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1.23.A 
 
 
 
 
 

Unless substitution is approved per paragraphs 
B-D of this section, key personnel shall be the 
same personnel proposed in the Contractor’s 
Technical Proposal, which will be incorporated 
into the Contract by reference. 
 

Q - Please outline the specific "key personnel" 
positions for this contract. 
 
A – The key personnel positions are defined in RFP 
subsection 3.2.5 B (#1,3,4,5,6,8,9, & 11)  
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3.2.4.A 
 
 
 
 
 
 
 
 
 

 
Ensure the following Call Center standards are 
met: Standard 1) 95% of all calls to Contractor’s 
toll-free Authorization telephone number are 
answered within 3 rings or 15 seconds 
 
 
 
 
 

Q - Is the term "Authorization" correct, or is this 
standard for the Participant toll free line? 
 
 
A – The term should be “Automated”.  An Addendum 
will be posted to eMM and DHMH websites.  Please 
note, however, the standards are for both the 
participant and the provider lines. 
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3.2.3.C 
 
 
 
 
 

Achieve at least an increase of 1 percentage 
point per Contract year in the utilization of 
preventative and restorative services for the 
duration of the Contract. 
 
 

Q - Please confirm the data source that will be used 
to measure utilization increases. For example, would 
CMS-416 data or HEDIS data be evaluated? 
 
A – The data source that will be used to measure 
utilization is referenced in the RFP subsection 
3.2.3.C 1-4 



68 
 
 
 
 
 
 

3.2.8.M 
 
 
 
 
 
 

Process 100 percent of electronic claims within 
14 calendar days of receipt. 
 
 
 
 
 

 
Q- Please confirm this requirement only applies to 
clean claims. 
 
A – Confirmed – Requirement only applies to clean 
claims 
 
 

 


