Appendix D
Personnel

Offerors shall submit their response for Part II-4 Personnel of the RFP based on the following information.
A. Claim Services.  The selected Offeror must provide the following personnel for claims administration:

1. [bookmark: _GoBack]Account Manager.  This individual shall be responsible for the implementation and management of the contract and shall be the primary point of contact between the Fund and other designated sources regarding program level issues.  The Account Manager should have at least ten (10) years of demonstrated environmental or property loss claims experience and three (3) years of demonstrated experience as a manager in claims administration.  The account manager must be able to coordinate activities and be responsible to resolve day-to-day problems and respond to questions from the Fund.  This individual shall perform the following minimum duties:

a. Monitoring work performed at all locations; and 
b. Manage program changes between the selected Offeror and the Fund.

The Account Manager is precluded from serving as a Claim Manager.

2. Information Technology (IT) Manager.  This individual shall be responsible for overseeing the design, development and implementation of all system changes and updates as needed by the Fund and will be the primary IT point of contact for the Fund.  The IT Manager should have a minimum of three (3) years of demonstrated experience in IT management and implementation with preference of experience specifically relating to the IT services requested in this RFP.  This individual shall perform the following minimum duties:

a. Monitor IT activities at all locations;
b. Manage all IT transition activities; and 
c. Manage all reporting and system interface functions.

3. Claims Manager(s).  This individual shall be responsible for the daily operations of claims administration and will be the primary point of contact with the Fund regarding all relevant activities related to the claims processing. The claims manager shall have a minimum of seven (7) years of demonstrated experience in environmental or equivalent property loss claims and shall not be assigned any specific claims. The maximum number of Claims Adjusters supervised by a Claims Manager is seven (7).  This individual shall perform the following minimum duties: 

a. Train, coordinate and review the work of claims adjusters;
b. Assist with communications with the Fund; 
c. Assist in the management of program changes;
d. Recommend, when necessary, program changes in order to make the claims process more efficient; and  
e. Attend all quarterly Fund board meetings. 

4. Offeror Claims Adjuster(s).  The claims adjuster shall have at least four (4) years of demonstrated experience in environmental or property loss claims. The maximum number of claims assigned per full-time claims adjuster shall not exceed 160.  

In addition, the selected Offeror shall assign a minimum of fifty percent (50%) of the claims to an adjuster(s) who has a minimum of six (6) years of demonstrated environmental claims experience with the balance of the claims assigned to the adjusters with a minimum of four (4) years’ experience. 

5. Offeror Licensed Geologist(s) (or Hydro-geologist).  The selected Offeror shall provide one (1) licensed (in Pennsylvania) Geologist with a minimum of three (3) years of experience.  At a minimum, there will be one geologist for each 750 pending claims. The selected Offeror may request the Fund to temporarily waive this limit for up to a maximum of six months.   Licensed Geologist(s) will review and provide comments on Work Plans submitted by remediation consultants on individual claim files.  All Work Plans are to be reviewed by Licensed Geologist(s) and may only be assigned to qualified third party reviewers when the selected Offeror can reasonably justify such assignments based on resource and expertise limitations of Licensed Geologist(s) on staff.  This individual shall perform the following minimum duties:

a. Review at least 50% of all work plans submitted
b. Serve as a staff resource to assist the Claims Adjuster(s) with complex issues
c. Assist with staff training, data reviews, and as an educational resource for both the Offeror’s internal staff and the Fund’s personnel.   
d. Recommend and assist with the management of program changes
e. Be permitted to serve in the capacity of a Claims Adjuster with a maximum number of claims assigned not to exceed 100.

B. Fee Billing Services.  The selected Offeror must provide the following personnel for fee billing services:

1. Fee Billing Administrator.  This individual shall be responsible for the daily operation of the fee billing services, will be the primary point of contact with the Fund regarding all relevant activities related to fee billing and will work in conjunction with the Account Manager and IT Manager.  The Fee Billing Administrator shall have a minimum of three (3) years of demonstrated experience in working with the selected Offeror’s fee billing system (except for systems acquired or to be acquired in response to this RFP). This individual shall perform the following minimum duties:

a. Develop and recommend fee billing system changes and updates in response to the needs of the Fund; 
b. Serve as the primary point of contact with the fee billing system software contractor, if applicable;
c. Monitor fee billing system activities at all locations; and
d. Manage all fee billing system transition activities. 

C. Imaging Services.  The selected Offeror must provide the following personnel for imaging services:

1. Imaging Administrator.  This individual shall be responsible for the daily operation of the imaging services, will be the primary point of contact with the Fund regarding all relevant activities related to imaging services and will work in conjunction with the Account Manager and IT Manager.  The Imaging Administrator shall have a minimum of three (3) years of demonstrated experience in working with the selected Offeror’s imaging system (except for systems acquired or to be acquired in response to this RFP). This individual shall perform the following minimum duties:

a. Develop and recommend imaging system changes and updates in response to the needs of the Fund; 
b. Serve as the primary point of contact with the imaging system software contractor, if applicable;
c. Monitor imaging system activities at all locations; and
d. Manage all imaging system transition activities.  

D. Web Hosting Services.  The selected Offeror must provide the following personnel for web hosting services:

1. Web Hosting Administrator.   This individual shall be responsible for the daily operation of the web hosting services, will be the primary point of contact with the Fund regarding all relevant activities related to imaging services and will work in conjunction with the Account Manager and IT Manager.  The Web Hosting Administrator shall have a minimum of three (3) years of demonstrated experience in working with the selected Offeror’s web hosting system (except for systems acquired or to be acquired in response to this RFP). This individual shall perform the following minimum duties:

a. Develop and recommend web hosting system changes and updates in response to the needs of the Fund; 
b. Serve as the primary point of contact with the web hosting system software contractor, if applicable;
c. Monitor web hosting activities at all locations; and
d. Manage all web hosting system transition activities. 

E. Data and Workflow Management Services.  The selected Offeror must provide the following personnel for data and workflow management services:

1. Data Management Administrator.  This individual shall be responsible for the daily operation of the data management services, will be the primary point of contact with the Fund regarding all relevant activities related to imaging services and will work in conjunction with the Account Manager and IT Manager.  The Data and Workflow Management Administrator shall have a minimum of three (3) years of demonstrated experience in working with the selected Offeror’s data and workflow management  system (except for systems acquired or to be acquired in response to this RFP). This individual shall perform the following minimum duties:

a. Develop and recommend data and workflow management system changes and updates in response to the needs of the Fund; 
b. Serve as the primary point of contact with the data and workflow management system software contractor, if applicable;
c. Monitor data and workflow management system activities at all locations; and
d. Manage all data and workflow management system transition activities. 
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