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California Health Benefit Exchange/Contractor

EXHIBIT A
(Standard Agreement)

SCOPE OF WORK (SOW)

A. Purpose:
The California Health Benefit Exchange (Covered California) is charged with improving the health of all Californians by assuring them access to affordable quality health care. Both federal and state law require Covered California to conduct outreach and education activities to inform consumers about Covered California and insurance affordability options. Specifically, California Government Code Section 1005003(k) requires Covered California to undertake activities necessary to market and publicize the availability of health care coverage and federal subsidies through Covered California.  The contractor will develop strategies that deepen understanding, and keep Covered California’s products and services well known year-round, amply understood, and which educate and empower consumers to make cost-effective decisions about health care.
The contractor agrees to provide Covered California:
1.  A collaborative agency partner who will support Covered California’s mission, goals, objectives and priorities. The agency will help Covered California to increase the number of insured Californians, reducing health disparities through culturally-relevant promotions of an innovative, competitive marketplace that empowers consumers to choose the health plan and providers that give them the best value.

2. A strategic partner that shall develop effective statewide public relations strategies to acquire and retain Covered California plan participants and encourage renewals, and which ensures a large Covered California presence in the marketplace. This should include new and compelling approaches for open and special enrollment periods, and strategies that promote Covered California products and services throughout the year. 

3. A core account team, including designated onsite staff, per the direction of Covered California, to consult on communications and public relations strategies and activities and to provide comprehensive account management services across all public relations services described herein. Details about the onsite core team are described in Exhibit B, Attachment 1. 

4. Provide oversight and strategic guidance of any necessary subcontractors, consultants and vendors utilized to successfully achieve multi-market, culturally relevant, in-language deliverables described in this Scope of Work.  

5. Its contribution, upon request, to an integrated Marketing and Sales program and strategic direction that includes advertising, paid media placement and planning, marketing campaign effectiveness research, interactive social media strategy, paid social media promotions and search engine marketing. 

B. Background Clearance:
(If the Contractor must access any personally identifying information, the requirements of this provision must be completed prior to implementing any portion of this Scope of Work.)
Prior to the contractor, its employees, subcontractors, interns and volunteers having access to any Covered California work site, or to confidential information, personal identifying information, personal health information, federal tax information, or financial information, whether physically maintained or contained in the information systems and devices of Covered California, such persons shall be subject to background checks and fingerprinting pursuant to Government Code section 1043, Title 10, California Code of Regulations section 6456 and policies adopted by Covered California to effectuate those provisions.   
C. Research, Analysis and Recommendations: 
 The Contractor shall:
1. Perform periodic strategic reviews of Covered California public relations (strengths, weaknesses, threats and opportunities). 
2. Outline emerging public relations issues and trends related to the Affordable Care Act, state law and Covered California that could impact achievement of Covered California’s goals and objectives.  
3. Recommend public relations best practices and effective outreach strategies that could be appropriate for Covered California.

4. Analyze existing demographic data and recommend where to spend public relations dollars to maximize new enrollments, re-enrollments, special enrollments and minimize disenrollment. 
5. Perform audience focus groups and surveys or analyze other reports as requested by Covered California. 
D. Strategic Public Relations Development and Implementation
The Contractor in collaboration with Covered California staff and subject to final approval, will design and implement a year-round, multi-faceted, multi-channel, multi-lingual cohesive public relations plan to reach all Covered California target audiences in California. The overarching strategic plan should address broad Covered California goals and objectives and specific public relations strategies and integrate with marketing, sales and other outreach efforts.  In addition to motivating new members to apply for coverage, the Contractor shall focus on strategic efforts that assist in retaining existing Covered California members and successfully encourage effectuated members to renew their policies annually. 
E. Immediate and Near-Term Communications Using Traditional and Leading Edge Earned Media Strategies
The Contractor shall provide and implement immediate and near-term communications that are culturally relevant, and strategic for both the multi-cultural, general market and in-language markets tailored to the needs of Covered California.  In coordination with Covered California Staff, the Contractor shall perform at a minimum the following:    
1. Manage and oversee traditional and leading-edge earned media strategies including:  
a. Develop and implement communication plans to educate consumers. 
b. Make recommendations for media events or announcements based on Covered California’s annual business goals and objectives.
c. Assist and provide services for large statewide press conferences, enrollment and other events, as required by Covered California and booking and providing assistance for local, state, or national Editorial Board meetings, desk side briefings and outreach to thought leaders. 

d. Participate in public relations and marketing strategic planning and support other Covered California programs components as required by Covered California. 
e. As requested, provide periodic spokesperson/messaging development training for identified Covered California Staff. 
2. Develop communications strategies that are:
a. Consumer focused, evidence-based and easily accessible in the least burdensome manner by the target populations.
b. Inclusive of different resource levels and preferences.
c. Multi-focused, (i.e., statewide, regionally- or demographically-focused), as directed by Covered California Staff. 
d. Are effective for each target audience.
e. Maintain trust, and confidence between target populations and Covered California.
3. Develop approaches that are cost effective and scalable, given the possible annual changes in level of Covered California funding available for Communications and Public Relations.

4. Develop and execute strategies that meet the challenges associated with designing strategies in a state as diverse and large as California.

5. Develop, expand and implement public relations strategies that effectively collaborate with Covered California’s interactive partnerships and other approved public and private sector entities.

6. Deliver comprehensive, periodic performance analysis of earned media at the end of each open enrollment and special enrollment periods. The analysis will include:

a. A summary of earned media (reach, frequency, impressions, value, etc.)

b. Evaluation of cost efficiency as compared to industry standards and Covered California benchmarks.

c. An assessment of public relations effectiveness in achieving Covered California’s goals and objectives.

F. Develop a  Member Communications Strategy and Objectives
The Contractor will: 
1. Provide Covered California with research on proven methods and recommendations on cost effective member communications strategies and messaging that would meet the following objectives:

a. Promote customer satisfaction with Covered California as a catalyst for ensuring affordable, accessible, quality health care. 

b. Support other public relations goals of the organization.

2. Assist with creating a brand and design concept for a member communications program such as an e-newsletter for regular communication with Covered California members that welcomes them, offers tips for using coverage, and provides added value content that engenders trust and confidence in Covered California. 

G. Produce Public Facing Materials in Multiple Languages and for Multi-Cultural Audiences
The Contractor shall, upon request, perform the following activities:
1. Write, edit and/or produce special reports or case studies.

2. Produce collateral for consumers, stakeholders and media that supports enrollment and education goals of Covered California.   

3. Provide for electronic statewide or national electronic distribution of news releases, upon request.

4. As requested, provide specialized graphic design and web design services to support Covered CA.com. 


H. Video  Services
      The Contractor will: 
1. Assist in producing video content that supports enrollment, special enrollment and minimizes disenrollment, as requested. 

2. Assist in distribution of video content on digital platforms, social media, in PowerPoint presentations or for sharing in other mediums.

3. [bookmark: _GoBack]Services must include capability to tell stories in English, Spanish, Vietnamese, Chinese, Hmong, Russian, Tagalog, Thai, Arabic, Khmer, Lao, Korean, and Farsi.

I.  Events Management
Working collaboratively with Covered California staff, the Contractor will prepare for, execute and provide effective large media-related events or campaigns designed to garner significant consumer interest and earned media regionally and statewide according to a plan approved by Covered California. This may include:
1. Site identification, negotiation and procurement.

2. Site logistics, including, but not limited to tents, chairs, staging, security, permits, insurance, etc. 

3. Audio visual support and signage.

4. Satellite time, teleconference lines when required.

5. Ethnic media support, including translators where required.  

J. Social Media/Digital Platforms 
     	The Contractor will provide: 

1. Innovative and expanded digital platforms and social media strategies to support Covered California’s public relations goals.

2. Collaborate with Covered California’s Marketing team and their contractor to promote and communicate media relations activities within social media channels.

3. Provide innovative ways of supporting public relations goals through social media/digital platforms, helping Covered California to be a leading-edge user of social media/digital platforms.

K. Integrated Marketing and Public Relations Efforts

As requested by Covered California, the Contractor shall:

1. Perform public relations efforts of support and strategic direction that include cross-cultural outreach, general and specific market communications, creative platforms, placements, and production of collateral and other assets. 

L. Translations Services
 Upon request, the Contractor shall:
1. Translate public-facing materials into threshold languages as directed by Covered California. Contractor shall have capacity, directly or indirectly, to provide written (and graphical) translations in English, Farsi, Korean, Chinese, Hmong, Russian, Tagalog, Thai, Arabic, Khmer, Lao, Spanish, and Vietnamese. 

2. Be responsible for meeting quick turnaround deadlines, which could be as little as 24 hours and as much as 5 working days.

3. Must have, in cases of complex documents provided by Covered California, the capacity to translate English graphical and text presented in Adobe InDesign® or Adobe Illustrator® into the above specified languages and provide Covered California with the finished product in a PDF format.   




M. Long Term Strategic Public Relations

The contractor will help prepare a longer-term foundation for Covered California public relations and communications activities through the following: 

1. Identify and provide recommendations on future communications and public relations goals and objectives for the longer term, taking into account the one-, two- and three-year performance record of Covered California, as well as forecasts for future performance, consumer information, and other factors determined by Covered California.

2. Design strategies that keep Covered California visible in the long term, building on and enhancing the existing brand, goodwill and sustaining public confidence in the organization and product offerings.

3. Develop content for opinion leaders, stakeholders and partners that synthesize research, analytics, milestones and measures of success in ways that are succinct, timely and coordinated with stakeholder communications.

4. Develop strategies that deepen understanding by consumers of products and services, and which educate and empower consumers to make cost-effective decisions about their healthcare.

N. Develop Recommendations for Effective Public Affairs Strategies that Build and Sustain Confidence in Covered California

The Contractor shall: 

1. Identify emerging public affairs issues affecting Covered California. 
	
2.  Provide public relations counsel and recommendations.

3. Develop strategies that will enable Covered California to sustain confidence of local, state or national opinion leaders. 

4. Collaborate with national, state and local strategic thinkers as appropriate.

O. Reporting Headquarters Location:
The Contractor is required to:
1. Have representative personnel responsible for day-to-day contract operations on-site in Covered California offices, unless directed otherwise by the Covered California Representative listed in this Exhibit or as otherwise set forth herein.

2. Ensure other critical staff working on day-to-day contract efforts are located in California.

P. Work Orders

The Contractor shall perform all services under this Agreement according to the work order procedures in this section.

1. Work orders are the detailed descriptions of services and deliverables to be provided pursuant to this Agreement, which must include a comprehensive plan, budget, and timeline for providing each service or deliverable. Billings will be tracked on a project basis and will require the submission and approval of a work order for all elements in this scope of work that will result in billed costs. Work orders for ongoing activities will be due within thirty (30) calendar days of the start of this agreement and monthly thereafter through the end of the contract. Work orders for intermittent activities, special projects, and production will be developed and submitted as requested by the Covered California Representative listed in this Exhibit, and must be signed by the Covered California Representative. Any work performed by the Contractor or its subcontractors, consultants or vendors that is not covered by a signed approved work order is undertaken at the Contractor's own risk. 
 
2. The Contractor is responsible for submitting work orders for all work performed under this agreement, including any services and deliverables performed or provided in whole or in part by subcontractors, consultants or vendors. Subcontractors, consultants, and vendors shall not submit work orders directly to Covered California. Work orders for work to be completed by subcontractors, consultants and vendors shall be signed and submitted by Contractor for review by Covered California.
The work order must include, at a minimum, the following information:
a.   Agreement number, Contractor's name, date submitted, and a unique work order name and number assigned by the Contractor.

b.   A description of the target audience(s) and the strategy and objective of the services and deliverables to be provided by the Contractor under the work order.
c.   A detailed description of the services and deliverables to be provided during completion of the work order, including identification of any service(s) or deliverable(s) to be provided by a subcontractor or consultant.
d.   The time period covered by the work order and a detailed timeline for       completion of the service or deliverable.
e.   A description and estimate of any ongoing expenses—including, but not limited to, talent fees, photography fees, storage, and interactive digital content, maintenance and updates of an existing web site, which would be necessary to maintain the deliverable and preserve its availability for use for the term of the contract.
f.   Contractor representative's printed or typed name and signature and date signed.
g.  Blank spaces for the Covered California Representative’s printed or typed name and signature and date signed.
3. The Covered California Representative shall review the Contractor’s proposed work order and may require the Contractor to revise portions or all of the proposed work order to the satisfaction of the Covered California Representative. 

4. The Covered California Representative’s signature approval of the work order shall constitute the Contractor’s authorization to provide the work orders service or deliverable under this Agreement. Approved work orders shall become a part of this agreement without the need for a formal amendment, and, as such, the terms and conditions of this Agreement shall apply to the services performed under these work orders. Any approved work orders may be changed by mutual agreement of the parties without a formal amendment to this Agreement.

5. The Covered California Representative may terminate a work order in whole or in part for any reason and at any time, including after it has been approved by providing two (2) days prior written notice to Contractor. Termination shall occur if the State no longer desires the service(s) or deliverable(s), due to program changes or lack of funding, or other circumstances. The Covered California Representative shall notify the Contractor in writing whenever a work order is terminated and shall negotiate in good faith with the Contractor to determine the payment for any deliverables completed or in process and services provided under the work order prior to termination. Covered California shall also reimburse Contractor for expenses incurred in accordance with this Contract prior to the termination date. The notice of termination shall include the effective date of termination of the work order.

6. Efforts shall be undertaken in a strategic, proactive manner in order to attain the best utilization of budget dollars. Timelines must contain deadlines that are adhered to with notification to Covered California staff of their status. 

Q. Progress Reports and Meetings

The Contractor shall develop a management and monitoring plan for keeping Covered California apprised of all campaign activities, current personnel and subcontractors responsible for activities, and an evaluation of the effectiveness and cost efficiency of these activities. At intervals determined by Covered California, the Contractor should provide updates of open projects, work orders, and timelines and provide communication of interim findings, and special problems encountered so that remedies can be developed quickly. Contractor shall hold ongoing meetings at which Contractor shall present findings, conclusions, and comprehensive final reports of efforts and recommendations on how learnings should be applied moving forward. 

R. Key Personnel

1. The personnel specifically identified in Exhibit E, Attachment 1 (Resumes) are considered essential to the work being performed under this Agreement. 

2. Before removing, replacing, or diverting any of the listed or specified personnel, the Contractor must notify the Covered California Representative in writing, in a timely manner, and submit justification (including proposed substitutions) in sufficient detail to permit evaluation of the impact on this Agreement. 

3. Covered California shall have final approval of key staff. 

4. Notwithstanding the foregoing, Covered California understands and agrees that if such specified personnel ceases to be employed by Contractor for any reason, their unavailability shall not be deemed a breach of this Agreement. 

S. Contract Deliverable Provisions:

1. The Contractor understands that all recommendations and contract deliverables must comply with the Patient Protection and Affordable Care Act of 2010, as well as sections 15438, 15439, and 100501 through 100521 of the Government Code; 1346.2 and 1366.6 of the Health and Safety Code; 10112.3 and 10112.4 of the Insurance Code. 

2. The Contractor shall provide all deliverables within the timeframe specified and required by the state.

3. The Contractor understands and acknowledges that all deliverables must be reviewed, approved and accepted by the State. 

4. Contractor shall provide all deliverables in a timely fashion throughout the term of the contract once efforts are finalized and approved by the Covered California. Contract closeout assets must be provided no later than 90 days after the expiration of the contract. 

5. The Contractor understands that any state-requested revisions to any deliverable shall be incorporated by the Contractor within seven (7) calendar days from the date in which the State provided its feedback, unless a different timeframe is required and specified by the State, or as otherwise agreed to by the parties. 

6. In the event the state requires additional refinements and modifications for any deliverable which occurs after that deliverable has been previously accepted by the State, the Contractor shall be required to make the additional revisions until the revised deliverable is accepted and approved by the State.

7. The Contractor shall be paid for services rendered under this Agreement in accordance with Exhibit B – Budget Detail and Payment Provisions.
T. Contract Amendment: 

Covered California may, at its sole discretion, extend the term of the contract for two (2), one (1) year extensions, under the same terms and conditions, including pricing terms. If mutually agreed upon by Covered California and the Contractor, this Agreement shall be amended to include additional services and funding.

U. Project Representatives:
The representatives for this project, during the term of this Agreement, shall be:
	California Health Benefit Exchange
Representatives:
	Contractor Representative:


	Amy Palmer
Communications and Public Relations Director
California Health Benefit Exchange
1601 Exposition Blvd.
Sacramento, CA 95815
(916) 228-8390 P 
Chona.Quebral@covered.ca.gov (Executive Assistant)

	Contractor’s Name
Representative’s Name
Street Address
City, State, ZIP
Telephone Number
Fax Number
Email Address


	Roy Kennedy
Public Information Officer
California Health Benefit Exchange
1601 Exposition Blvd.
Sacramento, CA 95815
(916) 228-8390 P
Chona.Quebral@covered.ca.gov (Executive Assistant)

	






