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B1. NARRATIVE PROPOSAL — EXPERIENCE & EXPERTISE

B1.A COMPANY BACKGROUND AND ORGANIZATIONAL CHARTS

1. A current organizational chart of its entire business with organizational charts specific to other lines of business
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2. An organizational chart that clearly displays the overall organizational structure of the Offeror and identify
division, unit, director/manager, etc. The organizational chart shall also include the reporting and lines of

authority.
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3. A detailed organizational chart for each unit which clearly indicates: key staff, support staff under each key staff,

clinical staff (with specialty indicated), and the reporting and lines of authority
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B1.B EXPERIENCE OF OFFEROR

The offeror shall submit information documenting relevant and successful experience related to the services in this
RFP.

Solari Crisis and Human Services (Solari) is an award-winning, non-profit organization based in Tempe, Arizona. Solari’s
mission is Inspiring Hope, and vision is to be the trusted leader in improving lives and communities through human
connection and innovation. Since the organization’s inception in 2007, it has grown to provide a robust continuum of crisis
and human services to meet the diverse needs of Arizonans. Solari’s programs include:

e Serious Mental Iliness (SMI) Determination Program

e 24/7/365 Crisis and Suicide Lifeline (988 and statewide)
e Crisis dispatch and reporting services

e 24/7/365 211 Arizona Information and Referral services
e 24/7/365 Peer Support Warm Line

e Homeless Management Information Systems (HMIS)

e Be Connected Veteran Support

SMI Determination Experience

Solari has been Arizona’s administrator of the SMI determination program since 2014. As part of Arizona’s strategy to
separate the designation of SMI individuals from the parties responsible for providing SMI services, Solari was
competitively selected to render SMI determinations and removal of designations in Maricopa County. Based on the
successful implementation in Maricopa County, Solari was awarded the contract for greater Arizona in 2015 and re-
selected as the statewide vendor by the Arizona Healthcare Cost Containment System (AHCCCS) in 2018. Accordingly,
Solari has administered day-to-day operations of the SMI determination process for the entire state of Arizona since 2015.

Solari has built and refined the infrastructure that exists today with the goal of continually enhancing services and
streamlining processes to meet the needs of community members, AHCCCS, AHCCCS health plans and providers. The
pillars of Solari’s success have been driven by real-world experience, technology innovations, clinical integrity, and
performance with a member focus.

Since 2014, Solari’s SMI program team have completed the following:

SMI Evaluations 67,005
Court-Ordered SMI Evaluations 12,688
Appeals 6,267
Informal Conferences 5,429
Removal of Designations 552
Fair Hearing Representations 400

Results: Solari has consistently maintained a 100% timely determination compliance rate. The team has also stabilized
approval rates at 50% statewide. Prior to Solari’s administration of the program, rates varied across the state from 33%-
99%.

Member Focus

Solari has built an SMI evaluation process that is focused on individuals seeking services. The system is designed to remove
barriers and ensure applicants understand and are assisted through each step in the process. As an example, collecting
and submitting health records is often a barrier to individuals undergoing the SMI determination process. As a result,
Solari’s eligibility specialists work closely with applicants to collect records on their behalf.

Similarly, Solari has developed a team of resource navigators to assist applicants to address issues that impact their ability
to participate in the SMI process. Navigators help applicants with housing, employment, food insecurity, and




transportation. Solari has provided resource navigation to 1,747 SMI applicants since 2015. Solari’s 211 Arizona statewide
resource and referral database and resource navigators will be leveraged to support children and families undergoing the
Serious Emotional Disturbance (SED) determination process, to further advance AHCCCS’ whole person care initiative.

Solari has implemented specialized SMI eligibility processes for specialty groups, including individuals undergoing court-
ordered evaluation and Transition-Aged Youth (TAY) and their families to ensure seamless transition to the adult
behavioral health system.

One of Solari’s greatest successes has been applicant participation in informal conferences. Currently, of individuals filing
for an appeal, 92% participate in their informal conference. When Solari acquired the SMI determination process, only
30% of applicants attended their informal conference and Regional Behavioral Health Authority (RBHA) psychologists did
not generally participate in informal conferences. Solari established psychologist participation in all informal conferences.
Inclusion of psychologists in informal conferences with the applicant provides Solari’s psychologists the opportunity to
evaluate an applicant’s condition; it also ensures the applicant’s/guardian’s voice in the process is heard by the
psychologist rendering the decision. Through this practice, Solari reduced the number of state fair hearings by 90%.

Staff Experience
The success of Solari’s SMI program is built upon the experience and expertise of our staff. All staff are based in Arizona
and have long-standing professional and/or lived experience with Arizona’s public behavioral health system.

Clinical Team: Solari’s clinical team brings 175 collective years of clinical experience to the SMI program, with more than
100 years of child-related experience. The team has worked with individuals of all ages and symptoms across all diagnostic
categories with varied psychosocial, ethnic, and sociocultural backgrounds.

Solari’s team of eight (8) licensed psychologists is led by Chief Medical Officer (CMO), Dr. Bahar Golestan. Dr. Golestan has
a Doctor of Medicine Degree from the University of Arizona, is certified by the American Board of Psychiatry and
Neurology, and has diverse clinical experience including working with different sociodemographic and distinct life stage
groups, including children. She demonstrates clinical acumen in comorbid presentations that are frequently experienced
by the SMI population, including substance use disorders. Dr. Golestan has been the CMO of Solari’s SMI program since
its inception in 2014 and has built strong relationships with the AHCCCS CMO, health plan CMOs, providers, and other
system stakeholders.

Dr. Korey Hawkins, Manager of Clinical Operations, is a Licensed Psychologist with over 28 years of experience. Dr. Hawkins
is a subject matter expert in psychopathology and has worked with diverse populations in various clinical settings, such as
hospitals, private practice, community mental health, juvenile detention, and schools. She has significant assessment
experience with children, including providing treatment for children diagnosed with neurodevelopmental, disruptive,
impulse control, and other comorbid mental health conditions. This understanding of children’s psychological, physical,
and emotional development, their needs, and associated problems can be leveraged to provide quality SED
determinations to children.

With 25 years of experience working with children, Dr. Stephanie Vitanza will be Solari’s SED Psychologist Team Lead. Her
experience covers all levels of childhood treatment which includes child abuse, child treatment, and forensic review. She
has experience in play therapy, EMDR, and has worked with children in all clinical settings.

Grievance and Appeals Team: The Grievance and Appeals team has 52 years of collective experience managing behavioral
health appeals, and is led by Arizona licensed attorney Andrew Erwin, who has overseen the team since 2014. He is
certified in healthcare compliance by the Health Care Compliance Association, is a member of the Mental Health Section
of the State Bar of Arizona, and specializes in mental health, guardianship, and the intersection of court-ordered treatment
and SMI determinations.

Program Director: Tara Bingdazzo has led the ECS program since 2015 and has 20 years of experience working in Arizona’s
behavioral health system, including RBHA administration and direct care at a clinic for SMI designated individuals.
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Tribal Liaison: Katrell Redhouse is a member of the Colorado River Indian Tribes and has worked in Arizona’s behavioral
health system for more than 20 years. He has been the Tribal Liaison since the position was created in 2015. Mr. Redhouse
has established relationships with every TRBHA and each of Arizona’s federally recognized Tribes; he provides education
and support to tribal members, providers, and stakeholders.

Continuity of Operations and Recovery Coordinator: Ryan Bauerle is Solari’s Director of Information Technology and has
more than 15 years of experience in the information technology industry. He is responsible for Solari’s technology
infrastructure, performance, and business continuity plan.

Program Training Coordinator: Jennifer Janzen has been with the SMI program since 2014. She brings 15 years of
experience in provider outreach and education in Arizona.

Additional Expertise: Organizationally, Solari has more than 500 employees, 90 of whom provide administrative subject
matter expertise that will be leveraged to provide support as needed to the SMI/SED determinations team. These teams
include information technology, business intelligence, compliance, finance, human resources,
marketing/communications, and training.

Technology Innovations

Solari’s success administering the SMI program has been in large part due to its prior investments in technological
infrastructure. The high volume of assessment packets, the necessity of conducting accurate determinations, and strict
timelines required Solari to build a custom system. This system infrastructure will be leveraged and modified to
accommodate determinations for children with SED.

Electronic Health Record: The design of the system

creates a seamless flow of information from the Providers Provider Submission Portal
.. . . . Submit packets for determination

original determination to appeal, hearing, and removal

of designation, if applicable. This system of automated

checks and balances has led to a 99.98% compliance Solari Electronic Health Record System
rate.

Data Repository: All data collected in Solari’'s EHR Solari Data Warehouse
flows into a central data repository. This technology

infrastructure provides possibilities for generating AHCCCS Applicants

extensive, customizable reporting and analytics such
as: real-time dashboards, automated daily reports,
control reports that are used to identify potential
errors in data, and caseloads that provide real-time reference of work to be completed by individual staff. The production
of all AHCCCS reporting over the past nine (9) years has been made possible through this data repository.

Applicant Portal
Check status of determination

Reporting & Analytics Notices

Automated Caseload Reports: One of the greatest challenges managing the SMI program is meeting timelines. There are
multiple steps in the evaluation process, and each has a deadline that is triggered upon completion of the previous step.
As a result, there is significant risk of missing deadlines without a consistent system to accurately identify each deadline
and convey that information to staff. Accordingly, Solari built an automated caseload report that calculates deadlines,
records completed tasks, and is linked to Solari’s EHR and data warehouse. As a result, each staff member knows their
deadlines without performing any manual calculations which are prone to human error.

Automated Control Reports: The eligibility determination supervisor, appeals supervisor, manager, and quality and
compliance specialist utilize a quality management plan as a guide to run daily, biweekly, and monthly control reports that
generate data on timeliness and accuracy of each step in the determination and appeal process. This allows supervisors
to identify and correct errors in real time. These system tools are critical to Solari’s achievement of a 100% timeliness
compliance rate for three-day determinations.




Provider Portal: The online, secure provider portal streamlines packet submissions from providers. The portal is user-
friendly and guides providers through the submission process. The portal also allows providers to check the status of
submitted applications and provide collateral documents, as needed.

Clinical Integrity
A critical element of Solari’s clinical integrity is the experience of our clinical team, paired with evidence-based Inter-Rater
Reliability (IRR) testing and clinical reviews to ensure accurate decision-making across the team.

IRR Testing: IRR testing is used to identify training needs for psychologists and quantify the degree of consensus between
two or more staff members making independent decisions. This process is overseen by the CMO and completed within 90
days of hire annually thereafter for all psychologists. Solari consistently exceeds contractual requirements related to IRR
testing. Since 2018, 1,250 IRRs have been completed, for which all psychologists have met or exceeded established
thresholds.

Clinical Reviews: The CMO and Manager of Clinical Operations conduct monthly comprehensive and qualitative reviews
of two (2) random SMI cases per psychologist. The CMO and manager use a scoring rubric with met/not met values for
the clinical quality of each case. Each case is evaluated on the sufficiency of the diagnostic evaluation, functional
evaluation, utilization of the pend option, and final determination. Outcomes are presented in recurring supervisions to
identify clinical strengths and opportunities for improvement. Since 2018, 1,370 monthly clinical reviews have been
completed, with all psychologists meeting or exceeding quality thresholds.

Appeals: Each appeals case is handled on an individual basis by a trained and experienced team. Decisions are evaluated
by a different psychologist to promote fairness and provide a fresh clinical perspective. Solari has scored 100% on every
appeal audit performed by AHCCCS since 2016.

Trusted Partner

Solari’s success in administering the SMI program comes, in part, from the partnerships we have built since 2014. Solari is
proud to partner with AHCCCS, AHCCCS health plans, TRBHAs, tribal governments, hospital systems, jails, acute and
inpatient facilities, behavioral health providers, applicants and their families, and the general community as a key crisis
and human services provider.

Conclusion

Solari has spent the last nine (9) years expertly refining the SMI determination process. Solari’s robust experience,
community relationships, and demonstrated success building the SMI determination program will be leveraged and
adapted to expand SED eligibility determination services to children and their families. Solari recognizes that attached to
every application for SMI/SED designation is an individual who needs specialized behavioral health services and supports
towards their recovery journey. This acknowledgement is the foundation of our practice. Solari is proud of the
performance that has been achieved using technology, intense clinical practice review, and dedicated, compassionate
staff. This awareness propels us to constantly re-evaluate our practices and identify opportunities for improvement, to
ensure that every individual served receives the highest quality clinical assessment, rendered within the timeframes and
requirements set forth by AHCCCS.






