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Overview of Tampa Bay Thrives 

Tampa Bay Thrives (TBT) was founded in 2019 (formerly known as the West Central Florida 
Mental Wellness Coalition), with the mission of mobilizing the community to strengthen 
behavioral health outcomes with a focus on improving early intervention, access, and 
awareness. Behavioral health includes both mental and substance use disorders (e.g., anxiety, 
depression, opioid use disorder).TBT was founded by a diverse group of local leaders in 
Hillsborough, Pasco, Pinellas, and Polk counties who work in industries and communities greatly 
affected by mental and substance use disorders and who aim to improve the lives of friends, 
families, neighbors, and co-workers who are seeking help. 

The immediate priorities of TBT include: 

• Navigation: improving the ability of those who seek help (including individuals in need or 
their loved ones, providers, law enforcement, schools, religious organizations, etc.) to 
find the right behavioral health supports  

• Access: expanding behavioral health urgent care access to clinicians and services for 
individuals in need  

• Awareness: removing stigma around behavioral health conditions so that individuals in 
need feel comfortable seeking care for behavioral health concerns, just as they would for 
physical health concerns  
 

TBT’s Board includes local leaders from Advent Health, BayCare, Central Florida Behavioral 
Health Network, Clearwater Police Department, Crisis Center of Tampa Bay, Florida Blue, HCA, 
Hillsborough County Public Schools, Pasco County Sheriff’s Office, Pinellas County Department 
of Health, Polk County, Raymond James Financial, Suncoast Center, and Tampa General 
Hospital. More information can be found on TBT’s website.  

 
Context on the RFP 

Overview of Pilot 

To address its priorities around navigation and access to behavioral health services, TBT has 
developed a vision for a pilot that provides the following services: 

• 24/7 navigation support to all individuals in need, including navigation to local 
providers, peer supports, and self-directed resources and immediate connection to 
crisis supports where necessary 

• Virtual short-term support (e.g., counseling sessions) through a telehealth solution, 
until an individual in need is able to get an appointment with a local provider (i.e., as 
a bridge to longer-term care) 
 

TBT will contract with one or more vendors to provide the above services. 

To inform the pilot, TBT has taken a person-centric approach to understand the needs and 
opportunities in the community, including a double-blind user survey across ~500 individuals in 
the four-county Tampa Bay region and ethnographic user interviews across diverse profiles. In 

https://wcf-mwc.org/
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addition, TBT has engaged community leaders across sectors to provide input on the pilot 
vision. 

TBT intends to pilot the services in Hillsborough County in early 2021 and eventually expand 
services to Pasco, Pinellas, and Polk counties. 

Expectations of Navigation Partner 

Through this RFP, TBT is seeking responses from nonprofit organizations who are interested in 
serving as the navigation partner, beginning in Hillsborough County, Florida. The primary role of 
the navigation partner is to enable 24/7 immediate navigation to local behavioral health supports. 

TBT expects the navigation partner to be able to handle between 14,000 to 42,000 calls in Year 
1 of the pilot. While the pilot will launch in Hillsborough County, TBT expects the navigation 
partner to scale navigation services from Hillsborough to Pinellas, Pasco, and Polk countiesover 
time. The below table includes the initial projected call volume estimates across all four counties. 

Exhibit A: Population and estimated demand for navigation services by 
county 
Note: Estimated demand is not final and is subject to change. 
 Hillsborough  Pinellas Pasco Polk 

Population (2019) ~1.5M ~975M ~550K ~725K 

Estimated demand for 
navigation services in Year 1 

14K – 42K 10K – 30K  6K – 16K  8K – 
22K  

 

Estimated demand included in this table includes estimates for Year 1 of services in each 
county. TBT expects a growing trajectory of demand year-over-year as a result of broader 
stigma reduction efforts around mental illness and substance use disorder. 

TBT will measure and evaluate the performance of the pilot, including the navigation partner, to 
ensure that TBT learns and improves from the pilot as it scales. Examples of the performance 
management metrics that may be measured for the navigation partner include: 

• Total number of individuals served, and the number of touchpoints, including follow-ups, 
with those individuals 

• Wait time for individuals in need to connect to navigation service 
• Satisfaction levels of the user served 
• Satisfaction levels of the provider and community partners connected to navigation 

services 
 
Over time, TBT will measure clinical outcomes related to behavioral health. Given the limited 
nature of clinical data available, TBT will assess the above metrics in the pilot. 
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Required Capabilities of Navigation Partner 

The vendor will be expected to interact with the full continuum of pilot services to deliver 
navigation services 24 hours, 7 days a week. Please see Exhibit B for a flow chart which 
illustrates the process map of the pilot. 

Exhibit B: Pilot process map 

 

The vendor will need to demonstrate the ability to fulfill the below required service and technical 
capabilities to be considered as the navigation partner. 

Required Service Capabilities of Navigation Partner 

• Assess and triage: Navigation partner has staff capable of assessing and triaging 
behavioral health conditions, including a minimum of one licensed, master’s level 
clinician to supervise staff and provide appropriate level of clinical support for 
assessment and triage 

• Facilitate connection: Navigation partner is able to directly connect individuals not in 
crisis to local providers, and individuals in crisis to crisis supports. This activity goes 
beyond information and referral and includes: identifying providers that can meet needs 
of individuals as well as scheduling appointments with local providers. In addition, the 
navigation partner is able to refer individuals in need to peer supports and self-directed 
resources. 

• Provide follow-ups: Navigation partner is able to directly follow up with individuals in 
need to ensure care connection and support further navigation needs 

• Interact with community partners: Navigation partner can effectively interact with 
community partners (e.g., local providers, law enforcement, schools, non-profits, local 
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crisis centers, 988 call line operators) to send and receive referrals throughout the 
community 

• Provide neutral navigation support: Navigation partner is able to navigate individuals 
in need and families to local providers across the community in a neutral way that is not 
biased towards certain providers 

• Scale across four counties: Navigation partner has local support and capabilities to 
provide services in counties outside of Hillsborough County 

Required Technical Capabilities of Navigation Partner 

• Website with overview of behavioral health resources (e.g., self-directed tools, provider 
directory) 

• Phone line / system / PBX (private branch exchange) 
• Caller record tracking system 
• Platform for navigation staff, with system to collect interaction metrics 
• System/approach to collect local provider appointment availability  
• Automated secure emailing system to individuals in need and providers 
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Key Definitions 

The below definitions are meant to aid vendors’ understanding of the pilot and required 
capabilities of the navigation partner. 

• Community partners: defined as health systems, behavioral health providers, law 
enforcement, schools, local employers, local 211s, faith leaders, and county 
governments in the four-county Tampa Bay region 

• Individuals in need: defined as individuals with a behavioral health need who may 
benefit from the pilot 

• Local crisis supports: defined as local organizations that respond to individuals in a 
behavioral health-related crisis; includes call lines, mobile crisis units, 24/7 crisis centers, 
etc. 

• Local providers: defined as behavioral health providers (e.g., counselors, therapists, 
psychiatrists) across the four-county Tampa Bay region that provide behavioral health 
supports to individuals in need 

• Peer supports: defined as peer mentors that provide behavioral health support to 
individuals in need that want to connect with an individual with similar lived experience 

• Short-term counseling: defined as a stop-gap solution that includes counseling 
sessions through a virtual telehealth vendor that has access to a national network of 
providers licensed in FL (e.g., (e.g., counselors, therapists, prescribers); this pilot service 
is used when wait times to access local providers are significant for individuals in need 
and individuals in need require support, as a bridge to an appointment with a local 
provider 
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Response Structure and Timeline 

Nonprofit organizations responding to this RFI should follow the structure in Sections “Mandatory 
Questions,” “Optional Questions,” and “Cost Proposal.” Organizations may respond individually 
or as a collective. 

Responses to this RFP and any questions related to the RFP should be submitted in the 
required format to Hannah Co via email hco@tampabaythrives.org by COB on Wednesday, 
December 2, 2020. 

Below is the intended timeline of activities for this RFP. 

Monday, 
November 9 

RFP released 

Friday, 
November 13 

Q&A webinar for potential vendors 

Wednesday, 
November 18 

Submission deadline for written questions via email 

Friday, 
November 20 

Responses to written questions returned to potential vendors 

Wednesday, 
December 2 

RFP responses due from potential vendors 

Week of 
December 14 

Notification of vendor selection 

TBT has developed an RFP evaluation approach which will ensure that members of the Board 
do not receive any competitive information through this process.  

  

mailto:hco@tampabaythrives.org
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Mandatory Questions 

All respondents to the RFP must respond to the below mandatory questions. 

Section A: General company information 

A1. Provide the name, title, email address, mailing address, and telephone number of the 
person that TBT should contact regarding the response to this RFP. 

A2. Provide a brief overview of your organization, including: 
o Business mission 
o Business location 
o Scope of services related to behavioral health 
o Number of years in business 
o Number of employees 

A3. Provide an overview of your organization’s primary funding sources today.  
A4. Provide an overview of your organization’s financial performance over the past three 

years, including any mergers or acquisitions. 
A5. Provide two (2) references from individuals external to your organization who are familiar 

with your organization’s ability to provide the navigation services sought under this RFP. 
A6. Provide confirmation that your organization acknowledges the full set of service 

capabilities and technical capabilities described in Section “Required Capabilities of 
Navigation Partner” and commits to delivering these services if selected as the 
navigation partner. 

Section B: Experience in navigation services 

B1. What is the annual number of calls your organizations handles?  
 
Please complete the below table. 
 Current call volume  
BH-related calls – require navigation 
support 

 

BH-related calls – do not require 
navigation support 

 

Non-BH-related calls  
Total number of calls (sum of above)  

 
B2. What service levels does your organization currently adhere to related to behavioral 

health navigation services?  
 
Please complete the below table. 
 Current service levels 
Average time to answer call  
Average number of follow-up attempts  
Other (please specify)  
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B3. What clinically validated processes does your staff follow for assessment and triage? 

 
Please complete the below table. 
 Does your organization currently use 

any of the below? Yes or No 
PHQ-9  
SBIRT  
ASSIST  
GAD-7  
Other (please specify)  
None of the above  

 
 

B4. Through what channels does your organization offer assessment and triage? 
 
Please complete the below table. 
 Does your organization currently offer 

navigation support through any of the 
below? Yes or No 

Phone  
Chat  
Text  
Other (please specify)  

 
B5. Does your organization facilitate connection to local behavioral health crisis supports for 

individuals in crisis? If yes: 
o How does your organization facilitate connection to local crisis supports? 
o To which local crisis support organizations does your organization connect 

individuals in need? [If applicable] 
B6. Does your organization facilitate connection to local providers for individuals not in crisis? 

Please note that “facilitate connection”, as defined in this RFP, is not equivalent to 
information and referral (please see section “Required Service Capabilities” for more 
details). If yes: 

o How does your organization determine which provider can best meet the needs 
and preferences of an individual? 

o How does your organization ensure “fairness” in terms of which provider your 
organization refers an individual in need to? 

o Does your organization schedule appointments for individuals in need? 
o Does your organization have a manual process (e.g., call each provider in the 

local provider database to ask for the earliest appointment availability) or 
automated process (e.g., real-time database with provider availability) to book 
appointments with local providers? 

o To which local providers does your organization connect individuals in need? [If 
applicable] 
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B7. Does your organization provide follow-ups to individuals in need who have been 
navigated to a local provider? If yes: 

o How does your organization collect caller information to support follow-ups? 
o Through what method (e.g., phone, text, email) does your organization provide 

follow-ups? 
o In what timeframe does your organization provide follow-ups? 
o How many follow-up attempts does your organization make? 

B8. Does your organization have experience interacting with the below community 
stakeholders to deliver navigation services? If yes, please describe your relationship with 
each:  

o Law enforcement 
o Schools 
o Local 211s 
o Local and state government 
o Behavioral health crisis supports, including mobile crisis teams 
o Faith-based organizations 
o Other (If there are local Hillsborough community partners that your organization 

currently interacts with, please list these organizations.) 

Section C: Approach to navigation services 

C1. Describe any areas of your organization’s approach to navigation services that would 
differ from the “current” approach of your organization described in “Section B: 
Experience in navigation services.”  

C2. Describe your organization’s proposed approach to ensure that it is able to meet the 
navigation needs of diverse populations, including veterans, LGBTQ, etc. 

C3. Describe your organization’s proposed approach to interacting with local providers, 
including: 

o How would your organization engage local providers in the pilot design? 
o How would your organization build relationships with local providers and interact 

with them, if your organization does not have existing relationships? 
o How would your organization receive referrals from local providers (e.g., PCPs, 

pediatricians, medical specialists)? 
o How would your organization collect and maintain up-to-date information from 

local behavioral health providers to support facilitated connection and scheduling 
(e.g., provider demographics, provider availability, insurance plan 
coverage/network)? Are there existing databases your organization would use? 

C4. Describe your organization’s proposed approach to interacting with community partners, 
including: 

o How would your organization engage local community partners in the pilot 
design? 

o How would your organization build relationships with community partners, if your 
organization does not have existing relationships? 

o How would your organization receive referrals from community partners? 
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Section D: Technical capabilities 

D1. Please indicate below which of the required technical capabilities (described in Section 
“Required Capabilities”) your organization already has for current services: 

o Website with overview of behavioral health resources (e.g., self-directed tools, 
provider directory) 

o Phone line / system / PBX (private branch exchange) 
o Caller record tracking system 
o Platform for navigation staff, with system to collect interaction metrics 
o System/approach to collect local provider appointment availability  
o Automated secure emailing system to individuals in need and providers 

D2. Describe your organization’s system/approach to collect local provider appointment 
availability, including: 

o Does your organization have the technical capability to electronically view 
schedules (i.e., availability) of local providers to support scheduling appointments 
for individuals in needs? 

o If no, what would it take for your organization to offer this capability? 
D3. For the technical capabilities your organization already has, how would your organization 

adapt and deliver these capabilities for the pilot?   
D4. For the technical capabilities your organization already has, what platform or software will 

your organization use to deliver each technical capability?   
D5. For the technical capabilities your organization does not already have, how will your 

organization develop these capabilities prior to the pilot launch? 
D6. Does your organization anticipate needing other technical capabilities beyond the ones 

listed above? 

Section E: Ability to scale across counties 

E1. Does your organization currently provide any services in Pasco, Pinellas, or Polk 
counties? 

E2. Describe your organization’s proposed approach to scaling navigation services across all 
four counties, including: 

o How would your organization sequence scaling across counties? 
o How would your organization approach engagement of local providers and 

community stakeholders in these counties? 
o How would your organization use data (quantitative and/or qualitative) to inform 

scaling services from Hillsborough to other counties? 

Section F: Staffing model 

F1. Describe your organization’s proposed staffing model for the pilot in Hillsborough County, 
including: 

 
Please complete the below table.  
 



13 

 

*TBT requires the navigation partner to have a minimum of one licensed, master’s level 
clinician to supervise call center staff and provide appropriate level of clinical support for 
assessment and triage 
 How many 

FTEs would 
your 
organization 
have to 
support the 
pilot? 

How many 
of these 
FTEs would 
be newly 
hired to 
support the 
pilot? 

Is this staff 
capable of 
assessing and 
triaging 
substance use 
disorders? 

What is the linguistic 
and cultural 
competency of this 
staff?  

Non-clinical 
navigators 

    

Peers     
Therapists 
(e.g., LCSW, 
licensed 
mental health 
counselor) 

    

Other (please 
specify any 
other staff 
members that 
would be 
involved in 
the pilot, 
including but 
not limited to 
prescribers, 
PAs, etc.) 

    

 
F3. Describe your organization’s proposed approach to managing staff, including: 

o How would your organization organize staff shifts to provide navigation services 
24/7? 

o How would your organization flex staffing levels to meet peak demand times? 
o What would be your organization’s supervision structure for staff? 
o How would your organization approach training staff to navigate individuals in  
o need to local behavioral health resources? 

Section G: Administration 

G1. Describe your proposed approach to performance management, including: 
o How would your organization perform quality assurance for calls? 
o How would your organization use data (quantitative and/or qualitative) to learn 

and improve within this pilot? 
o How frequently would your organization provide access to data and reports to 

TBT? 
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G2. Describe your proposed approach to customer service, including: 
o How would your organization collect and incorporate feedback from individuals in 

need, local providers, and community stakeholders? 
o How would your organization address and resolve customer service-related 

issues? 

Section H: Implementation plan 

H1. How long would it take your organization to build and launch navigation services in the 
pilot county (Hillsborough) and the scaled counties (Pasco, Pinellas, Polk)? Assume that 
the pilot county will launch first. 
 
Please complete the below table. 
 Pilot County 

(Hillsborough) 
Scaled Counties (Pasco, 
Pinellas, Polk)  

Number of 
months to 
build and 
launch 
navigation 
service 

  

 
H2. Describe your proposed implementation plan to build and launch navigation services for 

the pilot county (Hillsborough), including the major implementation activities and 
estimated time for each. 

H3. Describe your proposed implementation plan to build and launch navigation services for 
the scaled counties (Pasco, Pinellas, Polk), including the major implementation activities 
and estimated time for each. 

H4. What potential hurdles to implementation does your organization anticipate, and how will 
your organization mitigate them? 

Section I: Misc. response 

• Has your organization participated in similar models before? If so, what does your 
organization view as key factors to success or failure? (1000 words or less) 

• What distinctive characteristics / capabilities would your organization bring to TBT? (1000 
words or less) 

• What other services (not mentioned above) could your organization provide to the pilot? 
Why should TBT consider those services? (1000 words or less) 
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Optional Questions 

TBT is also interested in understanding the navigation partner’s ability to provide adjacent 
services. Inability to provide the below services will not impact the contract award. 

Optional Section J: Peer supports 

J1. Is your organization able to provide peer supports for the pilot in addition to the 
navigation services? See section “Key Definitions” for a description of peer supports. 

J2. Describe your proposed approach to peer supports, including: 
o Does your organization currently staff trained peer mentors? 
o Which behavioral health conditions would the peer supports of your organization 

be qualified to support? 
o How would your organization recruit peer mentors? 
o How would your organization include licensed peers in the pilot operating model 

(e.g., as navigators)?” 

Optional Section K: Short-term counseling 

K1. Is your organization able to provide short-term counseling services for the pilot in addition 
to the navigation services? See section “Key Definitions” for a description of short-term 
counseling. 

 
 
Cost Proposal 

Please complete the Cost Proposal Template in Excel.  
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Confidentiality 

This Request for Proposal (RFP) contains confidential and proprietary information that is the 
property of Tampa Bay Thrives (TBT), which is provided for the sole purpose of permitting the 
Vendor to respond to the RFP. The Vendor agrees to maintain such information in confidence 
and not to copy nor disclose this information to any person outside the group directly responsible 
for responding to its contents. The contents of this document may not be used for any purpose 
other than for preparation of a response to this RFP. 

Confidentiality of Proposals 

TBT will not disclose any Vendor's confidential information in the RFP response that is clearly 
marked as such, (i.e. that which is not otherwise publicly available), to any party other than the 
RFP evaluators, staff, board of directors and attorney in connection with the preparation of this 
RFP and the evaluation of all submitted responses.  In the event any information supplied to 
TBT is confidential, please note such confidentiality in a separate letter. TBT is willing to execute 
a nondisclosure agreement acceptable to the Vendor’s legal counsel if requested by the Vendor 
in connection with the submission of its response or further negotiations. 

News Releases 

Vendors who are submitting a proposal are not at liberty to discuss this RFP. If a Vendor is 
awarded a contract, they are not to release the details, either orally or in writing, of this RFP 
without prior written consent of TBT. TBT shall review and approve any written news releases 
prior to release. 

No Contractual Relationship 

Nothing contained in this RFP creates, nor shall be construed to create any contractual 
relationship between TBT and any Vendor. TBT makes no commitment in or by virtue of this 
RFP to purchase any services from any Vendor. Nor does receipt of any Vendor's quotation 
place TBT under obligation to enter an agreement to purchase supplies/services ("Agreement") 
with that or any other Vendor. Such Agreement shall be in a form acceptable to TBT’s legal 
counsel and shall be signed by both parties. The Vendor agrees, however, to incorporate its 
representations set forth in its response to this RFP concerning performance into the 
Agreement.  Each response shall constitute an offer, which remains valid for a minimum period 
of 90 days after the submission date.  Any response submitted by a Vendor is subject to review 
and negotiation by TBT’s legal counsel. 

Quotation Costs and Liability 

Expenses incurred in preparing and presenting a response to TBT are the sole responsibility of 
the Vendor and may not be charged to TBT in any way. The Vendor specifically agrees that TBT 
shall have no legal liability of any kind for its actions in releasing this RFP or considering and 
choosing among the proposals. Nor shall TBT accept any liability or responsibility for the 
Vendor's actions vis-a-vis TBT or any third party in receiving and responding to this RFP. 

Basis for Award of Agreement 
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TBT reserves the right, in its sole discretion and for any reason whatsoever, to accept, reject or 
terminate consideration at any time of any or all quotation without explanation. TBT specifically 
reserves the right to contract with a Vendor that does not offer the lowest price or with one or 
more companies that did not submit a quotation and to modify the terms of the proposal prior to 
execution of the Agreement.  

Amendments to RFP 

TBT serves the right to amend, modify, withdraw, cancel or terminate this RFP at any time.  If 
the RFP is amended or modified, it will be in writing from TBT.  Vendors are required to 
acknowledge all amendments in writing. 

Exceptions to the RFP 

Any exception to the RFP by the Vendor must be explained in detail in writing.  An exception is 
defined as the Vendor's inability to satisfy a requirement in the manner specified in the RFP.  If 
the Vendor provides an alternative solution, the costs and the benefits of the alternative solution 
must be completely explained as well as any assumption made in proposing such solution.  TBT 
shall not be bound to consider such alternative solutions, but may do so at will. 

Governing Law 

The laws of the State of Florida shall govern any agreement between Vendor and TBT.  

Compliance 

Vendor shall be in full and complete compliance with any and all applicable federal, state and 
local laws and regulations, including, without limitation, all Equal Employment Opportunity 
Commission regulations and requirements. 

Vendor agrees that its submission of a response to this RFP constitutes a binding 
agreement to be bound by the obligations set forth herein and that such obligations shall 
survive if TBT elects not to (i) respond to such submission or (ii) having initially responded, 
to enter an agreement with Vendor.   
NOTE: UNLESS OTHERWISE EXPRESSLY STATED HEREIN, ALL QUOTATIONS 
FURNISHED PURSUANT TO THIS REQUEST SHALL BE DEEMED TO BE OFFERS.  ANY 
EXCEPTIONS TO THIS RFP MUST BE CLEARLY AND SPECIFICALLY NOTED.  TAMPA 
BAY THRIVES RESERVES THE RIGHT TO REJECT ANY OR ALL OFFERS FOR ANY 
REASON.  
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