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Request For Proposal 

1. Backgound 

Established in 1894, Norwegian American Hospital is a 200-bed, acute care facility, offering a variety 

of health care programs and service.   Norwegian American Hospital is the fourth leading provider 

out of 59 area hospitals that provides high quality, charitable health care. It has served the residents 

of the near northwest side of Chicago for over 115 years.  Service areas include  inpatient and same-

day surgery, outpatient pharmacy, radiology department, All Kids health care program, cardiology 

department, corporate health program, intensive care unit, telemetry unit, pediatrics unit, 

emergency department, physician specialty center, and a comprehensive array of women's health 

care with an incorporated midwife program.   Norwegian American Hospital serves many growing 

diverse communities in Chicagoland area and is considered the hospital home for many patients 

residing in Chicago’s North, Northwest, and West Side communities.  

In 2009 Norwegian American Hospital served 9,975 adult inpatient admissions, 65, 521 Outpatient 

visits, 30,452 Emergency Room visits, 4,690 Clinic visits, 1,814 Deliveries.  Norwegian American 

Hospital employs 772 employees and has 285 Medical staff.  Norwegian American Hospital is 

accredited by The Joint Commission. Norwegian American Hospital is a Comprehensive Emergency 

Department with twelve emergency room beds.  In 2009 the Emergency Department served 30,452 

visits utilizing its twelve emergency Department beds in addition to a 4 exam room fast track 

operated from 9:00am – 11:00pm daily. 

 

2. Intent, Qualifications, and Expertise 

The intent of Norwegian American Hospital in requesting proposals is to exercise its management 

responsibility as a prudent buyer.  In so doing, Norwegian American Hospital has identified selected 

contractors to submit proposals for providing management and staffing of physicians for the 

hospital's Emergency Department.   

Norwegian American Hospital is supplying a base of information to ensure uniformity of responses.  

It must be noted, however, that there is no intent, either expressed or implied, that any of the 

selected groups be restricted or precluded by these guidelines nor should these be so rigid as to 

stifle the creativity of any contractor responding. 

The guideline information provided by Norwegian American Hospital is divided into three key areas: 

I. NATURE OF CONTRACT 
II. VOLUME AND FINANCIAL STATISITICS INCLUDED FOR CONTRACTOR'S PROPOSALS 

III. REQUIRED INFORMATION FROM CONTRACTORS 
 

All contractors invited to submit a proposal must complete an on-site interview and survey 

prior to the submission of their proposal.  A detailed Financial Schedule must be completed as 

part of each contractor's proposal. 
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I.  NATURE OF CONTRACT 

A. The Contractor's proposed budget must be guaranteed to the hospital for the twelve (12) 

month period September 1, 2010 to August 31, 2011. 

B. Each proposal must include a proposed financial arrangement, to include payment terms. 

C. Any contractual arrangement entered into with the hospital, in addition to cost guarantees 

to the hospital, must include: 

1. Contractor to provide 24/7 coverage with ED physician  

2. Contractor will increase staffing as need to meet volume demands. 

3. Contractor will be expected to meet all established goals for efficiency, financial 

performance, patient satisfaction, and clinical quality.  

4. Contractor physicians shall be members in good standing of the NAH Medical Staff 

at all times.  Physicians shall agree to participate in Department and Committees of 

the Medical Staff and NAH and its Board of Trustees Committees. Physicians will 

hold emergency medicine medical staff department meeting at least every other 

month. 

5. The Contractor assuming the responsibility for all billing and collection of 

professional fees.  The Hospital will assume accountability for all billing and 

collection of facility fees. 

6. Contractor to keep full and accurate records, including accounting records, of the 

service operation covered by these specifications.  All such records shall be retained 

for a period of three (3) years following the year to which they pertain.  Records are 

subject to audit by the hospital or its representatives at any time during regular 

working hours. 

7. The Hospital will provide the Contractor with professional liability insurance for 

services provided at NAH through Self-Insured Program.  

8. Contractor will warrant compliance with and agree to be bound by any and all 

applicable State of Illinois Licensure as well as applicable accreditation bodies (e.g. 

JCAHO, CMS, etc.) provisions governing establishments within a health care setting. 

9. The contract must be for a three (3) year period from September 1, 2010 to August 

31, 2013. 

10. The cancellation clause in the contract shall include a minimum 120 day notice by 

either party and contain a no cause provision. 

11. Contractor should provide a plan to comply with the Hospital established 

improvement goals:  

a. Decrease Left without being seen rate to 5% 
b. Decrease time to disposition by 15% 
c. Patient satisfaction by NCR Picker data improvement overall in the ED by 

10% 
 

12. Contractor physicians should comply with the Core Measures. 

13. Contractor physicians should be compliant with the CME requirement of 50 hours 
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for all physicians. 

14. Contractor physicians should be Board Certified. 

15. Contractor physicians should be qualified and willing to teach FM and ER residents. 

 

 

 

II.  VOLUME AND FINANCIAL STATISITICS INCLUDED FOR CONTRACTOR'S PROPOSALS 

Norwegian American Hospital will provide the following background information for your 

consideration.  

1. Emergency Department Payer Mix: Fy-2010 
2. Emergency Room Visits for 4 years. 
3. Capitation revenue from CPHO 

 
 
 
 
 
 

1. Emergency Department Payer Mix: Fy-2010 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

NAH EMERGENCY ROOM PAYER MIX  

FY-10 YTD 

MCR MEDICAID BC COM SP HMO-PHO HMO 

PPO-

PHO PPO CAPITATION 

19.41% 40.12% 0.01% 0.94% 19.28% 12.45% 2.32% 3.57% 1.12% 0.77% 
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2. Emergency Room Visits for 4 years. 
 
 
 

 

3. Capitation revenue from CPHO 
 

There should be a per patient per month for Century CPHO participants for whom CPHO has 

financial responsibility and for whom physicians provide medical services at NAH emergency room. 

The per participant monthly capitation is currently $1.05 and includes 12,000 participants. 

 

 

 

 

 

 

 

Norwegian American Hospital Emergency Room Visits 

FY-10 

ACT/PROJ 9-Oct 9-Nov 10-Dec 10-Jan 10-Feb 10-Mar 10-Apr 10-May 10-Jun 10-Jul 10-Aug 10-Sep TOTAL 

ER Visits 2,471 2,373 2,120 2,162 1,936 2,190 2,084 2,500 2,168 2,183 2,186 2,149 26,522 

                            

FY-09 

ACTUAL 8-Oct 8-Nov 8-Dec 9-Jan 9-Feb 9-Mar 9-Apr 9-May 9-Jun 9-Jul 9-Aug 9-Sep  TOTAL 

ER Visits 2,344 2,221 2,432 2,320 2,421 2,717 2,608 3,111 2,698 2,495 2,491 2,594 30,452 

                            

FY-08 

ACTUAL 7-Oct 7-Nov 7-Dec 8-Jan 8-Feb 8-Mar 8-Apr 8-May 8-Jun 8-Jul 8-Aug 8-Sep  TOTAL 

ER Visits 2,482 2,328 2,349 2,451 2,505 2,611 2,408 2,554 2,525 2,551 2,554 2,552 29,870 

                            

FY-07 

ACTUAL 6-Oct 6-Nov 6-Dec 7-Jan 7-Feb 7-Mar 7-Apr 7-May 7-Jun 7-Jul 7-Aug 7-Sep  TOTAL 

ER Visits 2,445 2,311 2,291 2,454 2,274 2,536 2,419 2,550 2,492 2,633 2,566 2,284 29,255 
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II.  REQUIRED INFORMATION FROM CONTRACTOR 

A. Please provide current CVs for the Senior Physician Manager and all anticipated contracted 
ED physicians. 

B. Provide a listing of all services offered by the Contractor and all locations of offices. 
C. Provide an overview of all experience that the Contractor has with using an electronic health 

record in an emergency department environment. 
D. It is a requirement of our request that the minimum years of experience for management 

team be as follows.  Will you adhere to this requirement?   
o Senior Physician Manager - Five years experience as a Manager of a multiple 

facilities. 
E. Provide a list of all health care clients, including type of facility, number of beds, account 

contact and telephone number.  Please provide a separate list of Illinois facilities with 
contact name and phone number. 

F. Provide proposed management table of organization, staffing levels for all categories of 
personnel and associated costs. 

G. Provide outline of support training and development programs. 
H. Detailed listing of required capital equipment to achieve productivity levels proposed 
I. Please provide a separate section in your proposal outlining additional value added services 

which will positively impact both cost and quality.  Please provide a listing of facilities where 
you currently provide these value added services. 

Qualifications & Expertise 

Norwegian American Hospital requires the successful Proposer to exhibit the highest standards of 

integrity and work ethics (e.g. confidentiality, diligence and professionalism) and possess specialized 

experience in Emergency Physician Staffing and Management Services. 

Within all responses to this RFP, the Proposer must provide the following details: 

 Describe how the Proposer’s experience meets the requirements of this RFP.  

 Provide the following information about the Proposer:  

 

About the Organization 

1. Provide a brief history of the organization with emphasis on any corporate 
reorganization that has occurred in the last three years, office locations, and information 
documenting the company’s financial position (i.e. financial statements, annual reports).    

2. Indicate name and the business address of the entity, or individual that will be the party 
to the proposed contract and the Proposer’s business telephone number, fax number, 
and e-mail address. 

3. Indicate the type of ownership (sole proprietorship, partnership, corporation, joint 
venture, or limited liability company—list state in which incorporated) and parent 
company, if any.  

4. Describe your experience in providing emergency medicine staffing and management 
services, including number of years in business, number of clients, etc.  

5. What are your organization’s mission, vision, and values, and how do they mesh with 
our hospital?  
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6. Describe your service philosophy and how you ensure you are able to meet our 
expectations?  

7. Provide contact information for the main point of contact within your organization.  

8. Provide a list of the individuals who would be directly involved in the management of 
our contract, including their credentials.  

9. What involvement do you have with ED residency programs and fellowships?  

10. List five references of clients who are similar to Norwegian American Hospital in terms of 
size and patient mix.  

11. What sets you apart from other groups in terms of your ability to meet the needs of 
Norwegian American Hospital? 

 

About the Physician Group  

1. Could you provide an ED medical director? If so, how would you define this person’s 
responsibilities? 

2. What resources and education do you provide to the medical director to ensure his/her 
success? 

3. Is there a career path within your organization for physicians? Please provide a specific 
example. 

4. Are you willing to retain existing physicians currently on staff in the ED at Norwegian 
American Hospital ? 

5. Describe your recruiting process and the resources you would commit to ensuring a stable 
group of physicians for Norwegian American Hospital. 

6. Provide an example of recruitment advertising you have conducted for a hospital similar to 
ours. 

7. Do you track recruiting and physician retention metrics? 

8. What resources do you provide to your physicians to ensure satisfaction and retention? 

9. How do you handle scheduling emergencies? 

10. What physician performance metrics do you track? 

11. How do you resolve performance issues with your physicians? 

12. What is your philosophy on the use of mid-level providers in the ED? 

 

Ensuring Quality Patient Care  

1. What is your proposed staffing plan for our ED? 

2. Describe your risk management program.  

3. Are you designated as a listed Patient Safety Organization?  

4. What tools and resources do you provide to your physicians to further patient safety?  
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5. Provide some specific examples of risk management initiatives your organization has 
utilized and their outcomes.  

6. How have your risk management initiatives impacted your claims rate? How do your 
metrics compare to industry averages?  

7. What tools do you utilize to ensure provider compliance with core measures?  

8. Describe how you ensure appropriate documentation.  

9. In the event one of your physicians is named in a claim, what kind of support can you 
provide him/her?  

10. Do you utilize care pathways/clinical protocols?  

11. What educational resources do you provide your physicians?  

 

Customer Satisfaction  

1. Describe your experience with patient satisfaction vendors.  

2. What resources can you provide to improve patient satisfaction?  

3. Provide a specific example of a patient satisfaction initiative and the outcome.  

4. How do you ensure medical staff satisfaction?  

5. What steps do you take to enhance emergency nurse satisfaction?  

6. Do you provide any educational resources for the nursing staff?  

7. What assistance can you provide to the ED nurse manager?  

8. What steps do you take to enhance EMS satisfaction?  

Quality Assurance/Performance Improvement  

1. What performance metrics do you track?  

2. Do you have reporting capabilities?  

3. What resources can you provide to improve patient throughput?  

4. How would you help ensure you can meet our hospital’s goals with respect to patient 
throughput?  

5. Do you have experience with ESI Five-Level Triage?  

6. Do you have experience with LEAN, Six Sigma, or any formally recognized performance 
improvement tools?  

7. Provide an example of a patient throughput improvement initiative and the outcome.  

Financial/Regulatory  

1. Describe your professional billing expertise and capabilities. How many patients do you bill 
for annually?  

2. What resources are available to patients who have questions regarding the professional 
component of their invoice?  

3. Do you have experience with medical screening out programs?  
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4. Do you have managed care contracting experience?  

5. Are you willing to participate in the managed care contracts in which our hospital 
participates?  

6. Describe your organization’s compliance program.  

7. Do you have professional or facility coding expertise?  

8. Describe your resources in this area.  

9. What resources can you provide with respect to RAC audits?  

10. What resources can you provide with respect to Joint Commission reviews? 

11. What experience do you have with EDIS selection and training?  

12. How do you propose to structure this contract financially?  

 

Additional Information 

1. How quickly can you initiate service? 

2. What steps would you take to transition service? 

3. What resources can your organization provide with respect to disaster preparedness? 

4. Please provide any additional information you feel would help us better understand the 
capabilities of your group. 
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3. Evaluation Criteria and Process 

The selection of the awardee to be engaged by Norwegian American Hospital will be based on the 

following criteria that are utilized by the Proposal Review Team.  The Proposal Review Team  is 

comprised of members of the Norwegian American Hospital Management Team .   

I. DEPTH & EXPERIENCE OF MANAGEMENT  

Senior Physician Manager - Minimum five years experience with Emergency Services organization 

and has implemented an integrated services model into inner-city hospitals successfully. Key 

characteristics of physician leader include: strong clinician, proven leadership and management 

skills, demonstrated implementation of best practices, demonstrated excellence in service-focused 

care, demonstrated ability to work effectively with hospital professional staff, administrative staff, 

and emergency department staff, excellent communicator, excellent patient flow management, and 

strong change management skills. 

II. COST OF SERVICES  

1. Contractor will provide a 12-month guaranteed price. 
2. Is the proposed cost appropriate for the proposed quality and value of programs  

    

III. CORPORATE STRUCTURE & SUPPORT RESOURCES   

1. Contractor has expertise in the area of Emergency Medicine Services and has a minimum of 
three positive references from different clients. 

2. Contractor is currently providing services to other Chicagoland area Health Care Facilities 
  

IV.INDUSTRY EXPERIENCE  
 

1. Contractor has provided CVs for Emergency Services Physicians that will be staffing NAH. 
2. Contractor’s physicians are board-certified in emergency medicine or emergency medicine 

residency-trained and are board eligible by American Board of Emergency Physicians.  
3. Contractor can demonstrate superior outcomes for physicians in terms of Cost 

Management/Efficiency 
4. Contractor can demonstrate superior outcomes for physicians in terms of Quality Outcomes  
5. Contractor can demonstrate superior outcomes for physicians in terms of Patient 

Service/Satisfaction 
6. Contractor can demonstrate experience with using an electronic record in an emergency 

department environment.                                                                                                                                                                                                     

 

V.  VALUE ADDED SERVICES  

1. Contractor has demonstrated capability to provide additional value added support services .  
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VI.  ABILITY TO SUPPORT NAH IN ACHEIVING ITS MISSION  

1. Contractor has demonstrated its ability to be a strategic partner with NAH as the hospital 
embarks on a new strategic direction. 

 

4. Instructions 

Response Guidelines  

The information required by this RFP is comprehensive and necessary for accurate Proposer 

selection. Please be concise with answers.  Each applicable question must be answered.  For 

questions deemed not applicable, please state “not applicable”. The response to this RFP must be 

submitted with one (1) original hard copy, four (4) CD’s and six (6) printed copies of the proposal. 

Three (3) copies of the Cost Proposal must be submitted under a separate cover with the proposal.   

 

Proposals must be completed and returned in the same format.  Your RFP response, in its entirety, 

will be included in the subsequent contract negotiated between Norwegian American Hospital and 

the selected Proposer. All documents shall be submitted in a sealed container sufficient to protect 

and maintain the confidentiality of the contents and/or to indicate loss of confidentiality. Container 

must indicate this RFP NAME “Emergency Department Physician Services RFP” and the name of the 

company submitting the proposal on the outside of the container.  All responses to the RFP must be 

delivered to Norwegian American Hospital Administration Office 1044 N. Francisco, Chicago, IL 

60622  no later than JUNE 18, 2010 by 4:00 PM CST. 

 

If you have any questions regarding this RFP, email or fax your questions /concerns to  

Michael P. Curran, Chief Operating Officer, mcurran@nahospital.org  , 773-292-8243 or 

Daisy Rodriguez, Interim AVP Operations, drodriguez@nahospital.org  , 773-292-8243  
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