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Date Printed: Oct 20, 2020 Page: 1 FORM ID: WV-PRC-SR-001 2020/05

Department of Administration
Purchasing Division
2019 Washington Street East
Post Office Box 50130
Charleston, WV 25305-0130

State of West Virginia
Solicitation Response

Proc Folder: 724620

Solicitation Description: QRT CARE COORDINATION SOFTWARE SERVICE

Proc Type: Central Contract - Fixed Amt

Solicitation Closes Solicitation Response Version

2020-10-20 13:30 SR 0506 ESR10192000000003052 1

VENDOR

VS0000010026
NETSMART TECHNOLOGIES INC

Solicitation Number: CRFQ 0506 MCH2100000001

Total Bid: 2237224.700000000186264514923095703125Response Date: 2020-10-19 Response Time: 18:26:27

Comments: Netsmart has already incorporated discounts into the pricing we are submitting in response to this CRFQ.

FOR INFORMATION CONTACT THE BUYER
Crystal G Hustead
(304) 558-2402
crystal.g.hustead@wv.gov

Vendor
Signature X                                                                     FEIN#                                                       DATE
All offers subject to all terms and conditions contained in this solicitation
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Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
1 Quick Response Team Care Coordination 

Tracking Tool
   748895.00

Comm Code Manufacturer Specification Model #
43232300    

Commodity Line Comments: Please see Cost Detail attachment for specific cost information and assumptions.

Extended Description:

Quick Response Team Care Coordination Tracking Tool

Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
2 Optional Renewal Year 1    481519.85

Comm Code Manufacturer Specification Model #
43232300    

Commodity Line Comments: Please see Cost Detail attachment for specific cost information and assumptions.

Extended Description:

Quick Response Team Care Coordination Tracking Tool
Optional Renewal Year 1

Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
3 Optional Renewal Year 2    495965.44

Comm Code Manufacturer Specification Model #
43232300    

Commodity Line Comments: Please see Cost Detail attachment for specific cost information and assumptions.

Extended Description:

Quick Response Team Care Coordination Tracking Tool
Optional Renewal Year 2

Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
4 Optional Renewal Year 3    510844.41

Comm Code Manufacturer Specification Model #
43232300    

Commodity Line Comments: Please see Cost Detail attachment for specific cost information and assumptions.

Extended Description:

Quick Response Team Care Coordination Tracking Tool
Optional Renewal Year 3



 
Request for Quotation  - CRFQ MCH2100000001 

COST DETAIL 

Care Coordination Software Service 

 
Product: Product Name Quote Line Item: Description   Year 1 Year 2 Year 3 Year 4 
CareManager Subscription Care Coordination Platform   $145,800.00  $150,174.00  $154,679.22  $159,319.60  

CareConnect Referral 
Interface to WVHIN for 
EMS/ED data   $20,250.00  $20,857.50  $21,483.23  $22,127.72  

Direct Secure Messaging     $3,000.00  $3,090.00  $3,182.70  $3,278.18  
KPI Dashboards Analytics   $20,745.00  $21,367.35  $22,008.37  $22,668.62  
Reporting Server     $5,700.00  $5,871.00  $6,047.13  $6,228.54  
              
    Sub-Total Recurring Fees $195,495.00  $201,359.85  $207,400.65  $213,622.66  
              
Implementation & Training - One-
Time Fees   Implementation/Training $281,400.00        
              

Success Consultant  1 FTE 
Full-time Success 

Consultant $272,000.00  $280,160.00  $288,564.80  $297,221.74  
              
    TOTAL $748,895.00  $481,519.85  $495,965.44  $510,844.41  
Assumptions:             
50 Users             
Population of 9,000 lives being 
managed in the system             
No SSO/SAML integration will be 
needed             
All 
implementation/training/consulting 
fees include travel expenses             
Migration does not include custom 
imports             
CPI-U of 3% YOY             
Integration with ED/EMS thru 
WVHIN            



Netsmart Technologies, Inc. 

11100 Nall Ave. 

Overland Park

KS US 66211

Cathleen Panowicz, Government Solutions Manager

(913) 696-3445

While Netsmart does agree to certain terms and conditions as written, some we do not and 
are willing to negotiate those in good faith to reach mutually acceptable terms with the State.











Prepared for: 

State of West Virginia – 
Department of Health and 
Human Resources, Bureau 
of Public Health 
Response to Request for Quotation 

RFQ No. CRFQ MCH2100000001 

October 20, 2020 

Contact: 

Clayton Harrison, Client Alignment Executive 
Phone: (573) 694-2687 
Email: CHarrison1@ntst.com 



October 20, 2020 

Crystal Hustead 
Department of Administration, Purchasing Division 
2019 Washington Street East 
Charleston, WV 25305-0130 

Dear Ms. Hustead: 

We appreciate being included in the West Virginia Department of Health and Human Resources 
(DHHR) Bureau of Public Health (BPH) RFQ process for a software-as-a-service (SaaS) term contract 
for Care Coordination software licensing, training, and implementation services. As a leader in the 
behavioral health, addiction treatment, public health, and child and family services communities, 
Netsmart Technologies, Inc. (Netsmart) is confident our solution will not only meet your current needs 
but also grow and adapt with your organization. 

We are proud of the role our technology solutions and services play in coordinating care for individuals 
with substance use disorders, opioid use disorders and mental health issues. We recognize the 
importance of proactively engaging individuals with substance use disorders, and connecting them to 
the proper services and supports is a critical component of addressing the opioid epidemic. But just as 
important is the technology needed to support the documentation of care coordination activities 
ensuring the target population is connected to services, identifying gaps in care and tracking 
outcomes. Our technology and expertise help our clients deliver the full continuum of care to more 
than 30 million individuals nationwide.  

We have every confidence that our solutions can meet all your strategic goals as well as your business 
requirements today and in the future. We look forward to demonstrating our solutions for West Virginia 
DHHR BPH. Please contact Clayton Harrison, Client Alignment Executive, with any questions or 
comments at (573) 694-2687 or CHarrison1@ntst.com. 

Sincerely, 

Kevin Kaufman, Chief Executive Officer 
Netsmart Technologies, Inc. 

This proposal is valid for ninety (90) days from the proposal submission date of October 20, 2020. 
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Executive Summary 
Understanding the Division’s Needs 
Netsmart recognizes that West Virginia has been significantly impacted by the substance use epidemic 
with a drug overdose death rate that has far exceeded other states in the nation. The Quick Response 
Teams (QRTs) are one of the many programs and initiatives being deployed as part of the State’s 
Substance Use Response Plan. Netsmart partners with counties, states and private and non-profit 
community providers across the country to provide technology solutions that support the delivery of 
behavioral health, substance abuse, and social services. We believe that the combination of 
healthcare technology, policy, integrated care and data sharing can contain and eventually decimate 
the opioid crisis. Coordinating care for individuals and ensuring they and their family members are 
connected to care is essential to shifting the trajectory of the epidemic. Our solution provides a 
technology platform to document activities, share information, ensure individuals are connected to 
services and track outcomes with the ultimate goal of improving the lives of the target population.  

We are excited for the opportunity to deploy a care coordination platform for the QRTs to connect 
individuals to services following an overdose event. We recognize the importance of transforming the 
opioid response to proactive measures to ensure individuals with substance use disorders are 
engaged in services and recovery.  

Proposed Solution 
Netsmart’s proposed solution to support the activities of the Quick Response Teams (QRTs) is our 
care coordination platform, CareManager. Netsmart’s CareManager solution is a SaaS-based platform 
that provides care coordination, interoperability, analytics, outcomes and risk stratification. 

Summary of Key Features 

Care Coordination, Planning and Tracking 

 Configurable rules engine prioritizes activities and care

 Integrates alerts and tasks into the care team’s workflow

 Manages consumer assignments across agencies and teams

 Supports a closed-loop referral process, ensuring referred care actually takes place

 Coordinates care across providers and community resources

Population Health 

 Aggregates clinical data and provides population distribution details using a dashboard and
reporting solution

 Provides additional insight into caseload from aggregated data collected

 Metrics help align population health approaches to areas that need the most assistance

Key Benefits 

 Person-centered planning addresses care transitions and long-term care needs

 Reduces costs with timely transitions

 Highlights potential gaps in care, critical issues and social determinants of health

 Simplifies access to information, yet retains privacy and security

Additional products include CareConnect for supporting care coordination by allowing the right 
information to be made available at the right time, to the right providers through secure messaging and 
referral management, along with KPI Dashboards for analytics. 
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Vendor Qualifications 
Netsmart is one of the longest standing healthcare information technology companies in the U.S. with 
headquarters in Overland Park, KS. Netsmart has over 50 years of experience focused on the health 
and human services industry, first providing addiction treatment billing solutions. Over time, we have 
evolved and expanded our platforms and today enable mission-critical clinical, operational, financial 
and administrative functions to over 35,000 organizations across the U.S. These include a tailored 
electronic health record (EHR), IT cloud and hosting operations, population health management, care 
coordination platform, revenue cycle management, interoperability and supplemental managed 
services. 

As a leader in the industry, we partner with state, county and city agencies as well as community-
based providers, for-profits and non-profits. Our public sector client base crosses behavioral health, 
intellectual and developmental disabilities, addiction treatment, corrections, social services, senior 
living and veteran homes, public health and vital records. Our solutions continue to focus on allowing 
clients to do what they do best: supply the critically needed services and treatment that support patient 
centric care. 

Netsmart has established partnerships with numerous community providers throughout the State. 
Netsmart and WV DHHR recently entered into a contract for our Vital Records System and that project 
is currently in the implementation stage. 

Examples of leveraging the CareManager solution are Health Homes of Upstate New York and 
Missouri Coalition for Community Behavioral Healthcare, outlined below. 

Health Homes of Upstate New York 

Health Homes of Upstate New York (HHUNY) is a collaborative organization comprised of four (4) lead 
health homes who have come together to manage members who are eligible for health home care 
management services across 23 western and central counties in New York. 

As shown in the following graphic, HHUNY uses Netsmart’s CareManager as the central care 
coordination platform for more than 60 care management agencies and more than 3,300 direct service 
providers. This collaborative manages and coordinates the care for the high-risk population who are 
eligible for health home services in New York State. This group ensures the member gets the right 
care, at the right time, in the most appropriate care setting. 
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Missouri Coalition for Community Behavioral Healthcare 

The Missouri Coalition for Community Behavioral Healthcare, founded in 1978, represents Missouri’s 
not-for-profit community mental health centers, as well as alcohol and addiction treatment agencies, 
affiliated community psychiatric rehabilitation service providers and a clinical call center. The Missouri 
Coalition and its 35 partner organizations work together to improve the system of care in Missouri and 
provide treatment and support services to more than 250,000 clients annually. 

In 2016, the Missouri Coalition implemented Netsmart’s CareManager platform to eliminate manual 
tasks, improve the delivery of care, and reduce costs. Because the coalition uses one system that can 
easily and securely share information across 33 member organizations, providers gain access to data 
in near real-time, enabling them to proactively notify the right people to offer the right care to 
individuals. Doing so saves time, improves outcomes, reduces costs, and increases staff and client 
satisfaction. Additionally, because the platform aggregates data to identify risks and trends, providers 
can address care for persons with complex needs, including co-occurring mental and physical health 
conditions, and better coordinate care between other providers. 

Choosing a Cause Connected Industry Leader as a Partner 
Netsmart demonstrates its commitment to the behavioral health and connected communities through 
its continued work in Washington, D.C. 

Netsmart is a founding member of the Behavioral Health IT Coalition (BHIT), an advocacy group 
comprised of key organizations, working in both houses of Congress for passage of corrective 
legislation to extend meaningful use incentive eligibility to community mental health centers, 
psychiatric hospitals, clinical psychologists and addiction services providers. If successful, this would 
allow behavioral health centers and children and family services facilities to be on par with the physical 
health world.  

Additional advocacy includes: 

 42 CFR Part 2 Reform Legislation. Netsmart played an instrumental role in laying the
foundation for passage of the Protecting Jessica Grubb’s Legacy Act (the Legacy Act) as part
of the CARES Act. These significant amendments to 42 CFR Part 2 substance use treatment
privacy regulations align them more fully with HIPAA.
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 The Next COVID-19 Relief Bill. Netsmart is advocating with industry partners for inclusion of
legislation critical to our clients and those they serve in either a new COVID-19 bill or the
Continuing Resolution. The Continuing Resolution passed on September 30, 2020.

As the knowledge and technology leader in the human services communities, Netsmart is committed 
to advocacy on key issues that impact our clients’ ability to provide critical services and coordinated, 
integrated care. 

Netsmart is: 

 An Affiliate Member of the National Council for Behavioral Health (National Council) who
advocates on behalf of its members for access to comprehensive, high-quality mental health
and addictions treatment services.

 a Corporate Partner of the National Council for Behavioral Healthcare, sharing knowledge and
thought leadership at its annual conference and joining them in public policy initiatives.

 A Corporate Partner of the National Association of Mental Health Program Directors
(NASMHPD).

 A Premier Corporate Partner of the National Association of Counties (NACo) who represents
3,069 county governments across the United States, working with them to achieve strong,
healthy and secure communities.

 a Gold Partner of the National Association of County Behavioral Health and Developmental
Disabilities Directors (NACBHDD), participating in their annual legislative and policy
conference, conducting webinars for their members, and providing articles on topics of interest
for the association’s newsletter.

 Black Book Award winner. In 2020 Netsmart received the following Black Book Awards: #1
Client Rated Behavioral Health EHR; #1 Client Rated Interoperability, Care Coordination and
Connectivity Solutions; and #1 Client Rated Population Health and Analytics.

 Netsmart Developed and Sponsors the EveryDayMatters® Foundation.
www.everydaymatters.com

 Mental Health First Aid Certified. Netsmart certifies its associates in Mental Health First Aid.
We currently have 800 associates certified and have associates certified and qualified as
instructors to provide Mental Health First Aid Training.
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Netsmart’s Response to 3. Qualifications and 4. 
Mandatory Requirements 

Request for Quotation 

CRFQ MCH2100000001 

Quick Response Team Care Coordination Software as a Service 

3 
Qualifications:  
Vendor, or Vendor's staff if requirements are inherently limited to individuals rather than 
corporate entities, shall have the following minimum qualifications: 

Item # Requirement Response 

3.1 

 Have a minimum of three (3) consecutive years 
maintaining care coordination software in 
production environments. Documentation must 
be provided prior to award. 

The proposed platform has been in production 
for over eight 8 years. 

3.2 

Have a minimum of two (2) consecutive years' 
experience with community opioid response 
and quick response team/rapid response team 
concept. 

We have worked with health and human services 
providers for over 50 years. Many of our clients 
leverage our solutions to support substance use 
disorders, opioid use disorders, MAT, mental 
health and a wide range of additional services. 
We are very familiar with community opioid 
response efforts. This is a key focus for many of 
our clients. 

3.3 
Experience with successful implementation in 
rural or geographically isolated settings. 

We have successfully implemented our solutions 
in all 50 states, in both rural and metropolitan 
settings. 

3.4 
Experience with successful collaboration on 
federal grant reporting, both recurrent and ad 
hoc requests. 

A large number of our clients receive federal, 
state or local grant funding and leverage our 
solutions to meet reporting requirements. 

4 
Mandatory Requirements: 
Mandatory Contract Services Requirements and Deliverables: Contract Services must meet or 
exceed the mandatory requirements listed below. 

Item # Requirement Response 

4.1.1.1 

Care Coordination Tracking Tool must be 
compliant with the Health Insurance Portability 
and Accountability Act (HIPAA). 

The proposed solution is HIPAA compliant. 

4.1.1.2 

Care Coordination Tracking Tool must be 
capable of identifying persons who have 
experience an overdose event within 72 hours 
of occurrence. 

Overdose event details can be entered into the 
system or consumed electronically. There are 
not enough details in the RFQ or Addendum to 
determine the integration expectations with EMS 
and/or EDs. Netsmart has extensive experience 
developing and deploying interoperability 
networks. It's possible this information could be 
received from WVHIN should EMS and EDs be 
transmitting overdose encounter event data to 
the statewide HIE. Netsmart has already begun 
integration work with WVHIN to connect our WV 
clients to the HIE. EMS and ED staff could also 
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be given access to the Care Coordination tool to 
directly enter overdose data. Regardless of 
approach, based on the event criteria (i.e., 
overdose event), the system can enforce a 
workflow to inform assigned staff to contact the 
individual within the 72-hour period and 
document all communication for full reporting 
capabilities. 

4.1.1.3 

Care Coordination Tracking Tool must be able 
to document all communication between the 
QRT and their target population, and allow 
connections for continuous support for 
populations who overdose and/or have need of 
follow-up support services 

Communication between the QRT and the target 
population is documented in the system. Tasks 
can be created in the system and assigned to 
ensure team members provide continuous 
support and follow-up. Referrals can also be 
made securing via the platform. 

4.1.1.4 

Care Coordination Tracking Tool must be able 
to document all modes of communication and 
treatment available to the target population 
and track treatment and communication status 
of this population. 

Mode (e.g., phone call, video call, face to face) 
and status of communication (e.g., connected, 
left message, no response) can be documented 
in the system. Referrals can also be made via 
the platform. 

4.1.1.5 

Care Coordination Tracking Tool must be able 
to document all program and treatment 
enrollment barriers. 

Barriers to program and treatment enrollment 
can be documented in the system. 

4.1.1.6 

Care Coordination Tracking Tool must be able 
to track naloxone distribution. 

The system can track distribution but does not 
manage the inventory. 

4.1.1.7 

Care Coordination Tracking Tool must be 
configurable to suit the individual needs of the 
local QRTs. Configurable features by local area 
must include assessment forms and follow-up 
process templates. for the purposes of this RFQ, 
configurable means changes can be made and 
put into production in 24-48 hours without 
modifying the code, re-testing or updating 
deployments. 

System administrators or appropriate designated 
staff have the ability to configure the system 
such as changes to assessment forms or follow-
up process templates without the need for code 
modification. 

4.1.1.8 

Care Coordination Tracking Tool must provide 
feedback to participating QRTs through weekly 
reporting including, but not limited to, 
caseloads, contacts attempted, contacts made 
and status changes. 

Data entered into the system is available for 
reporting. Key Performance Indicator (KPI) 
Dashboards can be utilized to track the data 
needed for weekly reporting. 

4.1.1.9 

Care Coordination Tracking Tool must also be 
configurable (see 4.1.1.7) to include additional 
support services, barriers, notes, etc. once the 
initial configuration is complete. 

System administrators or appropriate designated 
staff have the ability to configure the system 
once the initial configuration is complete. 

4.1.1.10 

Care Coordination Tracking Tool must have 
system updates on a quarterly basis, at 
minimum. Updates must occur with no more 
than 24 hours of downtime and without impact 
to regular use. 

CareManager is a multi-tenant SaaS solution 
and is updated on consistent bi-monthly 
intervals. The updates are first applied by 
Netsmart technical staff to the UAT environment 
for user acceptance testing followed by an 
update to the Production environment with little 
to no impact on regular use. 
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4.1.1.11 

Care Coordination Tracking Tool must be able 
to generate reports and identify high-risk health 
related comorbidities. 

Reports can be generated to identify high-risk 
health related comorbidities. Risk factors of the 
target population can help identify high risk 
individuals to ensure targeted engagement. 

4.1.1.12 

Care Coordination Tracking Tool must have 
capacity to support no less than fifty (50) 
simultaneous users performing routine 
transactions with a no less than 0.50 second 
delay, with routine maintenance checks. 

The system supports this requirement. The 
proposed solution is currently deployed with 
clients that have thousands of users. 
CareManager is a real time web application 
which is responsive to mouse clicks and 
keystrokes. 

4.1.1.13 

Care Coordination Tracking Tool must allow 
authorized users to collect and share 
population information. 

User roles and access are defined and managed 
by agency to ensure authorized users can collect 
and share information.  

4.1.1.14 

Care Coordination Tracking must provide a 360° 
view of QRT participants across all QRT sites to 
users with appropriate authority. 

Based on user roles and access, only users 
designated by BPH will have access to all QRT 
participant information across all QRT sites. 
Tenant level administration allows for the state to 
have a view into everything happening across all 
QRTs, while the individual QRTs can only see 
their information. 

4.1.1.15 

Care Coordination Tracking Tool must be able 
to provide de identified data sets of all local 
activity to the State for further analysis. 

De-identified data sets can be exported for 
further analysis. 

4.1.1.16 

Vendor shall provide a success consultant 
deployed in the State to work with local teams 
and oversee services to all West Virginia QRTs. 

Netsmart can meet this requirement, and has 
included this in our cost. 

4.1.1.17 

Established documented procedures for 
software enrollment. 

Training guides, user guides and online 
documentation are available, and will be 
customized for your unique workflows. 

4.1.1.18 

Vendor will be available for consultation no less 
than once a month 

A Client Alignment Executive will be assigned to 
BPH after contract execution and will be 
available for monthly scheduled calls or as 
deemed necessary. Other individuals from the 
Population Health business unit will also be 
available, whom have expertise in the platform 
and can assist with technical questions as well. 

4.1.2 Evaluation 
Item # Requirement Response 

4.1.2.1 
Vendor must provide transparent access to ALL 
West Virginia QRT data for ongoing BPH inquiry. 

All data is available for inquiry. 

4.1.3 Training and Implementation 
Item # Requirement Response 

4.1.3.1 

Upon execution of the contract, vendor must 
provide to BPH all training materials relative to 
its care coordination tracking tool. 

Acknowledged and will comply. BPH specific 
training materials would be created as part of the 
implementation. 

4.1.3.2 

Vendor must provide implementation and 
support services necessary to sustain care 
coordination and data collection for all QRTs in 

The implementation project will begin within 30 
days of award. 
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the State of West Virginia within 30 days of 
award. 

4.1.3.3 

Vendor must provide on-line or in-person 
training and implementation services with each 
QRT, as identified by BPH, within 72 hours of 
gaining access to the vendor's care coordination 
tracking tool. Training delivery method will be 
determined based on QRT need and 
preference. 

Netsmart and BPH will collaborate to determine 
the implementation and training schedule for 
each QRT. Based upon the schedule, vendor will 
provide access to the identified QRT within 72 
hours. 

4.1.3.4 

Training and Implementation for each QRT 
must be documented. 

Delivery of training and implementation services 
will be documented. 

4.1.3.S 

 Vendor is responsible for importing historic 
data from current care coordination tracking 
tool for all QRTs currently utilizing coordination 
software. 

Netsmart will provide BPH with the format in 
which historic data must be populated for upload 
into the new system. 



While Netsmart does agree to certain terms and conditions as written, some we do not and are willing to 
negotiate those in good faith to reach mutually acceptable terms with the State.



cpanowicz@ntst.com

Cathleen Panowicz, Goverment Solutions Manager 
(913) 696-3445

(913) 696-9831





Netsmart Technologies, Inc. 

11100 Nall Ave. 

Overland Park
KS US 66211

Cathleen Panowicz, Government Solutions Manager

(913) 696-3445

While Netsmart does agree to certain terms and conditions as written, some we do not and are 
willing to negotiate those in good faith to reach mutually acceptable terms with the State.
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