERTY AND SERVICES

1.  General.  The government will provide the following equipment, supplies, and services listed below:

2.  Equipment.  The contract referral tracking clerk shall have use of all available equipment TO (for) perform services required by this SOW.  XXXXX

3.  Forms.  The MTF will provide required government forms used in the performance of services.

4.  Supplies.  The MTF will provide medical and non-medical supplies commonly used in the facility for the performance of this SOW.

5. Services.
5.1.  Postal.  The government will provide on-base mail distribution and United States Postal Service (USPS) limited to official government mail matter, required under the terms of this SOW.

5.2.  Telephone.  The government will provide telephone service limited to matters related to the performance of this SOW.

5.3. Refuse Collection.  The government will provide refuse collection.

5.4.  Housekeeping/Custodian Services.  The government will provide housekeeping/custodial services for the clinic facility.

5.5.  Fire.  The government will provide fire protection, prevention, inspection and maintenance of government furnished fire extinguishers and systems.  The Fire Department telephone number is 911 for emergencies and X-XXXX for technical assistance.

5.6.  Security Police.  The government will provide general on-base security police service.  Security police phone extension is 911 for emergencies and X-XXXX  for technical support.

5.7. Utilities.  The government will provide electricity, water and heating for the facility.

6.  Records, Files, Documents and Work Papers.  All records, files, documents and work papers provided by the government remain government property and shall be maintained and disposed of per Air Force/Army Regulations.

7.  Computers.  The government will provide all computer equipment required for the performance of this SOW.

8.  Office Space.  The government will provide office space for the Referral tracking clerk.

9.  Installation Identification Badge.  The government will provide the contractor with a Installation identification badge for each contract employee.

ATTACHMENT 3

CONTRACTOR FURNISHED ITEMS AND SERVICES

General.  Except for those items or services specifically stated in attachment 2 to be government furnished, the contractor shall furnish everything required to perform this SOW in accordance with all of its terms.

