Colling & York, Hospital and Healthcare Security, 5th Edition


Appendix II

SAMPLE

Security Services
Request for Proposal
Table of Contents

1.
Introduction

2. Instructions for Submitting Proposals

3. Scope of Work

4. Requirements

4.1
Company Qualifications

4.2
Management Team 
4.3
Staffing 
4.4
Crime Prevention

4.5
Transition Plan

4.6
Emergency Preparedness

4.7
Technology

4.8
Quality and Satisfaction Measurement

4.8
References

4.9
Financial Proposal

4.10
Terms and Conditions

Appendices:

A. Scope of Work

B. Current Job Descriptions

C. Terms and Conditions

1. INTRODUCTION
United Memorial Hospital (UMH) will review proposals for Security Services in the following buildings:
	· Main Hospital 

· Women’s and Children’s Hospital

· Outpatient Psychiatry

· Methadone Clinic

· Madison Parking Garage


	· Heart Institute

· Cancer Center

· MOB I, II, & III

· Physician & Administrative offices

· 11 community clinics




Our Mission:

UMH is an integrated, efficient, high-quality health care system where the patient comes first. We are an organization of caregivers who aspire to consistently high standards of quality, cost-effectiveness and patient satisfaction. We seek to improve the health of the communities we serve by delivering a broad range of services with sensitivity to the individual needs of our patients and their families.

The Campus:

UMH is located in downtown Seattle in a high profile area near key business, shopping, and tourist activity. It is a nationally recognized facility with 509 inpatient beds and a wide variety of clinical specialties, and is a Level I Trauma Center. The UMH campus covers several blocks, including bridge and tunnel connections between the UMH buildings.  Additional information is available at www.UMHcares.org.
2. INSTRUCTIONS FOR SUBMITTING PROPOSALS
Schedule:

· Week of March 1–5

Required site tours

· March 12


Vendors return signed Confidentiality Agreements

· March 15


RFP distributed to Vendors

· April 1–2


Optional site tours

· April 16, 1:00 PM


Final date for submission of written questions


· April 30, 1:00 PM


Proposals due

· Week of May 3


Presentations to Selection Committee
· May 17


Notify Vendor of intent to negotiate
· May 31


Contract signed

· July 1


Commencement of Services

Conditions:

· All expenses incurred in the preparation of the proposal are the responsibility of the Vendor.
· The information contained in this Request for Proposal or acquired during the RFP process is confidential and shall not be communicated to any person or entity beyond what is required to prepare the proposal. All confidential information remains the property of UMH and must be destroyed or returned to UMH upon UMH request. All vendors are required to sign and return an UMH Confidentiality Agreement prior to receipt of this RFP.
· UMH reserves the right to award to any potential Vendor, or to none of the responding firms.

· All proposals shall be the property of UMH. 

· Proposals shall be valid for 120 days after submission deadline.

Send questions regarding the RFP in writing via email to the address listed below by Friday April 30 at 1:00 PM: MaterialsMgmtSecurity@UMHcares.org
All Questions will be answered by ________________, or other individuals identified as formal UMH contacts for this RFP process. Questions should not be directed to other UMH staff. Failure to comply with this requirement may result in disqualification.
Provide 2 signed copies of the proposal with an additional copy suitable for xerographic reproduction no later than 1:00 pm on Friday, April 30 to:
Director, Sourcing and Procurement

United Memorial Hospital

900 S. Broadway
Seattle, WA 98104
Attn: Rick James

Provide electronic copy of the complete proposal via email to rjames@UMHcares.org, no later than 1:00 pm on Friday, April 30.

The Selection Committee includes representatives from the Emergency Department, Psychiatry, Women’s Health, Physicians Group Practice, Human Resources, Support Services, and Administration. Each potential Vendor will have an opportunity to meet with committee members during the tour of the facility. A short list of Vendors will be invited to make a formal presentation to the selection committee during the first week of May. 
UMH plans to award a three-year contract to the successful vendor, which will contain an option for two extensions of one year each.
3. SCOPE OF WORK
Areas included in Scope

Vendors are invited to provide a proposal for a Security Services program, including management and staff, in the UMH facilities listed in the Introduction, Section 1 of this document. Current staffing requirements are attached to this document as Appendix A. Other services may be requested by UMH on an as-needed basis. 
Each potential Vendor will be required to tour UMH and review the areas included in the Scope of the agreement during March. Each Vendor will have an opportunity for an optional second tour during early April. 
Items that are performed by UMH Security Services that might be considered non-traditional Security functions include:

· Validate parking for all patients, visitors, clergy, and On-Call personnel 24/7. 

· Issue Agency Nurse ID Badges after hours and document accurately.  

· Issue Vendor badges and document accurately.
· Adhere to EMTALA by escorting patients to the ED. 

· Provide Concierge services, giving hotel and restaurant information to visitors and patients.
· Provide mobile escorts to patients, staff, and visitors. 

· Customer Service Officers working the 1st and 2nd floor Information Desks.
Staffing
The Security Services management firm currently provides Management, Security Officers, and Customer Services Officers. The base scope of this RFP includes all those positions. 
· Current staffing assumptions are included as Appendix A. Note that all FTE counts in that document are Productive Hours.

· Current Job Descriptions are included for your information as Appendix B.
Security Officers at UMH do not utilize guns or chemical weapons. Supervisory staff carry Tasers.

The following immunizations are required for contract employees prior to being assigned a position at UMH. The immunizations are administered by UMH Corporate Health, and the Vendor assumes the cost for those services. The list below is subject to change.

	· Post offer screening
	· TB skin injection

	· MMR
	· Respiratory fit test

	· Respiratory fit questionnaire
	· Hepatitis B (employee option)

	· Follow up as needed for a potentially positive MMR or Tuberculosis


Equipment
The Security Services vendor should provide a security patrol vehicle. UMH reimburses the vendor for the vehicle cost. It is primarily used for exterior patrols of UMH buildings. It is also used to transfer patients as necessary between Outpatient treatment, Inpatient Psychiatry, and the Emergency Department. Examples of typical mileage are:

July, 2009


Daily mileage: 38–57 miles


November, 2009


Daily mileage: 25–31 miles

All other equipment is owned by UMH, including radios and communication equipment.
Statistical Information

Fiscal Year 2009 volumes: 

	· Inpatient admissions—34,182
	· Deliveries—7.498

	· Emergency Department visits—69,560
	· Outpatient registrations—321,264

	· Employees—3,144
	· Physicians—571


4. REQUIREMENTS – Bidders shall respond to each point below.
4.1. Company Qualifications

4.1.1. Briefly describe company history, culture, values and business philosophy. Provide details of company size, resources, recent growth, innovations, business objectives and other information relevant to your firm’s qualifications.
4.1.2. Discuss the firm’s background in providing Security Services to healthcare organizations, particularly in academic medical centers, Level 1 Trauma Centers, behavioral health facilities, large birthing centers and urban locations. 
4.1.3. Define what differentiates your firm from competitors. Discuss innovative programs in training, benefits, technology or other areas.
4.1.4. UMH reserves the right to restrict consideration of proposals to those firms which, based on their proposals and capabilities, have the depth and range of services to adequately provide the services.
4.2. Management Team

4.2.1. The successful firm will provide the Director and Managers for the Security Services program. Provide an organizational chart and job descriptions for the on-site management team to be assigned to UMH.
4.2.2. The Director will function and be recognized as a department head at UMH. That individual will formally report to the Director of Operations and Support. The Director and Managers will perform in accordance with UMH’s written policies and procedures.
4.2.3. UMH will interview and approve potential Director and Manager candidates. Include resumes for potential Director and Manager candidates in the proposal. 
4.2.4. Identify minimum qualifications required for each job description on the organizational chart.

4.2.5. Identify technical support available to the on-site management team. Describe initial and ongoing training programs for management.
4.2.6. Identify Vendor corporate/organizational leadership responsible for the UMH account. Include resume of that individual(s).

4.2.7. Describe the firm’s ability to provide an Investigator and Expert Witness on matters related to Security at UMH.

4.2.8. Security Services representatives sit on the following UMH committees: Environment of Care, Safety, Emergency Department, Department of Psychiatry, Emergency Management, Emergency Response Team, Locksmith and Access Control Committee, Infant Abduction Safety committee, and Neighborhood Watch Committee (Local businesses and residential communities)

4.3. Staffing
4.3.1. Recruitment:

· What are the minimum qualifications for Security Officers hired by your firm?
· What screening processes are performed prior to hiring? 
· After an employee is hired, what processes are utilized to periodically verify current information?
· How will the selection process incorporate the specific culture and needs of UMH?

· How is diversity addressed and managed during recruitment and retention?

4.3.2. Training:

· Describe new Security Officer training, including content overview, hours, teaching method, verification process

· Discuss customer service philosophy and training.

· Discuss your firm’s philosophy in managing at-risk patient behavior. What training is provided to Officers, particularly in the Emergency Department and Behavioral Health areas? What guidelines and/or restrictions are provided to Officers?

· Discuss training to ensure that employees are able to work in a hospital setting.

· Discuss training related to OSHA, EPA, or other regulatory requirements.

· Discuss post assignment training and how individual officer competency is verified.

· What is the continuing education plan for personnel assigned to UMH, and what formal competency tests are provided?

· How is IAHSS certification utilized in training or retention programs?

4.3.3 Retention

· Describe your professional development program available to Security Officers and Security Leadership, and potential benefits to UMH.

· What is the officer turnover rate?

· What incentives are utilized to retain employees?

· What employee recognition programs are utilized?

4.3.4. Benefits

Discuss the benefit program offered to staff assigned to UMH, including

	· Health Care
	· Dental, Vision

	· Vacation, Sick time
	· Tuition assistance 

	· Incentive programs
	· Retirement


4.3.5. Uniforms
· Provide description or images of the proposed uniform for Security Officers, Supervisors, and Customer Service Officers. Identify any proposed changes from the current UMH uniform.

4.3.6. Union membership

· Will Security Officers be union members? If so, specify the union.

4.3.7. Organizational chart

· Include an organizational chart and job description for each position recommended at UMH.

4.4. Risk Assessment/Crime Prevention

4.4.1. Risk Assessment

· What are the top five security vulnerabilities for UMH, based upon its urban location, services it provides, and populations it serves? 
· Were any observations made during the facility tour that supported this assessment of potential vulnerability?

· How does the firm manage security risk assessments? What information is collected?

· Who will manage the assessment?

· What Security Best Practices may be implemented at UMH?

4.4.2. Describe your philosophy and experience with lethal and less than lethal use of force tools in a health care setting. 
4.4.3. Describe your philosophy and experience with metal detectors in a health care setting.
4.4.4. What programs does your firm offer to encourage participation of Non-Security staff in the overall Security program?

4.4.5. Discuss educational and security awareness programs that could be offered to UMH staff.

4.5. Transition Plan

4.5.1. Implementation of the Security Services management program at UMH must be achieved seamlessly, without disruption to ongoing patient care. Measurement of quality metrics will begin on the first day of the engagement.
4.5.2. Describe proposed transition plan, including discussion of staffing, workplan, training for Officers and UMH staff, schedule, ongoing quality measurements, and communications to Administration, Patient Care and other stakeholders.

4.5.3. Provide a timeline for implementation process, including required time between contract award (i.e. contract signatures) and implementation date.
4.5.4. What resources and information will be required from UMH to ensure a smooth transition?

4.6. Emergency Preparedness

4.6.1. Describe your experience in designing, conducting, and evaluation of emergency preparedness exercise related to security or other incidents.

4.6.2. Describe the firm’s knowledge of The Joint Commission (TJC) accreditation standards.

· Provide examples of compliance documentation.

· Outline your experiences with participation in Environment of Care or Emergency Preparedness programs.

· Provide examples of demonstrated successes from recent TJC surveys. Describe lessons learned that will benefit UMH.

· Provide example of recommendations for improvement from TJC at hospitals for which your firm provides Security Services. How were those resolved? Describe lessons learned that will benefit UMH,

· Describe how your firm will approach the changes to the Security related EOC standards that became effective in 2009.

4.7. Technology 
4.7.1. UMH will purchase technology for the Security Services program. Funding is obtained via the hospital’s capital budget process. Proposed Security technology projects compete with other potential projects for funding allocation. 
4.7.2. Describe technology upgrades that may be recommended at UMH, including but not limited to the areas listed below. What additional survey activity may be required prior to finalizing these draft recommendations? What is the proposed schedule to prepare the final recommendations for updating of existing systems, where required?
	· Command center
	· Cameras

	· Card readers
	· Alarm systems

	· Infant protection systems
	· Key controls

	· Incident reporting
	· Communications equipment and systems

	· Recording and/or or archiving of appropriate systems above


4.7.3. Describe your firm’s expertise in design and installation of Security technology programs.

4.7.4. What third party technology vendors does your firm typically work with? Is there a financial relationship or an ownership position between those firms?
4.8. Quality and Satisfaction Measurement

4.8.1. Describe the key elements of your Quality Management processes, with an example of a written plan.

4.8.2. What capabilities will be provided for incident reporting and trending reports? What analyses will be provided to UMH management? 

4.8.3. What metrics does your firm utilize to measure quality of services, both internally and externally?

4.8.4. How are customer satisfaction surveys and customer feedback incorporated in the Security Services program?

4.8.5. The UMH Vice President of Operations and the Director of Support Services will develop annual budgets and performance goals for the Security Services program each fiscal year. What metrics does your firm recommend be utilized to measure customer services and performance at UMH?

4.9. References

4.9.1. Provide five references of comparable organizations where the firm manages Environmental Services. Include at least one reference in the Seattle area. Include contact names, phone numbers, email addresses, approximate size of contract, and date that services began.
4.9.2. UMH may request site visits to one or more reference accounts.

4.10. Financial Proposal

4.10.1. The Financial Proposal shall cover all costs for the Security Services program. 
4.10.2. For each job classification in the proposed organization chart (both management and staff)

· Propose target salary for each job classification.

· Identify target benefit cost for each job classification.

4.10.3. Identify proposed initial capital cost and ongoing operational costs for technology upgrades.

· Discuss which programs are most important to successful implementation of a Security program at UMH.

· Discuss which programs might have impact on FTE counts or assignments.

· Discuss how the success of each proposed technology investment will be documented or measured.

4.10.4. Identify vehicle cost, and any other costs not included above.

4.10.5. Provide summary of all program costs, with total for first year, second year, and third year.

4.10.6. Define what portions of the financial proposal that will be at risk based upon non-satisfactory performance of Quality and Performance metrics or budget goals.

4.10.7. UMH continues to be an expanding organization, with several major expansion projects planned for the next few years. Describe the metrics and method to be used in planning for opening of additional areas in the future if additional Security staff and managers are required to support the new functions, both to document staffing levels and fee.
4.11. Terms and Conditions

4.11.1. The Draft contract Terms and Conditions is included in this RFP (Appendix C). Provide statement of agreement to those terms, or provide red-line markup in Word form with the proposal.
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