ADOPTED - APRIL 30, 2013

Agenda Item No. 23
Introduced by the Human Services and Finance Committees of the:

INGHAM COUNTY BOARD OF COMMISSIONERS

RESOLUTION TO AUTHORIZE AN AGREEMENT FOR

CALL CENTER SERVICES AT THE HEALTH DEPARTMENT

RESOLUTION # 13 - 190
WHEREAS, the Ingham County Health Department’s Health Plan Management Services (HPMS) assumed the responsibility of providing administrative support services for the Ingham Health Plan Corporation and its 14 County Health Plans throughout Michigan; and

WHEREAS, one function HPMS provides is to operate three toll-free call centers to assist the enrolled members and medical providers; and

WHEREAS, the Ingham County Health Department is responsible for providing directory assistance to its callers; and
WHEREAS, the Health Department and the Health Plan Management Services unit are committed to providing high quality and efficient services to its customers; and

WHEREAS, call center services are a necessity in the delivery of contractual services to Health Department callers and County Health Plan members and providers; and 

WHEREAS, the Purchasing Department issued a Request for Proposals in February 2013 for overflow call center services to support the customer service needs of the County Health Plan providers and members and health department callers; and

WHEREAS, the responses were evaluated by the Health Plan Management Services Manager, Medical Services Coordinator, and Quality and Safety Coordinator; and

WHEREAS, the group unanimously agreed that AMBS Call Center presented the best response and their proposal showed extensive health care call center experience; and

WHEREAS, the Health Officer recommends a contract with AMBS Call Center for overflow call center services for Health Plan Management Services and the Health Department directory assistance line; and
WHEREAS, AMBS Call Center shall provide overflow call center services at a rate of $895 per month for up to 1200 minutes with additional minutes costing .78 per minute.  Patching time is .06 per call.  Based on current call volume, the contract would not exceed $20,500 per year, to be managed from within the Contractual Service line items of the FY 2012-2013 and FY 2013-2014 HPMS and Health Department Budgets.

THEREFORE BE IT RESOLVED, the Ingham County Board of Commissioners authorizes an agreement with AMBS Call Center for overflow call center services Health Plan Management Services and the Health Department directory assistance line at a rate of $895 per month for up to 1200 minutes with additional minutes costing .78 per minute.  Patching time is .06 per call.  Based on current call volume, the contract would not exceed $20,500 per year, to be managed from within the Contractual Service line items of the FY 2012-2013 and FY 2013-2014 HPMS and Health Department Budgets.

BE IT FURTHER RESOLVED, the period of the agreement shall be June 1, 2013 through May 31, 2014 with the option to automatically renew from year to year unless terminated as set forth in the agreement.

BE IT FURTHER RESOLVED, the Ingham County Board of Commissioners authorizes the Board Chairperson and County Clerk to sign all necessary contract documents consistent with this resolution upon review and approval as to form by the County Attorney.
HUMAN SERVICES:  Yeas:  Hope, Anthony, McGrain, Nolan, Vickers, Maiville

   Nays:  None      Absent:  Tennis      Approved 4/22/13

FINANCE:  Yeas:  McGrain, Anthony, Bahar-Cook, Koenig, Vickers
    Nays:  None            Absent:  Tennis, Schafer         Approved 4/24/13
