
 
Attachment B 

General Questionnaire for Vendors 
Special Note  

The “General Questionnaire for Vendors” section needs to be completed and 
returned with your proposal.  This information is an important part of the vendor selection 
process.  Please provide complete and full answers to the following. 

 
 

Section I  - General Information & Services 
 

1. Provide the name, title, address, telephone, fax number and e-mail for the person(s) at 
your company who can be contacted regarding this proposal. 

 
2. Briefly describe your organization.  Include the following: 
 

a. Provide an annual report. 
b. Provide an organization chart of your company as it relates to administration 

services for this engagement. 
c. Provide a brief overview of your company and history. 
d. Describe your ownership structure. 
e. Describe any subsidiary relationships. 
f. Provide number of years in business. 
g. Provide number of employees. 
 

3. If an annual report is not available for your organization, please provide a financial 
overview of your company.  Include the following:   

 
a. Evidence of financial stability 
b. Percentage of your overall revenue generated from your largest client 
c. Describe any restructuring, mergers or joint ventures your company has 

experienced in the last three (3) years. 
 

4. What is the average size and length of service for your clients? 
 

5. How many employees will be dedicated to managing this account?  Please separate your 
answer by Consulting professionals, Administration/Customer Service staff, and Special 
Services staff.   

 
6. What are the average years of experience of your management team? 

 
7. Please describe the team that would deal directly with the Authority during the transition 

and on an on-going basis. Indicate staff size and experience. 
 

8. Briefly describe what distinguishes your company in the marketplace and list the top five 
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strengths that differentiate your organization from other providers. 
 

9. Describe your disaster recovery plan and procedures. 
 

10. Describe your confidentiality and security procedures.  
 

11. Please include and identify three (3) references that have engaged your services  in the 
last 12 months.  

 
12. Describe the training your organization would provide for your staff and the Authority 

relative to implementation of this account.   
 
13. Summarize the options available for your “Employee Self Service” on-line capabilities. 
 
14. Describe data ownership relationships once it is downloaded into your system.   
 
15. Can designated Authority representatives view any employee elections prior to when 

they are uploaded to the carrier?  Please describe. 
 

 
Section II  -  Scope of Services 

 
1. Do your services provide the following functionality: 

 
a. If applicable, provide necessary encryption for secure browser access.  Which 

browser (i.e. Netscape/Explorer) do you use? 
 

b. Provide data integrity and security systems.   
 

c. Obtain, maintain and retrieve information on plan design and rates for calculation 
and display of rates. 

 
d. Ability to support benefit programs that vary by business unit and location. 

 
e. Obtain, maintain and retrieve employee demographic data.   

 
f. Coordinate withthe Authority on any modifications and additions to employee 

data.  What forms are available for these modifications and additions. 
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g. Record and collect initial enrollment, benefit and beneficiary elections, eligibility 
information and plan information during annual enrollment and throughout the 
year for communication with the Authority.  

 
h. Generate appropriate forms (e.g., benefit, beneficiary and confirmation 

statements).   
 

i. Can e-mail be a function of your “Employee Self Service” system for 
confirmation statements, comments or inquires?   

 
j. Provide summary plan descriptions for all benefit plans on-line. 

 
k. How much history is maintained for individual employees.  That is, can 

employees go back and review any previous benefit elections?   
 

l. Does your system provide a validation process which would permit an Authority 
representative to review changes made by an employee?  

 
m. Does your system provide customized reports or exception reports for data 

analysis? 
 

n. Does the system have the ability to download plan begin and end dates for 
coverages? 

 
o. Does the system have the ability to include different plan rules for benefits (i.e. 

incorporating waiting periods for union plans, evidence of insurability, and 
warnings when appropriate for ineligible elections?) 
 

 
 

Section III - Implementation 
 

 
1. Describe your implementation process, including time frames and responsibilities.  

Please provide a detailed implementation/conversion schedule. 
 

2. What implementation documentation do you provide?  To what extent will this be 
customized for the Authority’s plan? 
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3. Please provide a description of the roles individuals would play, both during 

implementation and for all ongoing administration services. 
 
4. What Authority resources will be required for implementation/conversion activities? 
 
5. What Authority resources will be required for ongoing maintenance activities? 
 
 

Section IV - Administration 
 

 
1. How are new plans, options and groups of employees added to the system?  Who would 

have access to add additions/changes to the system?  Are there additional costs for these 
services? 

 
2. What types of employee historical information is maintained on the database? 

 
3. How are rejected transactions handled? 

 
4. What standard edits or information is provided? 

 
5. What mechanisms/controls do you have to ensure that you receive only valid enrollment 

information?  For example, what will happen if an employee attempts to enroll ineligible 
 dependents?   

 
6. What mechanisms/controls are in place to ensure that employees are presented with only 

the benefit options for which they are eligible?  
 

Section V - Reporting 
 

 
1. Please list any standard reports provided to the employer. 

 
2. Can the above reports be run in a decentralized environment?  For example, can an 

administrator at both PATCO and DRPA separately run reports and see only the 
employees in his/her business unit or location?  

 
3. How will you handle customized changes to your standard reports?  Will there be 
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additional fees involved? 
 

Section V - Technology 
 
Software Issues 
 

1. If you have an “Employee Self Service” administration system, was it developed in house 
or purchased? If purchased, from whom? 

 
2. How long has the software been in place? How often is it upgraded? What are your plans 

for future technological enhancements?  Describe the future direction of your Employee 
Self Service product(s), including new systems or new capabilities and the projected 
availability dates of these features. 

 
3. Can an entry screen be customized for our company?  Please discuss the process, 

additional costs, and any limitations. 
 

4. Do you provide on-line access to your system? What type of transactions can be handled 
through on-line access? 

 
5. How flexible is your system in terms of acceptable data formats? What are your 

requirements? 
 

6. What type of in-house customer service support staff do you have for the Employee Self 
Service system?  

 
 
 
Hardware/Security/Communications Issues 
 

1. Briefly describe the hardware used for Employee Self Service and administration. Does 
your company own, lease, or rent this equipment? 

 
2. Describe in detail your procedures and safeguards used to guarantee: 

 
a. Security for your hardware and facility 
b. Authorized access to data 
c. Confidentiality of data 
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d. Security for any hard copy of plan-related data or documents 
 

3. What kind of backup and disaster recovery plan is in effect? How often is it tested? 
 

4. How are Personal Identification Numbers (PIN) / passwords assigned, changed and 
managed?  If an employee cannot remember his PIN / password, how would this process 
be handled? 

 
5. Describe what additional efforts will be required on the Authority’s part in order to 

maintain security for any “Employee Self Service” program.   
 

6. Is “administrator access” available for this system? What features does this provide?  
 

7. Do you have a standard interface format to pass data between you and the Authority?  If 
so, please provide a copy of the requirements/specifications. 

 
8. Can your system accommodate several different platforms (i.e Microsoft Windows 2000, 

Microsoft Windows XP and/or others)? 
 
 
Interface Issues 
 

1. Describe interfaces that are required in order to gather employee demographic 
information and determine employee eligibility for benefits.   

 
2. For the above, provide the data elements (or file layout) needed from the Authority.  In 

addition, please provide a file layout of information that will be populated into the 
Authority’s system. 

 
3. Is there any additional “massaging” of data that will need to be done on the Authority’s 

part in order to determine employee eligibility for benefits, or to bring enrollment 
information into the system? 

 
4. Describe how the coverage and deduction begin dates, employee elections, coverage 

codes, and dependents will be populated onto the Base Benefit tables. 
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Voice Response System (VRS) 
 

1. Do you offer voice response services?  If yes, please continue to next question. 
 

2. What information is available and what transactions can be initiated through VRS? What 
are the days and hours of availability? 

 
3. What do you consider to be peak days and hours for VRS?  How are peak call periods 

handled? 
 

4. Do you offer  VRS for the hearing impaired? 
 

5. Do you offer a multi-lingual VRS? 
 

6. How does the VRS interface with the Employee Self Service system? How frequently? 
 

7. What security is provided through voice response? How are PINs (Personal Identification 
Number) assigned, changed and managed? 

 
8. Do you provide communication materials for VRS for participants? Please provide 

samples. 
 

9. Can employees elect to opt-out of system at any time during the call to speak with a 
benefits representative? 

 
 

Section VI - Communications 
 

   1. Do you provide communication materials for participants?  Please provide samples. 
 
      2.  Is there an additional cost for these materials? 
 
 

Section VI -Quality & Performance Standards 
 

 1.  Please describe your commitment to quality. 
 
 2.  Describe your Quality Control & Assurance procedures. 
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 3.  Describe how you measure your performance in the areas of timeliness and accuracy of 

your products and services. 
  
4.  How do you measure overall client satisfaction? 
 
5.  Please describe your process to resolve customer complaints. 
 
 

Section VII -Proposal Pricing Assumptions 
 

1. Please describe your pricing philosophy? Do you price your clients on a case by case 
basis or do you use a predetermined schedule? 

 
2.  Detail the full range of services that are built into the price for services included in your 

 response to their request for proposal. 
 

3. How long will you commit to provide the services for the fees detailed in this proposal? 
 

4. What has been your history of fee increases/upgrade fees? 
 

5. What types of costs are associated with conversion, communications materials, 
management fees and customization fees?  List separately. 

 
6. Are there any additional charges for on demand Benefit Statements? 

 
7. Cost of 800 number, internet and voice response system, if a separate cost. 

 
8. What other fees do you charge (i.e., Implementation, Maintenance, etc. fees)?  

 
9. Please provide a sample of your standard business contract with your proposal. 

 
 

 


