AMENDMENT TO INDEPENDENT CONTRACTOR AGREEMENT

THIS AMENDMENT (the "Amendment”) amends the Independent Contractor Agreement
(the “Agreement’) dated February 12, 2013 between the Connecticut Health Insurance
Exchange dib/a Access Health CT, a quasi-public agency created by the State of Connecticut
(the “State”) with an office at 280 Trumbull Street, 15" Floor, Hariford, Gonnecticut 06103 (the

“Exchange”) and Maximus Health Services, Inc., with an office at 30 Broad Street, New Yok,
New York 10004 (the “"Contractor”),

WHEREAS, the Exchange requires additional services from Contractor; and

WHEREAS, the parties have engaged in a discussion of such additional services and a
new associated pricing model; and

WHEREAS, the Contractor has agreed to provide the services defined herein

(“Expanded Services”) on the terms and condlitions sef forth herein and according to the revised
pricing model {(Schedule 3);

NOW, THEREFORE, the parties agree as follows:

1. Section 1 of the Agreement, “Scope of Setvices," shall be amended to read in its entirety as
follows:

Scope of Services, The Contractor shall perform all of the services set forth in the
Exchange Call Center Request for Proposal dated Qctober 5, 2012 {the “RFP”) and the
Gontractor's response thereto {the “Response”), including but nof limited to, the )
Requirements Traceability Matrix as amended as set forth on Exhibit A-1 attached
hereto (the “Services"), ‘The Services shall Include the following Expanded Servicas: .

¢ Employ four individuals (i} who are trained and licensed as health
insurance brokers in Connecticut; (if) who are appointed by all health
plans offering coverage through the Exchange, and (i)} who have
satisfactorily completed the Exchange’s training program for brokers
{the “Qualified Brokers") for the initial period of Call Center operations
{October 1, 2013 through March 31, 2014), and theteafter, employ
two individuals who mest these requirements; provide call center
represeniative frainihg, and any other appropriate training, to the
Qualified Brokers, to enable them to properly assist callers who
request the assistance of a broker. Qualified Braker staffing
adjustments may be made consistent with changas in enrollment
volumes, subject to the Exchange's prior written approval. Any
reduction in Qualifled Broker staffing will be accompanied by
appropriate reductions in charges to the Exchange for Qualified Vi,
Broker servicest Contractor-acknowledges that the Qualified Brokers'
salaries are exclusive of commissions and agrees that each Qualified
Broker will receive all commissions in addition to a base satary of no
less than $50,000 per year; RS
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« Handle calls regarding technical problems encountered by users of
the Access Health CT system, including the consumer portal and the
worker portal and related processes (the “HIX System”) and establish
a communications process and channel between Maximus and the
Exchange's Tier 3 Help Desk (Deloitte/BEST), as approved by the
Exchange, with respect to such technical problems. Contractor
acknowledges that the HIX System, as defined, will include Deloitte
Releases Nos. 2, 3 and 4;

¢ Take calls and process telephone applications for individuals for
insurance coverage and coverage under the State's Medicaid and low
income children’s heaith benefits programs (*"HUSKY") through the
HIX System;

« Handle calls relating to exemptions and appeals by providing
information about the exemplion or appeals process, ordering the
appropriate forms for the caller, and referring the caller to a contact
inside or outside of the Exchange (as specified by the Exchange) if
necessary;

e Comply with state and federal requirements regarding offering callers
the opportunity to register to vote {and keep required records relaling
thereto for two years) via the process described in Schedule 5, and
refer any callers who ask for assistance in filing out a voter
registration application to designated individuals at the Exchange;

e Provide staffing at the Call Center with a sufficient number of Call
Center Representatives (“CCR’s") to render the Services, including
the Expanded Services, and to meet the Service Level Requirements
in Schedule 2 hereof, from 8am to 8pm Monday through Friday, and
Saturdays from 11:00 am to 3:00 pm. MAXIMUS will also provide
extended Saturday hours to correspond with selected NIPA or other
events, provided that the Exchange provides at least seven (7) days’
prior notice of the event and will provide extended or aliernate
Saturday hours at the request of the Exchange upon at least seven
(7) days’ prior notice;

+ Handle calls requesting Exchange forms (g.qg., verification forms) and
send appropriate information to the Exchange's printing coniractor for
fulfiiment of request;

« Adapt Call Center work flows, processes and staffing as necessary to
account for and coordinate with the computer processing system and
other processes developed for the operation of the HIX System
provided that the Exchange, both itself and in conjunction with its
other subcontractors and agents, provide such reasonable
cooperation and information as may be necessary for MAXIMUS to
comply;
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2.

+ Collaborate, when requested by the Exchange with the Connecticut
Department of Social Services (“DSS”) and its contractors with
respect to coordination of calls and referral of calls for the State’s
Medicaid and low-income children’s population and for other
programs not currently being served under the Agreement.

s Acquire additional work stations, computers, telephone equipment,
hardware, licenses, facilities, etc., and perform related additional
installation and other work as necessary to accommodate the
Expanded Services and increased level of staffing;

¢ Ensure that at least two (2) call center phone numbers can be used as
requested as dedicated numbers so that the Exchange can track the
effect of marketing communications which specifically reference those
numbers; and

« Modify Contractor’s training plan and processes to reflect all changes
in Services and requirements described above.

ltem (ii) of Section 4(b)(ii} of the Agreement shall be amended to add reference to Saturday
hours as follows:

(i) the failure of the call center to be fully operational during the hours of 8:00 a.m. to 8:00

p.m. ET Monday through Friday and for Saturday hours as specified in the Expanded
Services (except for downtime agreed to by the Exchange in advance).

Section 6 of the Agreement, “Representations and Warranties,” shall be amended to add the
following:

(h} Charges for any labor included in the Expanded Services are consistent with the Rate
Card in Exhibit D.

(i) The Confractor is aware of the circumstances which gave rise to the need for the

Expanded Services, including, the functions and limitations of the HIX System and the
respective roles to be played by the Contractor and DSS and its contractors with respect
to assisting the public in applying for health insurance coverage and coverage under the
State’s Medicaid and low-income children’s health benefit programs through the
Exchange. Contractor has done the due diligence it believes is necessary to understand
(1) its role in assisting callers with respect to the State benefit programs and the health
insurance programs and (2) the present and intended future purpose and general
functionality of the HIX System and how the operation of the HIX System is likely to
affect its current and future operations. Moreover, Contractor represents that Expanded
Services as they are defined herein are the result of such due diligence. To the best of
Contractor's knowledge, the Contractor believes that the Expanded Services identified in
this Amendment, when combined with the Services, constitute all of the work required
for the Contractor {o operate the Call Center and meet the Service LLevel Requirements,
taking into account the HIX System and the respective roles to be played by the
Contractor, DSS and its coniractors with respect to assisting the public. The new
charges reflected in Revised Schedule 3 to this Amendment are based on Contractor’s
diligence and Contractor recognizes that it will not be entitled to any increase in its
charges or any additional payments of any kind prior to April 2015.
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4. Section 12 of the Agreement, “Nondiscrimination, Affirmative Action, State Ethics, Executive
Orders and Trafficking Victims Protections Act of 2000,” is amended to read in its entirety as
follows:

Notice of Special Compliance Requirements. The Contractor shall
comply with all provisions set forth on Exhibit C with respect to
Nondiscrimination and Affirmative Action, Certain State Ethics
Requirements, Applicable Executive Orders of the Governor, and the
Trafficking Victims Protection Act, and shall comply, as applicable, with
the Cost Principles for State, Local and Tribal Governments,
Subcontractor Reporting and Executive Compensation, and General
Contractor Registration and Universal Identifier Requirements reflected in
Exhibit C.

5. Sections 14(b), {c) and (e) shall be amended to read in their entirety as follows:

b)

Prior to April 2015, the Contractor shall not be entitled to any increase in any of its
charges unless such increase is agreed to pursuant to subsection 14(a) above.
Commencing April 1, 2015, if the Contractor wishes to make a change to the Services or
charges based on what it believes to be a material change in the HIX System which
materially affects its operations, the Contractor may submit a proposed Change
Request, detailing the problem and the desired solution, an impact summary, including
estimates regarding additional time and costs, total additional charges and a description
of how the change would be implemented if approved. The parties shall meet {o review
the Change Request in good faith to determine whether the Change Reqguest is
reasonable and whether a material change has occurred. [f both of these conditions
have been met, the parties shall explore in good faith whether the Change Request can
be implemented without an overall increase in cost. If the parties agree in good faith that
the change cannot be performed without increasing the overall cost of the Services (after
exploring in good faith whether cost savings can be achieved in other areas), and if the
parties agree in good faith that the change is necessary, the parties shall negotiate in
good faith an equitable charge for the Change Request that is consistent with the rate
card attached as Exhibit D hereto and with the pricing of the Services overall. No such
Change Order shall become effective until it is in writing and signed by both parties. In
the case of the Exchange, the Change Order must be signed by the Exchange’s CFO.

If prior to April 2015, there has been a material change to the HIX System which
materially affects Contractor's operations, the parties shall engage in good faith
discussions to determine whether cost savings can be achieved elsewhere in the
operation of the Services {(without compromising the quality or reliability of the Services),
and if the parties so agree, a Change Order memorializing any agreed upon changes in
Services necessary to achieve such cost savings shall be executed by the parties. In
the case of the Exchange, the Change Order must be signed by the Exchange’s CFO.

For purposes of this Section 14, if a Change Order agreed to by the parties will require
additional out-of-pocket costs {e.q., purchase of equipment), the Contractor shail pass
through such costs to the Exchange with no margin or mark-up. The Contractor may
charge a reasonable amount for the time spent by Contractor personnel in procuring any
of the additional items covered by the Change Order. Detailed charges for such time
shall be included as a separate line item on any Change Order.

4
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6. Section 18.6 of the Agreement shali be amended to add the following:

The Contractor acknowledges and agrees that such audits may include a
review or audit of Call Center calls, Call Center minutes per call, CCR and
broker activities, etc., and Contractor shall cooperate fully and supply all
requested information in connection with any such review or audit. Upon
request, the Coniractor shall also supply further information on costs or
charges required by the Exchange in connection with other governmental
reviews or its negotiation of cost-sharing arrangements with DSS.

7. Section 18 of the Agreement shall be amended to add the following section:

Section 18.16 The Contractor shall execute the Business Associate
Agreement attached herefo as Exhibit E.

8. In Exhibit A of the Agreement, the third paragraph and the chart following the third
paragraph shall be deleted.

9. In Exhibit B of the Agreement, the paragraph labeled “Deadlines/Timelines,” shall be revised
in its entirety as follows:55

The parties agree that the operational “go live date” is September 3, 2013
and that the Call Center shall commence taking calls from the public on
that date. On October 1, 2013, the Call Center shall begin to enroll
applicants. The parties have agreed to a Revised Work Plan, which is set
forth in Schedule 4 attached to this Amendment,

10. In Exhibit B of the Agreement, the section labeled “Compensation,” shall be amended to
read in its entirety as follows:

A. The parties agree that the Fixed Stand-Up Charges and the
Operations Charges (Fixed and Variable) are reflected on Revised
Schedule 3 attached hereto.

B. The Exchange shall pay the Fixed Stand-Up Charges as set farth on
Revised Schedule 3. The Exchange shall not be liable for any Stand-
Up Charges in excess of those set forth on Revised Schedule 3.

Commencing 10/1/2013, the Contractor shall invoice the Exchange on a
monthiy basis for the Operations Charges and shall show as a detailed
deduction from the owed amount any penalties incurred in connection
with Schedule 2 regarding the Service Level Requirements. If the
Contractor fails to deduct any penalties owed, the Exchange shall have a
right to calculate the deduction and deduct such penalties from the
invoiced amount.
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C. Fixed Stand-Up Charges and Operations Charges are all-inclusive.
The Exchange shall not be required to reimburse Contractor for any
costs or expenses which are not already included in the Fixed Stand-
Up Charges or Operations Charges.

D. At the conclusion of the first year of operations (i.e., on 9/1/2014), the
parties will re-examine fixed monthly costs to locate efficiencies that
can be achieved after the start-up period and shall negotiate in good
faith to make appropriate reductions in such costs. In addition,
beginning 9/1/2014, the parties will review data regarding call volume
{o determine whether the estimates of call volume (in minutes) shown
on Schedule 6 (the “Estimated Minutes”) have proven to be
reasonable and accurate. In the event that the Estimated Minutes do
not prove to be accurate, the parties shall negotiate in good faith (i} an
appropriate reduction in the Fixed Operations Charges in Schedule 3
(in the event that actual minutes used are lower than the Estimated
Minutes), or {ii) a reasonable plan to attempt to reduce the number of
actual minutes used (in the event the actual minutes used are greater
than the Estimated Minutes).

11. Exhibit C of the Agreement shall be amended to add the following:

E. Cost Principles for State, Local and Tribal Governments.

As a Subcontractor of a federal grant recipient, Contractor is subject to
the federal cost principle requirements as set forth in Title 2 Part 225,
State, Local, and Indian Tribal Governments {previously A-87), if
applicable.

F. Subconiractor Reporting and Executive Compensation.

As a Subcontractor of a federal grant recipient, Contractor is subject {o
the reporting requirements of the Federal Funding Accountability and
Transparency Act of 2006 (Pub. L.109-282), as amended by section 6202
of Public Law 110-252 and implemented by 2 CFR Part 170, if applicable.
Subcontractors of a federal grant recipient must report information for
each first tier subaward of $25,000 or more in Federal funds and
executive total compensation for the recipient's and subrecipient's five
most highty compensated executives as outlined in Appendix A to 2 CFR
Part 170. Information about the Federal Funding and Transparency Act
Subaward Reporting System (FSRS) is available at www.fsrs.gov.

(G. Central Contractor Registration and Universal Identifier Requirements.

As a Subcontractor of a federal grant recipient, Contractor is subject to
the requirements of 2 CFR Part 25, Appendix A, if applicable.
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H. IRS Requirements.

Performance: In performance of this Agreement, the Contractor agrees {o
comply with and assume responsibility for compliance by it and its employees with the
following requirements:

(1) All work will be done under the supervision of the Contractor or the
Contractor's employees.

(2) Any federal tax returns or return information {(hereinafter referred to as returns
or return information) made available in any format shall be used only for the purpose of
carrying out the provisions of the Agreement. Information contained in such material will
be treated as confidential and will not be divulged or made known in any manner to any
person except as may be necessary in the performance of this Agreement. Disclosure
to anyone other than an officer or employee of the Contractor will be prohibited.

(3) All returns and return information will be accounted for upon receipt and
properly stored before, during, and after processing. In addition, all related output will be
given the same level of protection as required for the source material.

(4) The Contractor certifies that the data processed during the performance of
this Agreement will be completely purged from all data storage components of its
computer facility, and no output will be retained by the Contractor at the time the work is
completed. If immediate purging of all data storage components is not possible, the
Contractor certifies that any IRS data remaining in any storage component will be
safeguarded to prevent unauthorized disclosures.

(5) Any spoilage or any intermediate hard copy printout that may result during the
processing of IRS data will be given fo the Exchange or its designee. When this is not
possible, the Contractor will be responsible for the destruction of the spoilage or any
intermediate hard copy printouts, and will provide the Exchange or its designee with a
statement containing the date of destruction, description of material destroyed, and the
method used.

(6) All computer systems receiving, processing, storing, or transmitting Federal
fax information must meet the requirements defined in IRS Publication 1075. To meet
functional and assurance requirements, the security features of the environment must
provide for the managerial, operational, and technical controls. All security features must
be available and activated to protect against unauthorized use of and access to Federal
tax information.

(7) No work involving Federal tax information furnished under this Agreement will
be subcontracted without prior written approval of the Exchange.

(8) The Contractor will maintain a list of employees authorized access. Such list
will be provided to the Exchange and, upon request, to the IRS reviewing office.

{9) The Exchange will have the right to void the Agreement if the Confractor fails
to provide the safeguards described above.
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Criminal/Civil Sanctions:

(1) Each officer or employee of any person ta whom returns or return information
is or may be disclosed will be notified in writing by such person that returns or
return information disclosed to such officer or employee can be used only for a
purpose and to the extent authorized herein, and that further disclosure of any
such returns or return information for a purpose or to an extent unauthorized
herein constifutes a felony punishable upon conviction by a fine of as much as
$5,000 or imprisonment for as long as 5 years, or both, together with the costs of
prosecution. Such person shall also notify each such officer and employee that
any such unauthorized further disclosure of returns or return information may
also result in an award of civil damages against the officer or employee in an
amount not less than $1,000 with respect to each instance of unauthorized
disclosure. These penalties are prescribed by IRC sections 7213 and 7431 and
set forth at 26 CFR 301.6103(n) - 1.

(2) Each officer or employee of any person to whom returns or return information
is or may be disclosed shall be notified in writing by such person that any return
or return information made available in any format shall be used only for the
purpose of carrying out the provisions of this Agreement. Information contained
in such material shall be treated as confidential and shall not be divulged or
made known in any manner to any person except as may be necessary in the
performance of the Agreement. Inspection by or disclosure to anyone without an
official need to know constitutes a criminal misdemeanor punishabile upon
conviction by a fine of as much as $1,000 or imprisonment for as long as 1 year,
or both, together with the costs of prosecution. Such person shall also notify each
such officer and employee that any such unauthorized inspection or disclosure of
returns or return information may also result in an award of civil damages against
the officer or employee in an amount equal to the sum of the greater of $1,000
for each act of unauthorized inspection or disclosure with respect to which such
defendant is found liable or the sum of the actual damages sustained by the
plaintiff as a result of such authorized inspection or disclosure, plus in the case of
a willful inspection or disclosure which is the result of gross negligence, punitive
damages, plus the costs of the action. These penalties are prescribed by IRC
section 7213A and 7431.

(3) Additionally, it is incumbent upon the Contractor to inform its officers and
employees of the penalties for improper disclosure imposed by the Privacy Act of
1974, 5 U.S.C. 552a. Specifically, 5 U.S.C. 552a(i)(1), which is made applicable
to Contractors by 5 U.S.C. 552a(m)}(1), provides that any officer or employee of a
Contractor, who by virtue of his/her employment or cfficial position, has
possession of or access to IRS records which contain individually identifiable
information, the disclosure of which is prohibited by the Privacy Act or regulations
established thereunder, and who knowing that disclosure of the specific material
is prohibited, willfully discloses the material in any manner to any person or
agency not entitled to receive it, shall be guilty of a misdemeanor and fined not
more than $5,000.

(4) Contractor must maintain its authorization to access FTI through annual
certification by the Exchange that the Contractor understands the Exchange’s
security policy and procedures for safeguarding IRS information. For both the
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initial certification and the annual recertification, the Contractor will be required to
sign, either with ink or electronic signature, a confidentiality statement certifying
its understanding of these security requirements. The Exchange will provide the
annual training required for certification and recertification.

Inspection: The IRS and the Exchange shall have the right to send their officers
and employees into the offices and plants of the Contractor for inspection of the
facilities and operations provided for the performance of any work under this
Agreement. On the basis of such inspection, specific measures may be required
in cases where the Contractor is found to be noncompliant with these
safeguards.

12. Schedule 1 of the Agreement shall be amended in its entirety and replaced with the
“‘Revised Schedule 17 attached hereto.

13. Schedule 2 of the Agreement shall be amended in its entirety and replaced with the
“‘Revised Schedule 2” attached hereto.

14. Schedule 3 of the Agreement shall be amended in its entirety and replaced with the
“Revised Schedule 3” attached hereto.

15. Any references in this Amendment or the Agreement to any particular schedule or exhibit
which has been revised pursuant to this Amendment shall be deemed to refer to the revised
schedule or exhibit.

16. The parties agree that in the event of a conflict between the terms of this Amendment and
those of the Agreement, the RFP or the Response, the terms of this Amendment shall take
precedence. The parties acknowledge that, except for the description of Services included
in the RFP and the Response (as referenced in Section 1 of this Amendment), the RFP, the
Response and the Contractor's Best and Final Offer are superseded by the Agreement and
this Amendment.

[Signature page follows.]
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IN WITNESS WHEREOF, this Amendment has been read and signed by the duly
authorized representative of each party.

THE CONNECTICUT HEALTH MAXIMUS HEALTH SERVICES, INC,
INSURANCE EXCHANGE
d/bfa ACCESS HEALTH CT

Name: Name:

ng:: C// éé(,zﬁ ;:) S;'?ef: i /{:‘? // {}
/ Adam Polatnick
Vice President
Assistant General Counsel|
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Appendix B - Requirements Traceability Matrix
If the Responder does not agree to comply with a requirement as written, and/or has some modifications to the functional requirement language, and/or

L1
1.2,
1.3,
.4,
L3,
L.6.

Place the letter “N” in the Comply column. {“N” stands for “N¢” and indicates Responder does not agree with the requirement as written.)

Copy and paste the functional requirement from the “Requirements” column into the corresponding cell in the “Responder Response” column on the right side of the page.

The Responder should then make its proposed revision to the functionai requirement language by striking out word(s) and/or inserting the desired language to the text in the “Responder
AFTER completing the proposed revision, the Responder may add a conclse explanation concerning the reason for the proposed revision within the cell in the “Responder Response”
The Responder should not view the possibility of requesting changes as an opportunity to re-write the entire RFP. The Client expects the Responder to comply with the requirements as
See “Examples — Format of Required Responses” that follows for an example of responding to this type of requirement (Ref, # 3).



Examples — Format of Required Responses

Ref Requirements Fit Gap
# of
Proposed
Solution
1 . B hlfwiynnﬂl
The Responder’s responsibilities include: s 5
i ety il
z 1.  Track and manage problems. ¥ "'%."' ik
fixie
ol X
3 2, Perform proactive and reactive troubleshooting N %_\ ! :
to effectively identify and resalve problems. 4 denitydnd:
ectively identify olve p s r e '@?‘H

A Responder should enter a “y” —l
{Yes) or “N” (No) to indicate if it
complies with the requirement as
written.

Where a cell is shaded under the
“Comply (Y/N)” column, no
response is required.

Responder Response/Comments

A Responder should enter a “y”
(Yes) or “N” (No) to indicate if it
complies with the requirement as
written,

Where a cellis shaded under the
“Comply (Y/N} column, no
response is required.




2 Per Sectlon 4.1 of the RFP, the Responder’s Call Center proposal shall consist of the following sections, in i i g (s
the order listed below: by o Bt
L Cover Letter i A A "l?e N
2 Table of Contents :'.‘ i L : d % oy
3. Executive Summary ?{“L‘” ’”)?& 5 i i ) " ; r\ Y ) ﬁ‘f ; ;
4. Organizational Capability % : ) it e b "’{; *%d:
s.  Approach and Methodology i_:‘c ; : v iy ) T «é{}- ‘eﬁg“
6. Level of Fit of the Proposed Solution B v“ ; Bl T : s :ﬁ‘&ﬁ
7. Project Timeline lary Y ; g ﬁ%
8. Scope Exclusions ! e & el A ' % F:‘m,:
9. Cost/Pricing Praposal i i AR A
3 Per Section 4.1.1 of the RFP, tha propesal created by the Responder shall be submitted on 8 %6* x 117 R AR ’ o R
double sided paper. A BRI
a Per Section 4.1.1 of the RFP, the narrative font size shall be no less than 11 polnts. Excepticns may be e ; 7 L 5;«5
made for footnotes, headers, or footers. | X : ! -x'..‘g
5. m‘ ; ! i : "“.“ Tf-
par Section 4.1.1 of the RFP, all electronlc files submltted will be pre-formatted for printing. These ' PR )
electronic files should be created {or fully compatible} with Micrasoft Office Word and/or Adobe PDF. o y 8 EER
& Per Section 4.1.2 of the RFP, the Responder shall submit ten (10) soft coples on CO-ROMs which will i i ¢q‘
contaln all documents {this Is In addltlon to & submission of a hard copy of the proposal). B i e
7 Per Section 4.1.2 of the RFP, the Responder shall submit six (8} hard cogles in binders erganized in the 5 ) ; %
order as specified in Section 4.1 of the RFP. Documents will be separated by tabbed dividers within the ; ipitend
binder. 1 : ‘,\.
g, Per Section 4.2 of the RFP, the Responder shall provide, as 2 separate document, an executive summary SR : W’%@
of thelr proposal. This document will be written to communlcate the Responder’s commitment to 3 : i
serving the interests of the Exchange, Tts approach, and the value-added capabilities to an Exchange i y i IR
exacutive-level audience. i ) A
9, Per Section 4.3 of the RFP, the Responder shall describe thelr organizational capability to provide the S BRI R R{%
scope of services described In this RFP, Rt i
10, Per Section 4.3 of the RFP, the Responder shall provide the following to demonstrate organizational '913 t“ﬂ i ‘
capability: i i ; e
1. 1. Adescription of the company, including when 't was established, number of SECHE ) JM G
employees, locatlons of corperate offices, and which offices the personnel that will be ; ) : r
assigned to the project are affiliated. | ) il
12, 2 State the number of Call Centers the Responder has implemented and operated and o8 i i “ﬁ' W
the number of employees with refevant training and experience in operating call centers for 8
health and human services programs. i i
13. 3. State whather parts of the services propesed are to be provided by a subcontractor Section: i ﬁi
and describe the relationship with the proposed subcontractor and the proposed l uw?
subcontractor’s role durlng this engagement. 2 3 i SRR e




4. |PerSection 4.3.1 of the RFP, the Responder shall describe their experiance In operating similar cal $°§'@i@':‘5"'5§ﬁ&\“ e "'f LR I %@% T%ﬁ%&‘
centers for three (3) or more environments of comparable size and complexity over the past five Eﬁ'ﬁ'\'ﬁ@?ﬁ’r f~1 it ; AR . ! i ; ;\Fﬁéw‘f
{5) years. while the Responder should demonstrate the breadth and depth of thalr experience, they A (i AL ; ik
should also highlight experience in delivering these solutions to State and/or Federal government cllents, fQJ’J St i Tl "‘*“?i
(,}-S ¥ ,& S : | :‘:
15, |PerSection 4.8.2 of the RFP, the Responder shall document their experience and descriptions which Seonza R
shall include: o i i e : A d ?ﬁs
16 L Summary descriptions of the client organization {size, geographic locaticn, scope, T Aa T I B : I
industry, etc.). :‘ i o T i -‘".,ﬁﬁﬂ E:I
17. 2. Brief descriptions of consumer assistance services provided, R R A
12, 3. Scope of the effort In terms of total project cost (to the cllent), duration of the project, 5}3‘“‘“ T LR e A s
and team size (Responder resources). {% R N n e el ; G R
19. e AR e U e e e
Per Section 4.3.2 of the RFP, the Responder must provide contact Information for 2 minimum of three '?yl L E, S e 3 : 4 R Y ‘-wﬁ
(3) client references that the Exchange can contact. These referencas shotld be drawn from the projects fis 2 T ! ; B \\ ORI
summarized in Section 4.3.1: Responder Quzlifications of the RFP. The Responder will alse ensure that ﬂ“ : IR i ; i
the Exchange Is able to have appropriate access to the reference contacts listed, and should expect that ; "'4 ¥ S
such reference contacts will be contacted by the Exchange. ﬁf i : I 3
20 |PerSection 4.3.3 of the RFP, the Responder shall identify any assumptions being made with respect to St @3?1 et e
this service request as discussed in Section 2.5: Assumptions of the RFP. ﬂ,ﬁﬁﬁﬁé i g Ry
2. |PerSection 4.4.1 of the RFF, the Respander will describe how their solution fulfils the Exchange/IE }?éw“an,'ﬁ b 5
objectives as described in Sectlon 2.2.2: Future State of the RFP, JE}; flt i Aoy
22, jPer Sectlon 4.4.2 of the RFP, the Responder should describe how their Call Center services will Integrate oy : e
with the State Call Centers as described throughout the RFP, }%}'}" s ¢
23, :_Is'zuew "%E: 3 7 = V.
Per Section 4.4.3 of the REP, the Responder shal! descrive the propased services that may be deliverad ';%l'?‘ti"ib G ) e i i
from non-CT locations but within the United States. The description should include a detailed 559;] o ) "
explanation of the delivery mode!, touch points, resource pyramid {i.e., mix of senicr, mid, and junior A b
level resources), communication protocols, team experience levels, travel requirements, data security B e i
and other Integration considerations as deemad relevant. Additionally, please describe the method by _?h‘ L ; i o ; ! ; G
which consumer experience is measured and how performance is improved, I ; ; ; ; it
2. SR i %&ﬂ
Per Section 4.4.4 of the RFP, the Responder shall describe the major processes and methodologies that ) A R f‘ %(j
It will be employed In delivering the services. The Responder should address how they will Integrate g ; : o ﬁ ) ﬁé
thelr processes and tools with the various State benefit programs as described throughout the RFP. {‘ X i ; ‘ S A
T bt T
2. f“e"?s"htyo ooty ‘L“%
Per Section 4.4.10 of the RFP, the Responder should describe its governance ¢perating model Including ff\f" & : g J{‘ i

governance hierarchy, contract administration, performance maenitoring and reporting, project
manzagement, financial management, decision rights between the parties, interfacing with the functions,
and other enterprise stakeholders, Specifically, the Responder should include enough detail to
differentiate its best practices and operating models on governance structure and protocols (steering
committees, meeting type and frequency, etc.), refationship touch-points and checkpoints, service
delivery policy/procedures/process descriptions and tools. Ba specific about any ready-to-deploy web-
based tools, or third party too! provider arrangements and/or afliances that will provide additional value
te the management and alignment cf the refationship. This sectlon should also describe the Respander’s
proposed account team structure and the qualifications of the team and should identify the key
personnel (e.g., account manager) to be assigned to the Exchange account, who can be Identified at the
time of submission of this proposal,

T~



26.

Per Sectlon 4.4.1% of the RFP, the proposal should describe how the Responder would add value to the
described areas. The Responder should describe any urlque capabilities it possesses for assisting the
Exchange in achieving additional improvements and deseribe how it will make such capabllities avallable
to the Exchange.

27.

Per Sectlon 4.4.11 of the RFP, If the Responder has notable capabliitles that fall outside the scope of this
RFP, but may have considerable vaiue to the Exchange, they are encouraged to describe those
capabilities in their proposals. Describe how the velue-add capabilities could be applied to the Exchange.
envirenment.

28,

Per Section 4.6 of the RFP, the Respendar shall provide a high-level description of the Responder’s
envisioned timeline for this project. The timeline should be based on a full project plan and include all of
the milestones and deliverables in Section 2.1: Scope of Solicitation of the RFP,

Per Section 4.5 of the RFP, the Respander shail provide a description of the majer tasks to ke performed
in the work plan, by phase and with associated deliverables, and must utifize the milestenes and
assoclated deliverables outlined in the RFP,

30.

Per Section 4.6 of the RFP, the Responder should provide a work plan in M5 Project format that details
the tasks and activitles, durations, dependencles, and resources based on the proposed approach and
methodoiogy, which will be executed to create the noted deliverables and complete the systemn
implementation.

3L

Per Section 4.7 of the RFP, the Respondar shall explicitly list what Is considered to be outside of the
scope of the project.

32,

fer Section 4. 8 of the RFP, the Responder shall submit a fixed-price cost proposal based on Per Member
Par Manth (PMPM] fee. The proposal should include PMPM fees for two scenarios described in Sectien
2.2.3: Volumetrics of the RFP,

33,

Per Section 4.8 of the RFP, the Responder shall Include a time and materials rate card for additional
services.

34.

Responder confirms that, unless otherwise specifically stated, it will provide a solution that supports all
of the business processes described in this Request for Proposal and Its Appendlices, and that all
services, unless otherwise specifically stated, are included in the cost structure.

35.

Responder is committed to an approach of providing continuous improvement.

36.

38,

and adjusting services accordingly.

Responder will be responsive to the current and future requirements, by proactively anticipating needs,

RS
This section sets forth the Call Center Requirements that the vendor will suppert or provide, as of the
Commencement Date unless otherwise specified, for zll services that affect the Call Center described in
thls RFP.

The vendor shall coordinate the execution of il the processes between or and the Exchange in
order that al! the indlvidual components that make up the services are managed in an end-to-end
manner,




a1 |Thevendor shall provide support to afl the Exchange censumaers on both a reactive and a proactive basis. 5@{;&%‘@% .,.%ﬁm Fsm.:?fl?ae_ w,ﬁ TERECR 0(::. Wﬁ%‘i@ﬁ%
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The Call Center solution and its supporting systems shall communlcate to consumers In layman Y
language, using tarms that are clearly understood by the consumers and consistent with those usad by
the Exchange.

Support providing services to consumars, including tools, technology and processes. i Bt

o v W .‘ &
The vendor shall seamlessly coordinate and Integrate the Cal! Center with the Exchange Consumer Y O LA A EAns A ! igg’é"l?%a:’ﬁ@%ﬁ
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The Call Center shall seamlessly coordinate and integrate with applicable Exchange IT core system . Y

components, Including Web Portal enrollment, reporting, notlcing, appeals, etc.
The vendor shall provide a Cal! Center with processes for service delivery and service management Y
that are based on a standard and repeatable methodology {ex. ITIL-conformant).
The Call Center(s) shall be lccated In an off-site location{s} from the Exchange (epproved by the Y
Exchange), except for temporary periods where:
1. Calls are overflowed to a different Call Center locatlon to handle mzjor outages and Y
business releases.
2. Calls that overfiow to a different Cali Center location are handled by Call Center Y
personnel who have been tralned and are knowledgeable on the Exchange environment, i AR : il Al R .:‘C
Where mare than ene site is proposed for the delivery of Call Center services, any switching between ¥ SEetomElB LRI i % ‘ i N‘q ; ‘-
the sites must be seamless to callers to the Call Center. O S i ﬁ@; SRR




5t.  [The vendor shall utilize personnel that are dedicated to the Exchange and are not supplying services Y
to multiple clients of the vendor,
52.  {Thevendor shalt provide adequate technical infrastructure that includes at 2 minimum, equipment Y
: {computers, phones, headsets, web cams and others), telecommunications, Internet and others based
on the requirements set by Connecticut.
53. Y
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The system shall provide call monltoring of calls answered by Call Center personnel and recordings shall : (el =] B o)farefaid 5
) I ALY H
be made available to designated Exchange staff as needed and retained as per Exchange records arch}val {r;‘{;l wataydesh Ste ol G
requirements, ¥ K‘;%xiy CHS Hien
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The system shall assist consumers through Interactive Volce Response {IVR) technology. IVR should be e 5
customized for Exchange functionality, include the ability to assist In eligibility determination, confirm ot { i
enrollmant, asslst with automated cal! transfers, etc, Ot ERER T ; ;i SRy
sg, iThe system shzll have the ability to rmanage outbound IVR campaigns. Y 3 %m ) w e m 2 m@?ﬁ:ﬁ&%}m W




- SE e R
The system shall have the ability to add rules to outhound campalgns to direct consumers o inbound EA ‘J N _ le« J Al o ﬁf ;
VR self-service functions or te designated Call Center personne! during an outbound automated call. i, ! ¢ i S
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The syster shall provide virtua! hold and caliback features when thresholds are met for wait time to
allow consumers to hang up and receive an automated call when Call Center personnel is available.
62 The system shall provide consumers who make contact by phone with an estimated wait time to speak
with Call Center personnel.
63,  |The system shall have the functionality to issue customer service reports, and cther reports required by -,.}‘.. oy A AT ;
the Exchange for basic reporting needs. : ; { G
Py E R S B R T i
The system shall have the functionality to export IVR and CRM statistical data and contact information. \'@ﬁ? e T ' e e e Ay hﬁ‘&%ﬁ o
5.  |The system shal! have the functicnality to call people based on an IVR perlodic call list. &’eq,t% W p-"'“"t«" e B A R @ﬂ%ﬁw
g6. |Thavendor shall provide language translaticn services whather through Call Center personnel or SBE TR s 1@%
through a language line service; TTY shall also be provided, f&%
67. |The system shall have all prompts/recordings avallable for English and Spanish call flows. ";“ﬁuv emé’@ﬁl
& |The system shall assign a single ticket to a request and/or event. [5é e
§9.  [The system shall have the capacity to assign priority levels by skillset and provide skill based routing via a ,,"-,é J’\.‘ &EN\ N
telephony soluticn that allows consumers to reach the appropriate skill level for the Exchange’s unique ?: ¥ "'ﬂuh'vﬁ% “M
call types. i "‘ﬁ%‘bm i :
70. i P :’. ‘

The system shall allow for Call Center and support staff tc view informaticn about Exchange consumer
status (eligibllity, enroliment, as well as plan information}.




.

The system shall support Ingquiries for all health insurance optiens, including CHIP, Medicaid, Exchange,
etc., to support consumers whe cross programs.

o

72, [The Call Center shall provide consumers with unbiased clear Information and assist with the selection of : ]
plans that best meets their needs. ; s R
73, |The Call Center shall assist with custemer cheice as well as enroliment in the Exchange. S B T
7 |2.02  Service Level Requirements s | SectionS5
. e oL B e e
The Call Center will be avallable 8am to Bpm ET Monday through Friday except at Exchange approved f[g‘;i@- T AR U
times for systemn maintenance. The Call Center will answer 90% of calls within 30 seconds, 95% of calls ;\% ‘ i’: ; R S SR, iy 4
within 43 seconds, and 99% of calls within 60 seconds over a measurement period ef each day. m&"j' A i i il s
76, |The Call Center shall incorporate industry standards for average speed of answer metrics {20 seconds or %‘j 4] Y ERE £ i AR 5 :‘ L
less). A : : ! AN
77.  |The Call Center shall incorporate standards for abanden rate (less than 5%). G e i Fol i Rty
78.  |The Call Center shal! incorporate standards for first call resolution (resolvable calls) - 85%. R e E R e o B R
79. Secties ] TR : : e
The Call Center shall incorperate standards for metrics for first call reselution (all calls) 55% or greater, ’f{ﬁ; L i i i ARy AR ;
g0, |The Call Center shall establish a 90% consumer satisfaction goa! or better. ?@‘E SRS i i mk i e
oy Coriens : = . = T
The Call Center shall incorporate standards for average handle time - talk time before a call is resolved, i ; T J ‘i ‘
closed at Tier 1 or transferred to Tier 2 plus decumentation time - goal 8.5 minutes or less, ok o
a2, [The Call Center shzll Incorporate standards for average time spent by Call Center personnel off the : II -A\-\'
phone - research, tralning, administrative work, etc. goal 20% or less. % S
g3, |The Call Center shall incorporate standards for the average time Call Center persennel spends on calls - i i 4@.:
minimum acceptable goal 65%. ' k g B
84, {The Call Center will ensure that the weekly average number of incoming calls that are blocked (calls ’wr}‘ Wf
recelving a busy signal) will be no more than 1%. ; / D
85.  |The Call Center will ensure that the weekly average walt ar hald time will not exceed 120 {(one-hundred :

e

twenty) seconds per call.

e H

I

Cetwels - J i A g
g7, |The Call Center shall be capable of operating during 82am to 8pm Monday through Friday te provide ? ) i 2 ) %‘%@ﬁ
better customer service. i g ! ; ) AR,
2. | The system shall integrate seamlessly with other agency Call Centers in accordance with thelr hours of SEtonig i ! 4 ; i ; »'*g {%ﬁ




s,  |The Call Center shall have technical capacity and or staffing to provide 12 hours per day, 8am to 8pm v s’?ﬁj‘”"cﬁﬁn A TR e e, N
Monday through Friday support (level of support may vary) consistent with hours of operation, IVR '@'{‘; AN ! i A ; .%}\ﬁ;
system should have required level of support 24 X 7. if,f e N o A & : RN

90. |Thevender shall provide support based on the work heurs defined by Connectlcut. Y R e R R e

g1 [The Call Center shall provide emergency help desk and technical support on holiday, weekends, and v s*‘e‘i‘ P e : y i
after hours if necessary. i i

92, |Thevendor shall provide Call Center personnel that are exclusively dedicated to the Exchange Consumer ¥ et A i
Support., i;z ; ; ? i

93, |Thevendor shall make efficient use of staff and the scheduling of that staff. The vendor will allgn staff Y SEEtioneao
capacity with request and event arrival patterns. ' 'M" SR ! ol Tk : B

94,  |The vendor shall be responsible for understanding and continuousty reviewing and improving the ¥ T C N e R R i
historical arrival patterns of requests, and forecasting future arrival patterns for each type of request i A A i
arrival mode at 2 frequency that Is appropriate, in order to meet the metrics set forth In the Service ’ﬁr‘ 4 T iy ;

Level Agreement, §- e ke S A S b;\ o

95, |Per Sectlon 4.2.4 of the RFP, the Responder shall provide a brief narrative summarizing their staffing Y ﬁ%;é A T i o ;
plan. ety R ! ;

%.  [PerSecticn 4.3.4 of the REP, the Respender shall clearly indicate which proposed resource will be Y STt e e : g
dedicated to this project on a full-time equivalency basis in the Respander’s staffing plan. Pleasa note } Gl .‘ e i ; ¢ :‘.q
that the Exchange Is expecting a dedicated set of resources that are committed to this project and its é\‘ ﬁ‘ i i FERIES ; "_ S ‘ EM
timely success. S T R Mt

57.  |PerSection 4.3.4 of the RFP, the Responder shalt provide an organizational chart, including identification Y ey 3 AR AR R
(roles, responsibilities, skills, and qualifications) of Call Center personnel. b d i ] T

g8. |The Responder shall include the following in the staffing plan: e R i R ] S

9, 1. List all roles and key resources proposed for the project. The Responder must list the key staff Y SRR L i TR ; )

as well as additional staff needed to complete the project. o ; ] i sy
100. 2. Provide an organizational chart for this project, showling the Responder’s team and how it wil! Y ?é’ ) Al v ; ; i U ¥ ‘ W}T i
interact with the Exchange and its supporting entities, Also, include a narrative describing the ﬁ% '. i ; e
organization and Interactions. s o :
0L 3. Please include resumes as an appendlx that highlights relevant skills and qualifications of all ¥ RETaRar B ] e
key staff proposed, Also, Include three (3) client references for all key staff proposed (Name, title, ;s 4 il
phone, e-mail, and project). bty R i i Fhted
10 DR, njﬁ&;w%%g
7 , HAS
163, B i
The vendor shall employ personne! that: SR ; ‘ ; } Ry
104, 1. Understand, or are tralned to understand the Exchange’s technology and sourcing ' Y W‘” E 7 )
arrangements. e Rl ; m@f
105, z. Monitor requests and events that are designed to meet the Exchange, vendor and end- Y SEETD i ! i
consumer requirements. ik : i
105. 3. Have adequate training on new products and services, as they become part of the vender's Y §."e ! W e ; il
responsibilities from time to time. i ; ; j S
107, 4, Are continuously trained and monitored In order to evaluate/correct quality and service- Y S’e : ! 1 e
related issues. o R ; A
108, The vendor shall ensure that Call Center personne! are properly trained on any major changes in the Y S5 o \i’
solutions and programs that they provide support on before the changes are effective.
109. The vendor shall have Cal! Center personnel that are trained and knowledgeable and able to answer Y 2]
questions about eligibility, benefits, services, managed care requirements, household income ' y ) e
verification informatlon, enrollment etc, i il T TR LA :
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110, The vendor shali, with Exchange approved knowledge, ensure that Call Center personnel are trainad to
recognize and understand comments by consumers that Imply potential State and ACA rule viclations
and to follow the case handling procedures as explicitly documented in the Knowledge Database.

112, The vender shall, on an annual basis, and upen request by the Exchange, recommend training of
knowledge and operations related to the Exchange's governance team.

2. The vendor will train Call Center personnel on protocoi for protecting personally identifiable and other
sensltive information. )

13, The vendor shall partner with the Exchange in the development of required training materials for Tier L-
and Tier 2 Exchange Consumer Support. F

114, The vendor shall, In collaboration with the Exchange, define the approach to training and development,,
Including the setting {e.g. classroom, Web-based, etc.), the list of specific skills and knowledge required
for each minimum skill, the personnel authorized ta provide the training, and a desired outcome that
csn be verified,

115. The vender shall provide the necessary training and development that Is needed by all Call Center
personnel to acquire and malntain the skills and knowledge required for their positions.

16 ITralning to be provided in the most effective manner, including distance learning, online web cast, handsi
on labs, and classroorn based education te Insure Call Center personnel are aware and capable of
resolving the Exchange consumer issues, and/or that Tier 1 or Tier 2 Exchange Consumer Support are
aware of any changes impacting their anline management of a request.

7. The vendor shall deflne a formal re-training for existing Call Center personnel if the skill and kncw!edge
requirements change.

128, The vendor shall create and maintzin a verification process for all Call Center personne! of their skiliset
and training that includes:

119 1. Objective performance thresholds that are linked to the minlmum requirements;

120. 2. Documentation (e.g. tests, scores, dates) that can be audited;

121 3, Action plans fer Call Center personne! that fail to demonstrate the required skills and

knowledge;

122, 4. Annual re-verification of skills and knowledge;

13, 5. Re-verification of skills and knowledge following changes in program, procedures, systems, etc,

The vendor shall provide support with expedited tickets according to expedited/escalated scenarios as

defined by the Exchange consistent with defined hours of aperation.




126, |The vendor shall prioritize and escalate appropriate requests to the Tier 3 Exchange Consumer Support. Y geh R AR Bl d:"?ﬁ‘ ST “ﬁ]‘ﬁ;ﬁ‘éﬁm
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127, The vendor shall provide reports which reflect all expedited tickets on a monthly basis to the Tier 3
Exchange Consumer Suppc:rt

The system shall have the functnonahty to mcorporate ccncurrent call volurme for both inbound and
outbound traffic into call volume requirements.
130. The system shall manage call transfer business rules.

3L IThe Call Center shall be monitored by the QA vendor. The QA vendor will review the vendor's quality Y & é“'-“"f‘a ; ] ‘ i
contral processes and procedures to develop, track, and report on SLA metrics. A monthly report of ; N ;

recorded results will be submitted to the Exchange.

132 |The goal of the Call Center is to provide a service to the consumer community. As such, the Call Center i TR : ;

shall: | e
133, 1. Quantify specific attributes (e.g. respensiveness, accuracy, report timeliness} of consumer Y e aticniss i
experience. s Pl
134, 2. ldentify methods for qualitatlve assessment and understand the relative importance of each of Y ; A ;

the attributes {e.g. responsiveness or accuracy) which impact the end-consumer experlence,

135, 3. Incorporate a system 1o track complaints lcgged from consumers. Y g8 :L 5 A : ;
136. 4. Measure and manage complalnts and cther key Indicators of poor experience with the Y i‘e OIS ;
Exchange at the program level, and at the entity level across the Exchange at least monthly. : R




2 It ot

The system shall track all client encounters in a CRM soluticn.

Y
139. The system shall analyze request trends, recommend and implement actions, with the Exchange’s ki
approval, to reduce reguests, including:
140 1. Increasing the availabllity of self-help capabllity, such as providing on-finz FAQs and help Y
documentation for common problems across Call Centers.
LR 2. Keeping consumers regularly updated with alerts advising of any new or changad informatlon, Y
142, The vendor shal! develop and dotument processes regarding Interfaces, interaction, and responsibilities Y
between Tier 1 Exchange Consumer Support personnel, Tier 2 Exchange Consumer Suppert persannel,
and any other internal or external persens or entlties that may either submit a request or receive a
request.
143, The vendor shall provide and maintain instructions for consumers to access the services. Y
144, The vendor shall make the Instructions avallable to consumers via various medla. Media must be Y
approved by the Exchange and may include regular internal newsletter distribution, access via the
Intranet, or inclusion in the Exchange staff training, ete.
145. The system shall, at the vendor’s expenses, provide the Exchange with appropriate licenses and/or Y
interfaces to use the CRM solutign and database (or any replacement thereof],
146, The vendor shall grant the Exchange access to the CRM solution from all applicable {ocations where the Y
services sre performed, and allow the Exchange to monitor and view the knowledge database on an
angoing basls (including Exchange staff).
147, The vendor shall limit access to the CRM soluticn to the agreed levels for the type of consumers who Y
regulre access to the systems.
18 IThe vendor shall provide a CRM solution that wil': ,‘rﬁﬁ :
149, 1. Securely segregate the Exchange data so that It can be accessed cnly by thase Y
authorized to comply with Government security requirements and in accordance with the
State policy.
150. 2. Track information for each request submitted to {or originating from) the Call Center, Y
Including, at 2 minimum, the date and time the request was ralsed, a request tracking
number, a description of the request, relevant Information about the consumer reporting
the request, and a record of the action taken. }
151 3. Identify call types designated by the Exchange for expedited service. Y
152, 4. Cepture data pertalning to volumes for all request types by hour per day: Call Center Y
call abandonment, telephene cali queue lengths, and time-to-answer rates for tefephone
calls; and time-te-log for requests,
153, 5. Provide functlonality within the solution to manage information for each request Y
submitted to, and originating from, the vendor.
154. The system shall follow the request resolution and tragking including detection and reporting; ¥
classification and Initlal support; Investigation and diagnosis; resclution and recovery; request closure;
post-request process, request ownershlp; monltoring; tracking and communication.
155, The vendor's sclutlon shall log, track, manage and document resolution of all requests related to the Y
services.
256. The vendor shall utilize and update the solution with all relevant information relating to a request. Y
157 The system shall make an initial datermination of the potential resoiution. Y
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158, The systern shall categarize calls based on the consumer’s initial question In crder to route the call to the
corroct resolving group to pravent multiple misroutes or reroutes of a ticket.

159. The system sha!l support a call triage and routing solutien that should provide autemated call routing
based on content and Call Center personnel skill level requlrements.

160. The system shall Ink multiple contacts pertaining to tha same request to the associated request record.

161 The system shall link multiple requests pertaining to the same service request to the associated service
request.

162 The system shall resolve as many requests as appropriate during the consumer’s Initial contact with the
Calt Center, without transferring the call or using any escalation.

163. The system shall resolve requests requiring Tier 1 and Tler 2 Exchange Consumer Support and close the
request, including service reguests after receiving confirmation from the affected consumer that the
request has been resolved.

164, The system shall have functionality to handle email and written correspandence in addition te phone
calls.

165.  |The system shall promptly process all requests identifled by the Exchange Call Center recelved from
consumers viz phene, emall or web contact.

166, The systemn shall follow the Exchange classification of request priority, which will be based on applicable
definltions,

167, |The system shall follow the Exchange SLA metrics to ensure quick resolution, appropriate decision-
making, communications, and debriefs to facilitate problem avoidanee or process inefflciencies in the
future.

168. The system shall respond promptly to requests with accurate and appropriate information so as to meet
or exceed the Service Levels.

16s. The system shall dispatch requests within specified time limits to the appropriate party without
cempromising Service Levels or securlty requirements.

70 The system shall close 2 request, Including service requests, after receiving confirmation from the
affected consumer that the request has been resolved.

171 The vendor shall retain cverall responsibility and ownership of all requests until the request is closed,
subject to the Exchange approval,

2. The vendor shall track and report the progress of resolution efforts and the status of all requests,
Including:

173, 1. Review the proposed resolution time for each request with the appropriate party and

update the status accordingly.

174, 2. Coordinate request tracking efforts, and provide and maintain regular communications

between al! partles and consumers untll request resolution.

175. 3. Keep the Exchange Informed of changes in request status throughout the request life

cycle in accordance with agreed Service Levels.

176. 4, Keep the Exchange informed of anticipated resolution times for active requests.

177 5. Identify potential Exchange staff training requirements (e.g., lack of basic skills in

Windows), and provide recommended training actions to the Exchange.

178 |The system shall provide Warm-Transfer suppert, 2nalysis and assistance to the Tier 1 Exchange
Consumer Support for requasts related to State referrals and other transfers according to the Policies
and Procedures established by the Exchange.

179. The system shail document and dispatch to the Exchange all requests with accurate and appropriate

information 5o as to meet or exceed the Service Levels.
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180.

On a monthly basis, the vendor shall provide reporting on volume of requests opened and closed per
week, ag well as information necessary ta determine compliance with Service Lovels,

18

T yt‘l‘“‘\'
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The vendor shall be responsible to escalate unresolved problems and dissatisfied consumers according
to procedures established by the Exchange,

Escalation procedures and distribute such procedures to designated Exchange staff.

183, The vendor shall suppert escalation, tracking, and reporting of unreselved problems according to
procedures established by the Exchange.
184, 1The vendor shali previde prompt communication to the Exchange of any requests that are unresolved or
backlogged, or as requested by the Exchange,
185,
The system shall identify the owner of the request record, track the progress of resolution effort;
ascalate requests to the appropriate levels for reselution and close a request.
186. The system shall, where necessary, coordinate with Exchange staff for request resclution for Tier 3
requests,
187,
o
thd
b
.1,', d
The vendor shall, for requests that vendor reasonably believes cannot be resclved, communicate to the ‘h s
Tler 3 suppert the nature of the problem, the reason why the vendor believes It cannot be resplved and Link
the efforts employed by vendor to resolve the request to the appropriate level, Vendor then will work 3% 8
with the Exchange staff tc resclve request. f Lé‘ 7o
183.  |The vendor shall, subject to the Exchange review and approval, develop and perlodically update Request R,

A g e Al T T b A 2
g;@o.\.j,ql‘edgewa” gemehty
i At il i i

Ut X . N

The vendor s

hall develop and malntain 2 central knowledge database used to capture, store, and
retrleve information and seolutlons for reuse by Call Center personnel, Exchange Consumer Support, and
Exchange staff. This knowledge database wil! enable the sharing of policies, procedures, best practices,
and methods to resclve requests among Call Center personnel, Exchange Consumer Support, and

Exchange staff.
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191 The vendar shall assist the Exchange In development and maintenance of an online knowledge database SRR
available to a5s5ist with inguirias, procedures and referrals. w ; "‘ :
192, [The vendor shall leverage a knowledge database to assist with the resclution of requests and the SeTg N
processing of service requests, including: i )
1s3. 1. Ifapproved by the Exchange, make the knowledge base available online to consumers o
fer consumer self help. R 5
194, 2. Track the use of the knowledge base and report usage statistics to the Exchange ona R
manthly basis, or as requested by the Exchange {l.e., the number of requests resolved using i
the knowledge base).
155. 3. Manage content in conjunction with the Exchange knowledge owners to Insure N
continued accuracy applicabllity of knowledge elements to the State environment.
1586, 4. Provide the Exchange with portable copy upon request of all knowledge elements m
pertaining to the management of the Exchange requests, Including but not limlted to data,
request resolutlons, classifications and content. I 4
197, The system shall provide the ability to flag requests that could/should be resclved at Tier 1. J
198 The vendor shall regularly update the Exchange with best practicas as they are developed, including
updates based on “lessons learned” and experience with similar technologies.
189, The system shall provide consumers with the abllity to utllize a chat feature In the resolution of their ONEEHP
request. i
200.  |The vendor shall continuously educate the Exchange staff on how to review the stetus of open tickets. g‘é‘“&i’ﬁm Ao
(! B ff o 1
201, The vendor shall provide and eontinuously update a list of frequently asked questions (FAQs) regarding ‘ ":mi% PG d :
the services. g il : ;
202.  [The vendor shal! compile lists of FAQs whare recommended solutions can be made available to Ao
consumers to increase their ability to resolve requests. A it }
203.  [rhe vendor shall provide FAQs lists for the Exchange. ;S’E’”&{%f’ g I
204, The vendor shall provide FAQs In a pertable and easy to use format that can easily be published on the 5 o [Ellsinch
Exchange internal systems (L.e. Web Portal, Mokile Portal, phone, etc.}. ?_&ﬁlg i ; el
205, The vendor shall publish answers to the FAQs using a media that Is efficlent, easy to use, and easily SEatah ) 2o
accessible for consumers, as well as subject to approval by the Exchange. E& ¢
206, The vendor shall track the use of the FAQs used by consumers and report usage statistics to the State on SeEt

208. The Call Center shall be respensibie to maintain appropriate and timely communications with the Sé? ! E 1
£xchange and affected consumers on all problems through resclution, %r:-%

202 The Call Center shall be respensible to correct al! problems within the seope of the vendor’s $’"ép (o) y
responsibility. A problem will not be considered to be corrected until the vendor receives validation e
from the Exchange that the issue is resclved. 5:5‘*

210. The vender shall, subject to the Exchange review and approval, develop and periodically update Problem g" o
Management procedures and distribute such procedures to designated Exchange staff. b i

2. The vendor shall provide access and reporting to allow the Exchange to effectively trend and manage % TR
recurring problems identified through the Call Center, ﬁ,@ B

212 The vendor shzll Implament a robust and reportable pracess for Problem Management, which Is ‘ L z
approved by the Exchange to reduce the recurrence of requests. [ ; &
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Suppert and all other requests and Prob!

Exchange.

23, |The vendor shall implement tools accessible to Exchange Consumer Support, to proactively perform Y ke ;5“&1 R R B
Problem Management, automate the Problem Management process and identify and resolve potential 1 AR i iy b G Y
Problems hefore they occur, ; ; SRl A

#s. IThe system shall facilitate Information exchange between and among the vendor and Exchange Y 1 : i e B
Consumer Support which will drive continued Improvement in end-tc-and Problem Management, g f : i ' 4

215, e ] i i
The vendor shall provide monthly Proklem Management reperting to the 1IEPMO that includes: Y !:Se s i 5 o f

216, e S 2

1. Trend analysls on the volume and category types of requests. Y .ﬁ i o 3 g
217, Y Své%ﬁ i T ; I iy

2. Priority of Problems by business impact. Feh T B i
218. v P PR e = 7 e

3. Scurces of requests and Problems. P i : 3
219, Y SEE o 2 0

4. Length of time for open requests and Problems. iy i )
220. v g}gtéfﬁ,k P e T =

5. Number of requests and Problems resolved. ik i ;
221, 6. Number of requests and Problems requiring Tier 1 or Tier 2 Exchange Consumer Y e B ; } i i : :

SRR
ErisisiVa

223,

The vendor shall immediately notify the Exchange of any majer Crisls event.

E%

224,

The vendor shall provide escalated, higher priority support services when a Crisis Is declared, as
requested by the Exchange and according to the Exchange specifications, if any.
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226.

The vendar shalt actively participate In the Exchange Change Management, process in coordination with
the State's System Integrator Change Management process.,

227,

The vendor shall pian, schedule, track and report all in-scope changes impacting Call Center services.

128.

The vendor shall notify the Exchange of all planned or scheduled changes Including change windows,
autherization of change, reperting and communlcation practices that Impact Call Center services.

220,

The system shall provide data on every change impacting Call Center services that are attempted,
Including status of completion, cause of any probiems, and measures taken to prevent recurrence that
irnpacts Call Center operations; Including status or dispatching of tickets to Exchange staff within the
State, or telephony-related issues impacting the Exchange consumer communlty,

R R
A G R TR

230,

The vendor shall obtaln the Exchange pre-approvals for ail standard changes affecting the Cali Center
services which pose potential risk to the Exchange censumer community or Exchange Consumer
Support.

231,

The vendor shall obtain approval from the Exchange for all Emergency Changes following the Exchange
Change Management process; if not possible, the vendor should document and promptly repert back to
the IEPMO.

S’,“é‘fen §§ﬁ
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232,

The vendor shall schedule planned implementations to minimize business disruption, within defined
cutage windows, Any planned implementations outside of the defined outage window require

Exchange approval.
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Support as requested

The vendor shall continugusly maintaln and update the OR Plans throughout the Term of the contract in
order to maintain Call Center Exchange Consumer Support for the Exchange.

233 IporSection 4.4.7 of the RFP, the Responder shall explain how and when it will implement the services. § 1B :Flc&“‘ff#ﬁ\, ]
The Responder wili further describe how it will transition services from the State’s current environment Sl’é s .E}?%“*éﬁﬁé%ﬁﬂ}@?@ :
to the Responder's preposed solution. The Responder should alse deseribe its expectations of the f'ﬁ%ﬁmﬁ‘%t‘w ]
Exchange in support of the transition. fh"}tﬁmﬂ ‘.M U, '.,
= T =
Per Section 4.4.7 of the RFP, the Responder shall include in its Transition Plan the following elements: - i 3 ta" % ¥ ﬁb.&' I¢
1, Description of Responder transition methadology and philosephy, including knowledge ' : ' :”@:
transfer and aspects of risk-mitigation. et »é S
2, Transitlon roles and responsibilities (including expactations of Involvement and ) W |
commitment of the Exchange).
3, Expected Transitlon Plan deliverables (including responsibllity and acceptance criteria). 1 b
4. Description of transition approach for the Exchange, including elements such as: A )
ER Phases
b, Timeline {high-level)
c. Service changes reguired to move to cutsourced model
d. Process specific transition approach
8. Any off-site location requirements/impacts
f. Communication approach and responsibilities
g Knowladge transfer approach and responsibilities
h. Readlness testing/assessment approach and responsibilitles
i Acceptance procedures
8, The Responder’s suggested approach for Transition governance
6  Description of matrics that will ba used tc identify the establishment of a post-
transition “steady state”. Bhe B
235. The vendor shall execute the Implementation plan, including coordinating events with all applicable 's' t"
State owners, vendors and third party service providers per the scheduled plan. .!LEME\?
236, The vendor shall provide an Impact Analysis and Risk Management plan, including mitigations and S}éﬁ‘w E‘\" f.,,.j i
contingencies, to minimize the business and techntcal risks in the implementation of the Exchange Call ' ‘7" e,
Center services. b
237. The vendor shall participate In the Risk Assessments as they pertaln to Call Center Exchange Consumer 2

240,
The vendor shall ensure that DR Plans comply with the Exchange external audit requirements. The
vendor shall be responsible for updating the DR Plans In the event of changas to the audit requirements.

241 The vendor shall acknowledge that the Exchange retains the right to appreve vendor DR plans, related o
communications and other activities for which the vendor Is respensible, i

bt The vendor shall maintain and update a list of Key vendor Personnel contacts and notiflcation o8
procedures for the Exchange, which will include vendor and third party vender persennel. e

243, g i i
The vandor shall maintaln offsite coples of all information, data, configurations, processes, procedures 3’4{‘1@& [ ”‘. ey
and other materials required for full recovery of the services so as to meet or exceed the Service Levels. '_,;," i 'met '::;



244, The vendor shall test all DR processes at least annually against stated DR Service Levels and provide 2 2?&?‘6‘}“{“%@‘@‘ ;
copy of test results comparing actual test recovery times to stated DR Service Levels to the Exchange for :!;ﬁ“h'_& '. 4 y ) _
review, E’E K

243 |The vendor shall appoint a single polnt of contact for DR Plans, related cammunications and execution of %’E%Wﬂ&“’
DR activities. i ﬁﬁ?ﬁi&ﬁ 1 % ey

245 |The vendor shall ensure that multiple alternative methods of communication are available if normal B e
communication channels are disrupted in the event of a disaster declaration. : A i it

) S
The vendor shall, in the event of a disaster, execute each applicable DR Plan as specified, including I‘éﬁ il i
restoration of equipment, software and data, and all other functions for in-scope elements, i

248 The vendor shall provide al! additional resources necessary for the provisian of services for unaffected 56 ‘:'":9 U,”_?
areas and/or realign technical resources to maintain normal business operations. el KRR

249. The vendar shall identify and promptly report any request that increases the risk of 2 disaster to the B T SRRy
Exchange based on requirements In the DR Plan. : e

250.  [The vendor shali, If a disaster Is dectared, not discuss or disclose any information about the disaster to ':S"é:'mi’é .§§}”4
any third party. X R

251, The vendor shall plan and execute tests and provide improvement recommendatlons as determined by et
the DR Plans. .L” : il i

%52 |The vendor shall actively participate in post-test review meetings with the Exchange and incarporate et eRato]
changes Into the DR Plans as Indicated by the results of the post-test review process and approved by 5,” i il i ;
the Exchange. ‘ o 1 ] :

253. Per Section 4.4.5 of the RFP, the Responder shall assess the impact on pricing of different scenarios or Sf_e"”' 10 it i { s
recovery levels. 5}1 R Y § :

254, Per Section 4.4.9 of the RFP, the Responder shall include the risks and liabilities to be assumed by the ’ e&ip diysehotl
Responder, i ;

85, |per Section 4.4.8 of the RFP, the Respander shall include In ks DR plan the scope of disaster recovery eI ek
testing end requirements of the Exchange participation in such testing. I AN

256 |per Section 4.4.9 of the RFP, the Responder shall include in Its TR plan the Exchange Invelvement In Seetoiee
developing a Futere State disaster recovery plan, as well as any actual recovery processes, i ‘ } o

257, | SEEtonimSte
Per Sectlon 4.4.9 of the RFP, the Responder shall include in its DR plan the provision of continuous ﬁ' ! i
operations of the services (Including the underlying systems for which the Responder is responsible). Hang

258 Per Section 4.4.5 of the RFP, the Responder shall include In its DR plan the Incorporation of the Exchange §m e}

corporate standards/expectations of disaster recovery into the initial and on-going disaster recovery
plans.

259,

260.

The vendor shall malntain comprehensive documentation on operational standards, pelicles, equipment
and software for in-scope elements,

262,

The vendor shall provide access (including paper coples, electronic and web-enabled as deslgnated by
the Exchange) to the documentation listed above for the Exchange and, as approved by the Exchange,

third party vendars,

262,

The vendor shall previde and malntain a document repository with version and access control,
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263, ¥ 'l%“" 'f“i'q".'{“"i’ e " : T S .:1“
The vendor agrees to maintain any records associated with the Exchange consumers Including but not 3 L g ; l' !
limited to: recorded phone conversations, processes, procedures or suppart documentation for a period H ; : g i ey ; Sl ’;
equal to the length of the contract with the first two years of data being readily accessible or as required i ; . i 5 il i bt
by the Exchange. Further, the vendor agrees to turn over sald records as requested by the Exchange. : ; : [ At

264, The vendor shall document, implement and maintain a process for developing new, updating existing Y SEWF%”R’ : e T R ﬁ@
and/or eliminating obsolete documentation, Insuring that all changes to documentation must comply Dl Vi it : ; i
with Change Management processes and policies. F ~1‘= i ke i el

5. |perSecticn 4.4 of the RFP, the Responder shall Include in Its Call Center development and operations Y _‘:Q‘éﬁ’" SR DGR A e )
approach sufficient detail to ensure that the Exchange can understand and anticipate how the services uﬁﬂ ‘i'!lh ' g ) :ﬂ. ! B "‘ “P:‘ ‘.’&E
will be dellvered in a standard appreach based on the Responder's best practices and experlences with ; % i ] it ) i s iy
similar clients. B s A ; HAONE i A

B Mhe system shall Include controls for tracking inquiries for accuracy of direction/distribution, Y gj% T e e ) ‘gm%‘

268 iThe system shall provide the capability to automate surveys with the capacity to configure groups of SEehSn: e i i 2 0
questions. ﬁ} i E'm : i ]

269 |The vendor shall conduct randem surveys of consumers Immediately after they have used the Call Y SEEHGTEE f:" 8 L : ; SR
Center, and report the results of the random survey to the Exchange each month. With these monthly g‘éﬁ-‘.a S A A ] :'.;é
surveys, the vendor will Inciude a minimum survey sample of 25 percent of the requests reported. 5 i i i g ; AL A %%%\‘25

Rl ey

270.  |The vendor shall quantify and report on overall consumer experlence on a monthly basls through b R g P TR : ) A SR
consumer surveys querled for all closed tickets: I R g Rt ‘,g“ i i s ! \ﬁm

27 1. Measuring samples must be representative of the services performed; Y SHEnEEY : ' 0 ]

272, 2, Measuring samples that Include all types of end-consumer requests recelved by the ¥ CEETOE ',"‘.?Vzi T ! i " 1

vendor; Koy i j PR
a7, 3. Mazking suggestions for improvements across the Exchange and the vandor. ¥ Ses e R RS et

274. 1The vendor shall create and maintain a process for responding to the Exchange complaints on an Y I é’:‘"ﬁh SRS o ! i i o o
Individual basls, ! o i : : Ry ‘

27s. The vender shall take actlon on end~consumer dissatisfaction that is controllable by the vendar. Y g’é:“f'?p e 2] : T :"

276, The system shall coilate requested information from consumers regarding suggested improvements to Y S’ef&f‘a‘ 3 RIS ‘ L i Sl
the vendor's service. R, Vi i S

277.  IThe vendor shall develop an Action Plan on a monthly basls to address these suggested Improvements, ¥ &% G‘(“‘W : s N AN %

St ! bl

278 The vendor shall review the Action Plan with the Exchange for the Exchange approval. Y éf_t_‘iicﬂ‘@:« A 2 i i i

279. The vendar shall repert to the IEPMO and QA vendor on progress and Improvements made. Y %ﬁﬁm 2 W ' i ; ; 5 tim

280.  |The system shall provide status updates on cpen tickets to consumers via a web link or other interface, Y :_A DA ; 'h_ {

! |

8L The vendor shall proactively soliclt, evaluate, and take appropriate action on feedback obtained from Y ;"%g’i‘i“%"ﬂ . ) | : o
Call Center personnel at least monthly. A il { !

282, 1. This approach will include topics on process improvement and recommendations. Y N'{a“‘f:"fl ' i W,

283 2. The vendor shall evaluate and analyze the feedback and provide actlon plans for Y [S’"ef: T i B i .- :

addressing the feedback recelved that has the highest potentlal Impact on the Exchange. el i i i B

284, The vendor shal! develop and employ a Quality Assurance Program that promotes performance of the Y |58 s i VM
services at a high level of quallty, focusing on measuring and continuously improving resolution, e ‘. ; i 70 ; R
knowledge and consumer experience. RS AR el 3 it




285,

The vendor shall parform self-audits that provide the Exchange with the assurance that the vendor is
complying with Its Quality Assurance procedures ang standards., This Includes both self-audits on the

metrics gathered to support Quality Assurance activities and on vender's efforts to improva overall
quality. Self-audits will demonstrate vendor compliance with Quality Assurance requirements of the
Exchange.

i

286.

The vendor shall participate in various ad hoc continucus-improvement programs that the Exchange
may commission from time 1o time, Inciuding collaberating with the Quality Assurance vendor.

=2
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287

The vendor shall, before the end of the implementation pericd, supply the Exchange with 2 Quality
Assurance Plan associated with performance of tools, processes and knowledge.

=
e

288,

Per Section 4.4.5 of the RFP, the Responder shall provide a Quality Assurance Plan associated with
perfermance tools, precesses, and knowledge. The Responder should provide details of Its approach to
measuring and malntaining high quality services. The Responder should supply details of any industry-
recognized quality standard to which itis, or will become, compliant {including a timeframe for
compliance, If not already achieved), as well as any awards racelved over the last 18 months. Please
indicate all quality programs that are externally measured (e.g., Six Sigma, 1SO 2000, ITIL, etc.) and how
such certifications would directly benefit the Exchange Call Center.

ot
£02

sl

At DS

The vendor shall ensure th
Exchange data and confidentiality.

251 The vendor shall have a State-approved security process that enables consumers to access information Y St i1 CHEN
by phone while protecting confldential data, :ﬁ’ ]

292, Y ;\?’é’} %"?51!’6 i SRy
The system shall coilaborate with the Securlty/Compliance Officer t¢ establish and malntaln mechanisms G
to safeguard against the unauthorized access, destruction, loss, or alteration of the Exchange data. E 3 i

293 Per Sectlon 4.4.6 of the RFP, the Responder must descrlbe its approach to managing information Y

bl

o 1
SN

286. 1. Provide regular progress notiflcations to the Exchange on current status of Tier 1 and Y
Tler 2. ﬁﬁﬁ, %
297. 2 Provide regular progress notifications to the Exchange on requests escalated to Tler 3, Y ?:gw&% (IS ;
with the frequency of such notification in accordance with Service Levels. ¥ el A
298. 3. Provide prompt notification to the Exchange of system outages con critical systems; and Y :""Et"i ) ""1".
otherwise provide affected consumers with regular and timely progress updates that clearly : AT
indicate the following: I
299, 2. Nature of the request Y wesHeh :
300 b.  Estimated time to completion Y :;§“ém-1 el
301, c.  Potential short-term alternatives ¥ SR ;&\,
o2 4. Provide the monthly report in electronic copy in a format agreed to with the Exchange, Y o sl
which at a minimum includes: ‘ o G
303. a.  Key issues relating to requast managemant Y 8% '7'@"-'5 e ; :
m i ] %m AL \. g
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304, b.  Number of requests during the month, grouped by service, region, and Y ﬁ‘” Gf‘*“ﬁ’,' e R g i AT X ir e
classification R : A> ;
305, €. List of requests, short description, reference number, and a shorteut to detalled Y S@‘@hon oK e A i
descriptions o i ! ; i
306. d. Detailed descripticns, including timing of activities : -mgt *"‘h e ”633;;‘ i A AR
307, e. Linksto Problems and Known Errors BEETIE ¢ ; !
e A ey
3 o i
308. . Trend anaiysis of the requests reported monthly :‘S“%%‘:I‘O R ey
ji 2 71
109, 5. Generate real time as well 25 historical reports and provide monthiy reports to the v '3"@‘”:'.?’.'{ e R i 0 g i
Exchange, which Include: s g R
310, a.  The number of requests/call volume % 3% ?-Mﬁs;% E o Y = ; o T i
i
811 b.  Sources of the requests Y ?é“é“c‘f”’é"" el i ; ; v%
i hy ] [z AL
2T ¢.  Frequency regarding the types or categories of requests Y CEEHE R HL0; e : R
13, d.  The duration of open request (average and quantitles by age) Y 'g':“w' 151 Et"'ﬁsﬂ 3 ! ] ; o]
Ll i i
EXTY e. Number of requests resalved upon first contact Y e G - 5 R
315, f.  Abendonment rate Y o e o v ; “?3 A
T i b SR
it ST SRR
316, g.  Availability and Call Center personnel utilization ' SEERIARIE e i i P r f“l" y
317. P : ! -
Average speed of answer ¥ Seait e 7 : & \%;‘
b i vl \“
318, I.  Consumer satisfaction and consurner feedback Y et } b &
319, j.  Percentage of IVR usage Y et ! i N
i : i
[! 1]
320. k.  IVR Peg counts (hits) of self-sarvice meny selections Y SEato RO SR , AT
ETTN L Skiliset reports Y ;'5:‘;“?6“ ol : . ; : rl;;l’ni i
1! )
2. m. Longest hold time ' Y ST ERISMIO A ' o i
© il £ ‘v
323, n.  Transfers —average number of and to whom the call was transferred ;l?ﬁ;-ia SRR 3 3 i P\'
324, 0.  Peak hour statistics g—"é’ﬁ e e i : e
3 T 1 B i
£ p.  QOther pertinent information regarding request resolution, including Service

Level measurement reperting

The vendor agrees tosigna blanket Conf‘dentlahty Agreement, Code of Conduct and Conflict of Interest

Statement that will cover all Call Center persennel, as required by the Exchange in conjunction with
State and Federal regulaticns and requirements.

328.

The vendor agrees to conform to any rules and regulations governing Its support of the Exchange, or
data maintained on behalf of the Exchange, and Insure that all personne! supparting the Call Centerare
governed by the same,

329,

The vendor agrees to support any new Exchange requests as access to the Exchange or State systems or
information is authorized and granted to the vendor personnel throughout the course of the contract in
an effort ta Improve first calf resolution rates.

330.

The Call Center shall be tightly bound (restricted} to market information, processes, and systems In
responding to consumer-related questions.




331,
The vendor agrees that any communication from the vendor to the Exchange consumer-community i
must be done on behalf of the Exchange and no reference to the vender (i.e., the consumer-community B
must be under the impression that they are interacting with Exchange entity.) !
332.

The vendor shall allow the Exchange to perform a Due Diligence review of an existing Call Center
operatlion prior to contract signing.




Ref Requirements - Amendments - ‘ " MAXIMUS Solution

1|Employ four individuals (i) who are trained and licensed as health insurance brokers in MAXIMUS complies, and will hire brokers accordingly.
Connecticut; (i} who are appeinted by all health plans offering coverage through the
Exchange, and {iii) who have satisfactorily completed the Exchange’s training program for
brokers (the “Qualified Brokers™) for the initial period of Call Center operations (October 1,
2013 through March 31, 2014), and thereafter, employ two individuals who meet these
requirements; provide call center representative training, and any other appropriate training,
to the Qualified Brokers, to enable them to properly assist callers who request the assistance
of a broker. Qualified Broker staffing adjustments may be made consistent with changes in
enrollment volumes, subject to the Exchange’s prior written approval. Any reduction in
Qualified Broker staffing will be accompanied by appropriate reductions in charges to the
Exchange for Qualified Broker services. Contractor acknowledges that the Qualified Brokers’
salaries are exclusive of commissions and agrees that each Qualified Broker will receive all
commissions in addition to a base salary of no less than $50,000 per year.

2|Handle calls regarding technical problems encountered by users of the Access Health CT Technical issues with the AHCT Consumer Portal requiring IT support (such as, AHCT
system, including the consumer portal and the worker portal and related processes {the “HIX |Consumer Portal is down/frozen; AHCT Consumer Portal page is down/frozen;
System”) and establish a communications process and channel between Maximus and the Personal account continues to be locked after MAXIMUS CCRs have tried to unlock it)
Exchange’s Tier 3 Help Desk (Deloitte/BEST), as approved by the Exchange, with respect to are referred to Tier 3 Help Desk for further assistance. MAXIMUS CCRs use the Siebel

such technical problems. Contractor acknowledges that the Change Orders have been CRM system to document the calls, associated service requests, their related notes,
submitted for HIX System Deloitte Releases Nos. 2, 3 and 4, and, and it is anticipated that and referrals of the service requests to Tier 3 Help Desk support. The ownership of the
these releases will be included in the HIX system . service request is transferred to Tier 3, and the status of the Service Request remains

open until the Tier 3 Help Desk staff provides a resolution to the consumer. The Tier 3
Help Desk staff have access to our CRM where they view the call history, obtain
consumer contact information to provide resolution or reguest additional information,
and document the resolution of the technical issue and any other follow-up activities.
MAXIMUS CCRs follow work instructions documented in "Tier 3 Help Desk Referrals”,
reviewed and approved by AHCT. [Note: Per AHCT direction, technical issues ONLY are
transferred to the Tier 3 Help Desk through o'change of service request ownership in
the CRM. The initial vision for the solution was to transfer the callers to the Tier 3 Help
Desk via a "warm" transfer.]

3|Take calls and process telephone applications for individuats for insurance coverage and The process has been incorporated into the work instructions and policies and
coverage under the State’s Medicaid and low income children’s benefit programs {“HUSKY") (procedures, reviewed and approved by AHCT, such as "Completing a new Phone
through the HIX System; Application”, "Completing an In-Progress Application”, and "Assisting with 2 Web

Application”.

4|Handle calls relating to exemptions and appeals by providing information about the In collaboration with AHCT, MAXIMUS is in the process of defining business processes
exemption or appeals process, ordering the appropriate forms for the caller, and referring the|associated with intake of exemption and appeal requests. Initial drafts of the work
caller to a contact inside or outside of the Exchange (as specified by the Exchange) if instructions and policies and procedures, "Exemption Referrals" and "Appeal
necessary; Referrals", have been reviewed and approved by AHCT.

A i)z



wn

Comply with state and federal requirements regarding offering callers the opportunity to
register to vote (and keep required records relating thereto for twe years} via the process
described in Schedule 5, and refer any callers who ask for assistance in filling out a voter

registration application to designated individuals at the Exchange;

The AHCT Contact Center staff offer applicants the opportunity to register to vote with
every new/materially amended application (coverage/plan changes), redetermination
and/or changes of address, in accordance with Schedule 5 of the Amendment.

Provide staffing at the Call Center with a sufficient number of Call Center Representatives
{“CCR’s") to render the Services, including the Expanded Services, and to meet the Service
tevel Requirements in Schedule 2 hereof, from 8am to 8pm Monday through Friday, and
Saturdays from 11:00 am to 3:00 pm. Provided the HIX System is operational, MAXIMUS will
also provide extended Saturday hours to correspond with selected MIPA or other Saturday
events, provided that the Exchange provides at least seven {7} days’ prior notice of the event
and will provide extended or alternate Saturday hours at the request of the Exchange upon at
least seven {7) days’ prior notice;

MAXIMUS complies, and will staff the Contact Center accordingly.

Handle calls requesting Exchange forms (e.g., verification forms) and send appropriate
information to the Exchange’s printing contractor for fulfillment of request;

In collaboration with AHCT and AHCT Printing Vendor, Sir Speedy, MAXIMUS has
developed a process for assisting consumers with mailing requests of the AHCT forms
via Sir Speedy portal.

Adapt Call Center work flows, processes and staffing as necessary to account for and
coordinate with the computer processing system and other processes developed for the
operation of the HIX System provided that the Exchange, both itself and in conjunction with
its other subcontractors and agents, provide such cooperation and information as may be
necessary for MAXIMUS to comply

MAXIMUS complies, and will update work flows and processes accordingly.

Collaborate, when requested by the Exchange with the Connecticut Department of Social
Services {“D55") and its contractors with respect to coordination of calls and referral of calls
for the State’s Medicaid and low-income children’s population and for other programs not
currently being served under the Agreement.

MAXIMUS complies, and wili collaboarate in the coordination of calls and refrral of
calls.

10

Acquire additional work stations, computers, telephone eguipment, hardware, licenses,
factlities, etc., and perform related additional installation and other work as necessary to
accommodate the Expanded Services and increased level of staffing;

MAXIMUS shall build-out the AHCT Contact Center operations according to the agreed
upon scope of work.

11

Ensure that at least two {2} call center phone numbers can be used as requested as dedicated
numbers so that the Exchange can track the effect of marketing communications which
specifically reference those numbers; and

Per AHCT request, to date, MAXIMUS has provided 45 phone numbers dedicated to
AHCT to track the effectiveness of various marketing campaigns.

12

Modify Contractor’s training plan and processes to reflect all changes in Services and
requirements described above.

MAXIMUS shall update training materials to reflect all changes in Services and
reguirements.

t
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Business Associate Agreement
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BUSINESS ASSOCIATE AGREEMENT
BY AND BETWEEN
ACCESS HEALTH CONNECTICUT AND
Maximus Health Services, Inc. (“BUSINESS ASSOCIATE”)

WHEREAS, The Connecticut Health Insurance Exchange dba Access Health Connecticut (“The
Exchange”) is a quasi public agency formed to implement certain provisions of the Patient
Protection and Affordable Care Act, Pub.L. 111-148, as amended by the Health Care and
Education Reconciliation Act of 2010, Pub.L..111-152 (collectively "PPACA") and is charged
with implementing Connecticut's exchange for individuals and small employers to be effective
January 1, 2014; and

WHEREAS, in accordance with Public Act 11-53, the goals of the Exchange shall be to reduce
the number of individuals without health insurance in the State of Connecticut and assist
individuals and small employers in the procurement of health insurance by, among other
services, offering easily comparable and understandable information about health insurance
options; and

WHEREAS, the Exchange may receive protected health information from “covered entities,”
as defined under the Health Insurance Portability and Accountability Act of 1996 ("HIPAA™)} ;
and

WHEREAS, the Exchange desires to disclose and Business Associate desires to receive
protected health information from the Exchange in connection with the Exchange’s above

referenced purposes or otherwise in the performance of services on behalf of the Exchange; and

WHEREAS, this exchange of information necessitates Business Associate becoming a business
associate of the Exchange as required under HIPAA; and

WHEREAS, for good and lawful consideration the Exchange and Business Associate enter into
this Business Associate Agreement for the purpose of ensuring compliance with the requirements
of HIPAA and its implementing regulations:

NOW THEREFORE, the parties mutually agree to the following terms and conditions.

ACCEPTANCES AND APPROVALS:

ACCESS HEALTH CONNECTICUT MAXIMUS HEALTH SERVICES, INC.
BY: BY: M '
Kevin Zoutihan NAME:
CEQ, Ayés Heatth Connecticut TITLE: Vice President
DATE: G /s 23 DATE: Assistant General Counsel
(/ - // il

c"/”?/sg{g}
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Definitions
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(11)

(12)

“Breach” shall have the same meaning as the term is defined in 45
C.F.R. § 164.402.

“Data Breach Notification Rule” shall mean the rules govetning
Notfication in the Case of Breach of Unsecured Protected Health
Information at 45 C.E.R. part 164, subpatt D.

“Designated Record Set” shall have the same meaning as the term
“designated record set” in 45 C.F.R. § 164.501.

“Electronic Health Record” shall have the same meaning as the term
is defined in section 13400 of the HITECH Act (42 U.S.C.
§17921(5)).

“Individual” shall have the same meaning as the term “individual’ in
45 C.F.R. § 160.103 and shall include a person who qualifies as a
personal representative as defined in 45 C.F.R. § 164.502(g).

“Privacy Rule” shall mean the Standards for Privacy of Individually
Identifiable Health Information at 45 C.E.R. part 160 and part 164,
subparts A and E.

“Protected Health Information” or “PHI” shall have the same
meaning as the term “protected health information” in 45 C.F.R. §
160.103, limited to information created ot received by the Business
Associate from or on behalf of the Exchange on behalf of one ot
motre covered entities.

“Required by Law™ shall have the same meaning as the term
“required by law” in 45 C.F.R. § 164.103.

“Secretary” shall mean the Secretary of the Department of Health
and Human Setvices or his designee.

“More stringent” shall have the same meaning as the term “more
stringent” in 45 C.F.R. § 160.202.

“Security Incident” shall have the same meaning as the term “security
incident” in 45 C.F.R. § 164.304.

“Security Rule” shall mean the Secutity Standards for the Protection
of Electronic Protected Health Information at 45 C.F.R. patt 160 and
patt 164, subpart A and C.



(13)

“Unsecured protected health information” shall have the same
meaning as defined in 45 C.F.R. § 164.402.

(b) Obligations and Activities of Business Associates.

M

@

©)

@

®

©
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Business Associate agrees not to use or disclose PHI other than as
permitted or required by this Agreement or as Required by Law ot as
otherwise directed by the Exchange.

Business Associate agrees to use approptiate safeguards to prevent
use or disclosure of PHI other than as provided for in this
Agpreement.

Business Associate agrees to comply with the Security Rule and use
administrative, physical and technical safeguards that reasonably and
appropriately protect the confidentiality, integrity, and availability of
electronic protected health information that it creates, receives,
maintains, ot transmits on behalf of the Exchange.

Business Associate agrees to mitigate, to the extent practicable, any
harmful effect that is known to the Business Associate of a use or
disclosure of PHI by Business Associate ot its agents or
subcontractots in violation of this Agreement o applicable law.
Business Associate shall pay any costs associated with such harm,
inchading, without limitation, costs of notifications telated to 2
Breach, such as, letters to Individuals, ptint or broadcast media
announcements, securing credit reporting or monitoring services, or
obtaining identity theft insurance on behalf of such Individuals and
related third parties. Business Associate will cooperate and ensure
cooperation of its agents and subcontractors with the Exchange in
the investigation and resolution of any Breach or any use ot
disclosure of PHI which violates the terms of this Agreement.

Business Associate agrees to report to the [General Counsel] of the
Exchange any use or disclosure of PHI not provided for by this
Agtreement or any Breach or Security Incident of which it becomes
awarte within twenty-four (24) hours of discovery.

In accordance with 45 C.F.R. §§ 164.502(e)(1)(i) and 164.308(b}(2), if
applicable, Business Associate agrees to ensuare that any agent,
including a subcontractor, to whom it provides PHI received from,
or created or received by Business Associate, on behalf of the
Exchange, agrees to the same restrictions and conditions that apply
through this Agreement to Business Associate with respect to such
information.
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Business Associate agrees to provide access, at the request of the
Exchange, to PHI in a Designated Record Set, to the Exchange or, as
ditected by the Exchange, to an Individual within five (5) business
days of receipt of such request from the Exchange in order to meet
the requirements under 45 C.F.R. § 164.524.

Business Associate agtees to make any amendments to PHI in a
Designated Record Set that the Exchange directs or agrees to
pussuant to 45 C.F.R. § 164.526 at and take other measures as
necessaty to satisfy the Exchange’s obligations under 45 C.F.R. §
164.526.

Business Associate agtees to make internal practices, books, and
records, including policies and procedures and PHI, relating to the
use and disclosure of PHI received from, ot cteated or received by,
Business Associate on behalf of the Exchange, available to the
Exchange ot to the Secretary in a time and manner agreed to by the
parties or designated by the Secretary, for purposes of the Secretary
determining the Business Associate’s and/or the Exchange’s
compliance with this Agreement and HIPAA and its implementing
regulations.

Business Associate agrees to document such disclosures of PHI and
information related to such disclosutes as would be tequired for the
Exchange to respond to a request by a covered entity or an
Individual for an accounting of disclosures of PHI in accordance
with 45 C.F.R. § 164.528.

Business Associate agrees to provide to the Bxchange, within five (5)
business days of request, information collected in accordance with
subsection (h)(10) of this Agreement, to permit the Exchange to
respond to a request by a covered entity or an Individual for an
accounting of disclosures of PHI in accordance with 45 C.F.R. §
164.528. Business Associate agtees at the Exchange’s direction to
ptovide an accounting of disclosures of PHI ditectly to an Individual
in accordance with 45 C.ER. § 164.528.

Business Associate agrees to comply with any state or federal law that
is more stringent than the Privacy Rule, including, without limitation,
those obligations imposed on the Exchange under 45 C.ER. §
155.260.

In the event that an Individual requests that the Business Associate
(A)  restrict disclosures of PHI;

B) provide an accounting of disclosures of the Individual’s
PHI; or
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(15)

(©)  provide a copy of the Individual’s PHI in an electronic healih
record

the Business Associate agrees to notify the Exchange, in writing,
within two (2) business days of the request.

Business Associate aggees that it shall not, directly ot indirectly,
receive any remuneration in exchange for PHI of an Individual
without

(A)  the wiitten approval of the Exchange and

(B) the valid authotization of the Individual, except for the
putposes provided under 45 C.F.R. § 164.502(2)(5)(i).

Obligations in the Event of a Breach.

(A)  The Business Associate agrees that, following the discovery
of a breach of unsecured protected health information, it
shall notify the Exchange of such breach in accordance with
the requirements of 45 C.F.R. part 164, subpart D and this
Agreement.

(B)  Such notification shall be provided by the Business Associate
to the Hxchange without unreasonable delay, and in no case
later than twenty-four (24) houts after the breach is
discovered by the Business Associate, except as otherwise
instructed in writing by a law enforcement official putsuant
to 45 C.F.R. § 164.412 . A breach is considered discovered as
of the first day on which it is, or reasonably should have
been, known to the Business Associate. Within five 5)
business days after such initial notification, Business
Associate shall provide a follow-up notification with the
identification and last known address, phone number and
email address of each Individual {or the next of kin of the
Individual if the Individual is deceased) whose unsecured
PHI has been, oz is teasonably believed by the Business
Associate to have been, accessed, acquired, or disclosed
during such breach.

(C)  The Business Associate agrees to include in the follow-up
notification to the Exchange at least the following
information:

1. A brief description of what happened, including the
date of the breach and the date of the discovery of
the breach, if known.

5
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2. A description of the types of unsecured protected
health information that were involved in the breach
(such as full name, Social Secutity number, date of
birth, home address, account number, or disability
code).

3. "The steps the Business Associate recoramends that
Individuals take to protect themselves from potential
hatm resulting from the breach.

4. A detailed desctiption of what the Business Associate
is doing to investigate the breach, to mitigate losses,
and to protect against any further breaches.

5. Whether a law enforcement official has advised either
vetbally or in writing the Business Associate that he
or she has determined that notification or notice to
Individuals or the posting required under 45 C.F.R. §
164.406 would impede a ctiminal investigation ot
cause dammage to national security and; if so, include
contact information for said official.

Business Associate agrees to provide appropiate statfing and
have established procedures to ensure that Individuals
informed by the Exchange of a breach by the Business
Associate have the opportunity to ask questions and contact
the Business Associate for additional information regarding
the breach. Such procedures shall include a toll-free
telephone number, an ¢-mail address, a posting on its Web
site and a postal address. Business Associate agrees to include
in the notification of a breach by the Business Associate to
the Exchange, a written description of the procedutes that
have been established to meet these requirements. Costs of
such contact procedures will be borne by Business Associate,

Business Associate agrees that, in the event of a breach, it has
the burden to demonstrate that it has complied with all
notifications requirements set forth above, including evidence
demonstrating the necessity of a delay in notification to the
Exchange.

Permitted Uses and Disclosure by Business Associate.
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(1) General Use and Disclosute Provisions Except as otherwise limited
in this Agreement, Business Associate may use or disclose PHI to
petform functions, activities, or services for, or on behalf of, the
Exchange as specified in this Agteement or as othetrwise directed by
the Exchange, provided that such use or disclosure would not violate
the Privacy Rule if done by the Exchange or the minimum necessary
policies and procedutes of the Exchange.

(2) Specific Use and Disclosure Provisions

(A)  Exceptas otherwise Jimited in this Agreement, Business
Associate may use PHI for the proper management and
administration of Business Associate of to carty out the legal
responsibilities of Business Associate.

(B) Except as otherwise limited in this Agreement, Business
Associate may disclose PHI for the proper management and
administration of Business Associate, provided that
disclosutes ate Required by Law, ot Business Associate
complies with the provisions of Section (b)(6) of this
Agreement.

(C)  Except as otherwise limited in this Agreement, Business
Associate may use PHI to provide Data Agpregation services
to the Exchange as permitted by 45 C.F.R.

§ 164.504(c)(2) D (B).

Permissible Requests by the Exchange. The Exchange shall not request
Business Associate to use or disclose PHI in any mannet that would not be
permissible under the Privacy Rule if done by the Exchange, except that
Business Associate may use and disclose PIT for data aggrepation, and
management and administrative activities of Business Associate, as pesmitted
under this Agreement.

Term and Termination.

(D Tetm. The Term of this Agreement shall be effective as of the date
this Agreement is effective and shall terminate when all of the PHI
provided by the Exchange to Business Associate, or created ot
received by Business Associate on behalf of the Exchange, is
destroyed or returned to the Exchange, or, if it is infeasible to return
or destroy PHI, protections ate extended to such information, in
accordance with the termination provisions in this Agreement.

(2) Termination for Cause. Upon the Bxchange’s knowledge of a
material breach by Business Associate of this Agreement, the
Exchange shall either:

7
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Provide an opportunity for Business Associate to cure the
breach or end the violation and terminate this Agreement if
Business Associate does not cure the breach or end the
violation within the time specified by the Exchange; ot

Immediately terminate this Agreement if Business Associate
has breached a material term of this Agreement and cure is
not possible; ot

If neither termination not cure is feasible, the Exchange shall
report the violation to the Sectetary.

Business Associate agrees that any breach of this Agtreement shall
also constitute a breach of the Independent Contractor Agreement,

dated

, 2013, between the Patties, as it may be amended

from time to time, ot any other separate agreement between the

Patties.

Effect of Terminadon.

(A)

B)

Except as provided in (€)(2) of this Agreement, upon
tetmination of this Agreement, for any reason, Business
Associate shall return or destroy ail PHI received from the
Exchange, ot created or received by Business Associate on
behalf of the Exchange. Business Associate shall also provide
the information collected in accordance with section (b)(10)
of this Agreement to the Exchange within ten business days
of the notice of termination. "T'his section shall further apply
to PHI that is in the possession of subcontractors ot apents
of Business Associate. Business Associate shall retain no
copies of the PHI.

In the event that Business Associate determines that
tetutning or destroying the PHI is infeasible, Business
Associate shall provide to the Exchange notification of the
conditions that make return or destruction infeasible. Upon
documentation by Business Associate that return or
destruction of PHI is infeasible, Business Associate shall
extend the protections of this Agreement to such PHI and
limit further uses and disclosures of PHI to those purposes
that make return or destruction infeasible, for as long as
Business Associate maintains such PHI Infeasibility of the
return or destruction of PHI includes, but is not limited to,
requirements under state or federal law that the Business
Associate maintains or presetves the PHI or copies thereof,

Miscellaneous Sections.
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Regulatory References. A reference in this Agreement to a section in
HIPPA orits implementing regulations means the section as in effect
or as amended.

Amendment. The patties acknowledge that state and fedetal laws
relating to data security and privacy ate rapidly evolving and that
amendment of this Agreement may be required to provide for
procedures to ensure compliance with such developments, including,
without limitation, those laws and regulations that relate to health
insutance exchanges created under the PPACA. The patties
specifically agree to take such action as is necessary to implement the
standards and requirements of HIPAA, HITECH, the Privacy Rule,
the Security Rule, the Data Breach Notification Rule, the PPACA,
and other applicable laws relating to the secutity or confidentiality of
PHI, including amending this Agreement from time to time as is
necessaty to comply with such applicable laws and regulations.

Sutvival. The respective rights and obligations of Business Associate
shall survive the termination of this Agreement.

Construction. This Agreement shall be construed as broadly as
necessaty to implement and comply with HIPAA, HITECH, the
Privacy Rule, the Security Rule and the Data Breach Notification
Rule. Any ambiguity in this Agreement shall be resolved in favor of a
meaning that complies, and is consistent with, the such laws and
regulations.

Disclaimer. The Exchange makes no watranty or representation that
compliance with this Agreement will be adequate ot satisfactory for
Business Associate’s own purposes. The Exchange shall not be liable
to Business Associate for any claim, civil or criminal penalty, loss or
damage related to or atising from the unauthotized vse ot disclosure
of PHI by Business Associate or any of its officets, directors,
employees, contractors ot agents, or any third patty to whom
Business Associate has disclosed PHI contrary to the sections of this
Agreement or applicable law. Business Associate is solely responsible
for all decisions made, and actions taken, by Business Associate
regarding the safeguarding, use and disclosure of PHI within its
possession, custody ot control.

Indemnification. Without limiting the Exchange’s other remedies for
breach of this Agreement, the Business Associate shall indemnify,
defend, and hold the Exchange and any covered entity whose
information Business Associate processes hereunder, and their
tespective employees, officets, directors and agents, harmless from
and against any and all claims, liabilities, Judgments, fines,
assessments, penalties, awards and any statutory damages that may

9
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be imposed ot assessed pursuant to HIPAA, as amended or the
HITECH Act, including, without limitation, attorney’s fees, expert
witness fees, costs of investigation, litigation or dispute resolution,
and costs awarded thereunder, relating to ot atising out of any
violation by the Business Associate ot its agents, including its
subcontractors, of any obligation of Business Associate under this
Agreement of applicable laws, rules, and regulations.

10
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Amortization Schedule
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Revised Schedule 1

|f the Exchange terminates the Agreement for cause at any time prior to September 1, 2013, the Contractor shall
relmburse the Exchange for all Stand-Up Costs paid by the Exchange. If the Exchange terminates the Agreement for
cause after September 1, 2013, the Contractor shall relmburse the Exchange as set forth in the following Schedule. For
example, if the termination notice 15 recetved in Month 13, the amount to be paid is $3,578,138.

Startup: Paid through 8/30/2013 S 3,902,263
Startup: Paid 10/1/2013 S 1,542,729
Total Startup Price ] 5,444,992
Monthly Liability

Project Month Project Date Reduction Liability Balance
Month 1 Sep-13 § - g 3,902,263
Month 2 Oct-13 S 155,571 S 5,289,421
Month 3 Nov-13 § 155,571 S 5,133,850
Month 4 Dec-13 S 155,571 S 4,978,278
Month 5 jan-14 § 155,571 $ 4,822,707
Month 6 Feb-14 § 155,571 § 4,667,136
Month 7 Mar-14 $ 155,571 S 4,511,565
Month 8 Apr-14 § 155,571 S 4,355,994
Month 9 May-14 $ 155,571 S 4,200,422
iMonth 10 Jun-14 § 155,571 & 4,044,851
Month 11 l-14 § 155,571 S 3,889,280
Month 12 Aug-14 5 155,571 § 3,733,709
Month 13 Sep-14 5 155,571 $ 3,578,138
Month 14 Oct-14 $ 155,571 S 3,422,566
Month 15 Nov-14 § 155,571 & 3,266,995
Month 16 Dec-14 § 155,571 3§ 3,111,424
Month 17 Jan-15 § 155,571 § 2,955,853
Month 18 Feb-15 § 155,571 $ 2,800,282
Month 19 Mar-15 $ 155,571 S 2,644,710
Month 20 Apr-15 155,571 S 2,489,139
Month 21 May-15 $ 155,571 § 2,333,568
Month 22 Iun-15 § 155,571 § 2,177,997
Month 23 Jul-15 % 155,571 § 2,022,426
Month 24 Aug-15 155,571 $ 1,866,854
Month 25 Sep-i5 § 155,571 $ 1,711,283
Month 26 Oct-15 & 155,571 § 1,555,712
Month 27 Nov-15 $ 155,571 & 1,400,141
Month 28 Dec-15 § 155,571 & 1,244,570
Month 29 Jan-16 § 155,571 § 1,088,998
Month 30 Feb-16 $ 155,571 S 933,427
Month 31 Mar-16 § 155,571 § 777,856
Month 32 Apr-16 $ 155,571 & 622,285
Month 33 May-16 $ 155,571 § 466,714
Manth 34 Jun-16 § 155,571 S 313,142
Month 35 Jul-16 $ 155,571 § 155,571
Month 36 Aug-16 S 155,571 S -

4t
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Revised Schedule 2

The Contractor shall meet the Service Level Requirements (each a “SLR”) on the attached
chart. The Exchange shall review each SLR for consistency with industry standards on an
annual basis, and the parties will negotiate in good faith to make modifications consistent with
industry standards. Each month, or as indicated otherwise, the Contractor shall measure its
performance against the SLRs and submit a detailed report regarding the same to the
Exchange. The Contractor shall issue a credit on its invoice to the Exchange equal to the total
SLR penaities accrued due to missed SL.Rs during such month.

If there is a material change in the HIX System which materially affects Contractor's operations
and reasonably prevents the Contractor from meeting one (1) or more SLR(s), the Contractor
shall provide written notice of such to the Exchange. The penalties for violations of such SLR(s)
shall be suspended for a period of thirty (30) days following the date of the Contractor's notice to

allow the Contractor to take the necessary steps to come back into compliance with such
SLR(s).

With the exception of SI.R-0, which is effective upon execution of this Amendment, the
remaining SLRs shall be effective September 3, 2013.

{5510-000-00042672.D0C - 13 } %"“
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Revised Schedule 2= Chart

Hours of Operatlon SLR-L The Call Center will be available Sam to 8pm ET Moaday through Friday, and Szturday $5,000 per day for unauthorized Calls Report

hours as specified in the amended agreement between the parties, except at closure.

- Auitomated Gall Distribiition

The Call Center shalt assure that no more than 5% of éallers abandon fromthe ACD  $3,000 for monthly average Munthl\f. ' Autcmated Call Distribution
queue before speaking with a C5R, excluding callers whe hang up before belng on abandoned call rates exceeding 5%. Reports
hold at least 20 seconds

Call Abandonment Rete

$5,000 for monthly average
abandoned call rates exceeding 7%.

Service Resolution, Escalation, 52,500 when quarterly average CQuarterly
and Monitoring overall Customer satisfaction scores

are less than 90%. $5,000 when
quarterly average overall Customer
satisfaction scores are less than
80%,

Reporting Timellnass Meet the followlng service levels for Reports:

heyond the due dates for each listed
+ Dally reports are due to the Exchange by 1Zpm the following Business Day, Weekly report.
reports are due to the Exchange by the second (2nd) Business Day followlng the end
of the reparting period,

« Monthly reports are due to the Exchange by tenth (10th) Business
Day fcliowlng the end of the reporting period.

« Quarterly reperts are due by the fifteenth (15th) Business Day following the end of
the reporting period.

- Semi-annual reports are due by the twentieth [20th) Business Day of the

end of the reporting period, Annual reports are due by the twenty-fifth
{25th) Business Day following the end of the reporting perlod,

Exchange Date.
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Revised: Scheduta 2:- Char

Incldent Reporting SLR-9 Meet the following service levels for incident and management reporting: $100 for each instance of violating  Monthly Incident Report
Incident report timing parameters,

- Provide Incident and management reports no later than 5:00 p.m, of the day on

which the Contractor discovers any problem which may jecpardize the success or If in the course of investigating the

timely completion of any of Its responsibilities under the Agreement {in¢luding, incident, It Is determined that the

without limitation, complaints or other unusual calls or incldents), if the incidentis  Contractor did not Inform the

identifled priorto 4:30 p.m. on any Business Day, and no later than 9:30 a.m. onthe  Exchange In a timely manner of

next Business Day If the Ineldent is Identified after 4:30 p.m. Any suicide threats, progress updates, the Contractor
threats to the Exchange, or similar occurrences that could Jeopardize the health or  shall Incur an additional penalty of
safety of empioyees, callers or others should be reported Immediately to the 5500 per incident,

Exchange.

- All incldents that are nct fully resolved in one (1) Business Day are supplemented
with emall updates every Business Day by 5:00 p.m. during incident remediation.

« Provide the final incident report to the Exchange within two {2) Buslness Days of
resolving the issue that caused the incident.

- Provide written management reports in response to particular issues within two (2}
Buslness Days of the Exchange's request,

Exchange Date.
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Revised Schedule 3

Fixed Stand-Up Charges and the Operations Charges (Fixed and Variable)

{5510-000-00043771.D0C -2 }



MAXIMUS: Breakdown of Fixed Monthly Cost

Fixed Labor: Monthly Cost
Business Analyst $ 10,463
Corporate Cversight $ 1,163
Finance Support $ 3,512
Human Resources Suppori L3 7,025
IT Support % 1,411
Project Director 3 20,131
Quality Assurance & Training Persenne! $ 28,392
Reporting Specialist 5 6,557
Workforce Management Specialist $ 8,245

Total Fixed Labor $ 84,901

Fixed Other Direct Costs: Monthly Cost
Copier usage $ -
Facilities Rent $ 45 579
Learning Management System charges $ 2,631
PBX & scanner maintenance $ 1,048
Remote backup, data circuit & firewall $ 3,442
Speridian consultant suppert, annual hosting charges,

CRM license annual fee, and technical support $ 28,569
Travel 3 4,604
Workforce Management System charges,

voice/DiDMfax circuits, Disaster Recovery charges &

Home Agent (53) DSL & firewall charges $ 12,486

Total Fixed Other Direct Costs 3 98,369

TOTAL FIXED MONTHLY COSTS 3 183,270

A
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REVISED SCHEDULE 3

Brokers {4} on MAXIMUS Staff, Separate from Fixed/Variable

| STARTUP

|

6/1/2013-9/1/2013
Start Up Cost $ 5,444,991.72

Fixed Monthly
Months
Total Fixed

Price per Min
Est. Min
Total Variable Cost

Fixed Monthly Broker Costs*
Months
Total Fixed Broker Costs

Total Annual Cost S 5,444,991.72

OPERATIONS
9/1/2013-3/31/2014 4/1/2014-8/31/2014 9/1/2014-8/31/2015 9/1/2015-8/31/2016 Totz
- $ 5,444,991.7.
$ 183,270.37 § 183,270.37 $ 183,270.37 & 183,270.37
7 5 12 12 3
$ 1,282,892.58 § 916,351.84 § 2,199,244.42 § 2,199,244.42 $ 6,597,733.2
$ 122 § 122 § 122§ 1.22
2,340,251 1,354,557 2,321,809 1,916,094 7,832,71.
$ 2,851,622.20 § 1,650,543.08 $§ 2,829,151.07 $ 2,334,782.76 $ 9,666,099.1.
$ 23,656.32 § 11,828.16 $ 11,828.16 3 11,828.16
6" 5 12 12 3
3 14193722 $ - 59,140.79 § 14193790 $ 141,937.90 $  484.953.8

4276452.01** '

2626035.73**

5170333.40**

4675965.08%*

22193777.93**

*4 Brokers are priced during Open Enroilment period (October 2013 through March 2014). After open enrollment and through project end, only 2 Brokers are priced.

**Based on Estimated Minutes. Actual cost may vary.




REVISED SCHEDULE 3

MAXIMUS: Price Points
Total Stand up cost $ 5,444,001.72
Monthly Fixed Cost $ 183,270.37
Cost charged per minute $ 1.22
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REVISED SCHEDULE 3

Stand-Up Costs: Contractor shall be responsible for procuring all of the following items which Contractor
represents and warrants are necessary and sufficient to provide the services required under the
Agreement, as amended:

MAXIMUS: Breakdown of Fixed Stand-Up Costs
Infrastructure:
Cabling S 82,973
Cubicle & Office Furniture Purchase S 203,493
Build Improvements: Floor Buildout, Carpeting, Painting S 89,499
Total Infrastructure: S 375,966
IT:
Implementation & Environment Configuration Labor S 1,397,502
CRM Licenses (Oracle} & Hardware:
Hosting Environment S 247,445
CRM Hardware S 194,320
CRM Licenses* S 840,068
PCs & Network Hardware S 322,278
Total IT: $ 3,001,613
Staff Recruiting & Initial Training: ) 942,694
Other Initial Fixed Stand Up Cost:
PBX Phone System S 736,530
[VR Configuration S 117,305
Virtual Hold PBX Extension S 61,766
Home Agent Setup S 54,776
Other Telecom Equipment S 154,342
Total Other Initial Fixed Stand Up Cost: S 1,124,719
Total $ 5,444,992
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o W8S Ml Tazk Nome % Complete Suration Start Fintah Pradecossors/ Resourco Namas
d 1984
- §a | 0
1 NojGonnocticut Exchange Call Contar Transitlon $4%| 478 dayz| Mean 5ITH2 Sas 3114
14 Mo| Phage 1 -[nitlal Startup: Foebruary13, 2013 through August 31, 2043 @7 433 daye Mon 5iTH2 Fri 12427143
3 1.1.1 Yo Contract Initlation 100%| 0 days Wad 2/13/13) Wod 2/13/13] 23
4 1.1.2 No; Projedt Inlttatlon 100% 115 days| Wod 21313 Mon 7/22113
5 1.1.2.1 No Klck-off and Work Plan Finallzatlon 100% 39 days Wod 21313 Mon 4/8113 3 Corporata Exec,Tranzition Mgt
[] 1.1.2.9.1 No Motity and mobllize Transkion Team membors 108% 5 days Wed 2/13/13 Tua 2/19/13 El Jonn Lynchl anth Lynch
7 1.1.2.1.2 No| Conduct Kick-cif mesting with MAXIMUS Transttion Management 100% 1 day)| Thu 2/21/13 Tnu 2121113 L Erika Walton rika Walon
Team, the Exchangs, KPMG, Deloltte, CID, OHA, & DSS
[] 1.1.2.1.3 No Conduct Kick-off meeting with MAXIMUS Transttion Team 100%| 1 day| Maon 2/25/13) Mon 2/25/13 7l Erika Walton, rika Walten
9 1.1.2.1.4 No Finalize Transtion Work Plan 100% 4 days Fri 22213 Wad 2/27/13 7 Jonn Lynch ann Lynch
10 12,1, Yo3 Submit Tranaltion Work Plan 1o the Exchange 100% 0 days Wad 2/27/1% Wad 2/27/18 9 Jenn Lyneh Eirdd
" 1.1.2.1.6 Ne| Pefine o gy with Exchanga Syst 100% 23 days Thu 228113 Mon 4B/13 19| Erika walten
12 11218 Noj Identlty Integration Pointa with the Exchange Systems 100%, 7 days Thu 2/28/13 Frt 3/8/13] 10|
{Deloltte) & Relonse 1 & 2 Functionality
13 112162 No| Assess Impact 1o Work Plan 100% 10 days| Thu /21113 Wad 4/3/13| 12
14 11,2183 No Update Wark Plan 100%,| 3 days Thi 414113 Mon 4/8/13] 13 Erika Walton =rika Walton
15 1.1.2.1.5.4] Yad] Submit Final Transitien Work Plan 1o the Exchange 100%, 0 days Mon 4/8/13 Mon 48113 14| Erlka Walton 4/3
16 1.1.2.2] No! Finallze Subcontractot/Liconsing Ragulramants 100%| 116 days) Wed 2/1313 Mon /2213 Corporata Exec
17 1.1.2.2.1 Noj Flnallze and slgn aubcontractor agraamonts 100%, 116 days| Wed 2/13/13| Mon 7/22/13] 3l Carporate Exac|
18 112211 MNo. Sperdian (Integration & Configuration Services) 100% 20 days Wad 2/13/13| Tua 3712713 i
19 1.1.2.2.1.2 NG Oracle {CRM Product) 100% 20 dayz Wedg 2/13/13 Tug 3712113 |
20 112213 No| GRM (Shredding Servicas) 100%) 20 days| “Thu 8/27/13) Mon 7/22/13]
21 1,1,2.2,1.4 No| LSl (IVR} 100%) 48 cays| Fr arniz Fri 51313
22 1,1.2,214.1 No Deliver Draft SOW 100% 8 days| Frl anA3d Tue 371213 <8l 51
22 1.1,2,2.1,4.2 Na| Review and Update 100% 11 days Fri 2213 Fri 4/56113 22 Ben Husnicutt Ben Hunnicutt
24 1.1.2.2.1.4.5] No| Dellvor Final SOW 100%) 8 days) Frl 4/5M13] Tue 4/16/13]  23FS-1 day =51 sl
25 1.1.2.2.1.4,4 No| Slgnsoff 100% 13 days| Wed 4717713 Fi 5733 24 |,Baylinsen, A Mantinez, APolatnick| Boylinsen A Martinez, AP
28 1.1.2.21.5) Noj VOX (Telophony) 100% 20 daysy Men 471513 Frl 571013
X 1.1.2.2.2| No Finalize Licensing Agreemdanta 100%| 93 deys: Wod 37131 3| weod 7H1713,
28 11,2221 No Cracle (CRM Ucensos) 100%)| 15 days: Waod 3113113 Tue 4/2/13
28 112222 No Plpkina (WFM) 100%) 15 days, Kion 610715 FrGrans Shalk Mohamad Sholk Mohamad
a0 14,2223 Na Telatrat (Engage) 100% 30 daysl Mon 8/10113] Waod 7717/ 3] Shalk Mahamad| Sheik Mohamad
EX] 1,1,3| No Waeekly Status Moeting B3%| 138 days! Mon 3413 Mon 9/9/13§ Erlka Walten
22 1,1,3,1 No| Waokly Status Mesting 1 100% 1 day) Mon 374713 Mon 3!4!151 Erlka Walton| Erika Walton
o3 1.1.3.2 Ne Weekly Status Maeting 2 100% 7 day| Wan 311713 Men 311713] Erlka Wakton rika Walton
24 1.1,3,3| No| Waakly Status Mootlng 3 100%| 1 day; Mon 3718713 Men 3!1&112‘ Erlka Waltan| Erlka Walten
35 11,34 No| Wookly Statya Mesting 4 100%| 1 day, Maen 3725113 Ion 3726713 Erlka Walten {iErixa Walton
36 1.1.3.5] Nol| Weokly Status Maeting § 100%;| 1 day Mon 411713, Men 411413 Erlkz Watten {|EAka Waltan
a7 1.1.3.8] Ng Waekly Staluz Moating & 100%, 1 day| Mon 4/8/13 Mon 4/8/13 Erika Walton, H{Erika Walson
28 1.1.3.7| Na| Weokly Statys Moating 7 100%| 1 day| Mon 4715713 Mon 4/15/13] Erika Walten) ||Erika Wakon
39 1.1.3.8 No| Weekly Statua Meeting & 100% 1 day| Men 4722113 Maon 4/22/13] Erika Walten (| Erka Waltan
40 1.1.3.9 Ng Woekly Status Maeting § 100%, 1 day| Mon 4/29/13 WMon 4/25/13 Eriks Walton W Erlke Walten
41 1.1.3.10] No| Waokly Statuzs Meeting 10 100% 1 day| Mon 5/6/13 Meon 5813 Erika Walten J Erlka Walton
42 113,11 No| Weokly Status Meating 11 100%| 1 day| Mon 5/123/13 Mon $13/13 Erika Walton If Erika Walten
43 1.1.3.13 No| Wookiy Status Meeling 12 100% 1 day| Mon 54‘20!15] Mon 5/20/13| Erika Walten rikn Walton
44 1.1.3.13] No| ‘Waokly Status Meeling 13 100% 1 day| Men 5{27t‘i3| Mon $/27/13 Erika Walten rika Walton
45 1,1.3,14] No Weekly Status Maoting 14 100% 1 day| Mon B/3/13 Mo 8/3/13) Erika Walton ka Walton
46 +.1.3.15 No| Weekly Status Moeting 15 100% 1 day| Mon snorﬁ{ Mon 6110/13[ Etlka Walton| rika Walton
47 1.7.3.18) No| Waakly Status Meeting 16 100% 1 day| Mon ef17r1a| Mon an‘ma[ Erika Walten| rika Wakton
Task Ralled Up Critical Task Preject Summary & ' inactive ¥ CF /  Star-only N
Critical Task Relled Up Milestone < Group By Summary p————— Manuval Task IR Finisheonty I
Egiﬁcgu?lzir;;%nmont Brokor Projact Mllestena * Rolled Up Progresa ——— |nactive Task Duration-only s . PTOQIA3S I ——
Summary P——— St covnnceanno Inactive Task C———————— 1 Manval Summary Rollup eomessscsenmes — Deadline &
Rofled Up Tazk EEERNEREEEE Sxtomal Tozks (i) Inactive Milestone < Manual Summary P——
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[s) wes TMifastene Tazk Name % Complete Curation Start Finlsh Predacessors/ Regource Names
tardepandonc] S{
e 5
45 1.4.3.17] Ng Weekly Status Meeting 17 100%| 1 day] Man §/24/13 Man /24113 Erlka Walen Erika Walton
40 1.1,3.18 No Weekly Status Meoting 18 100% 1 day Men 7:‘1;‘E| Man 7113 Erlka Walten) Erlka Walten
50 1.1.3,19) Ng Waakly Status Maeling 19 100%, 1 day| Mon 7/8/13 Wan 7/8/13] Erlika Wallon Erikn Walton
5] 1.1.3.20) No Weaokly Status Meeting 20 100% 1 day| Mon 7/15/13 Mon 7/15M13% Erlka Walten| Erika Walton
52 1.1.3.21 No VWoekly Status Meeting 21 100% 1 day| Mon /22173 won 7/22113| Erfka Walten Erlta Walton
53 1.1.3.22 No Weekly Stotuzs Meeting 22 100% 1 day Mon 7/25113 Man 7/28/13| Erlka Watten Erlka Walton
54 1.1,3,23] Mo ‘Wookly Statuz Meotlng 23 100% 1 day Mon 8513 Mon §/5/13 Erlka Walton Erika Walton
59 1,1.3.24| No Weeakly Status Meeting 24 100% 1 day Mon 812113 Won 8/12/13| Erika Walten Erka Waiton
56 1,1,3,25) No Weekly Statue Meeting 25 100% 1 day Mon anfT:ﬂ Man 8/19/13| Erlka Waton Erika Watton
57 1.1.3.28] Noj Weekly Status Moeting 26 1004 1dny Mon &‘25:‘1:!| Man 8/26/13] Erlka Watton| Erike Wakon
58 1.1,3,27| No| Weekly Status Meeting 27 0% 1 day| Mon 9.‘2:‘13| Won /2413 Erlka Walton Erka Walton
59 1.1.3.28| No Weekly Statuz Mecting 25 0% 1 day Mon 99413 Mon 8/5/13 Griko Waolten Erke Walton
80 1,44 Yo Contract Dollvorablos BE8Y 146 dayw Tua 21261 3| Frl 8113113 Erika Walton| A2
a7 1,1.4.1 No| Policles and Procedures/Work Instructions {WI) 100%) 86 dayz) Wod /2713 Wed 6/26/13 Sasha Rumburg
62 11411 Mo Roguest axiating materials fer Exchange System developmant 100% 1 day! Fri 363413 Fr 31413 Erka Walton,Sasha Rumburp Erika Walton,Sazha Rumb
a3 1,1,4,1,2 Na Davolop lizt of Palickes and Procedurea/Wis 100% 5 doys Mon 4/8/13 FH 4/12/13 70| . Maria Shabanova, arla Shabanova
84 1.1.4.1.2) Ny Finalize template for Pollcles and Procadures/Wls 100%)| 5 days| Wed WZ0MY Fri 3/22/13] 62 Marla Shabanova,Sashe Rumburp |[#aria Shabanova,Sasha R
65 114814 Noj Devalop BUSh T) Inventery ap (e 100% 15 days/ Wed 2727117 Tue 3/19/13 Sazha Rumburg,Mada Shahanova {[[$asha Rumburg Marla Shaf
68 1.1.4.1.5] No! Identity and devalep first drafts of oparational workflows 100%)| 28 days) Wod 2/27/13] Frl 4/5/13 Maria Shabanova,Sasha Rumburg [{{Maria Shabanova,Sasha R
67 1.1.4,1.8] No Devolop Pafarmer List 100%| 15 dayo! Wod 2/27/13) Tug 3/19/13 Maria Shabanova,Seshs Rumbiirg 1[Maria Shabanova,Sashs R
68 1,1,4,1.7| No Condugt reliing internal reviaw of Business Transaction inventory, 100% 18 days| Wed /20013 Fri4/1213 Sagha Rumburg,Mora Shabanova [[$asha Rumburg,Marla Shal
operational workflows, and Performar List and Incorperate
feedback i
69 1.1.4.1.8 No| Sull:ml‘t Businosa Trensaction Invontory {0 the Exchange for 100%| 1 day| Tue 4/2/13) Tue 42113 Sagha Rumburg,Mara Shabanova | gashn Rumburg.Marla Sha|
roview
70 1.1.4,1.9 Nog| Submit workflows/parformer st to the Exchange for review 100% 1 day Frl 415113 Frl 4/5/13| 5 Maria Shabanova,Sasha Rumburg Maria Shabanova,Sazha Ri
71 1,1.4,1.10) No| Daovolop and dogument Policlas and Procedures/wls 100% 28 days Mon 4/15/13 Waed 5/22/13| [ Marla Shabanove f' arlx Shabanovn
72 114111 No| Dovolep detalled Intamal and Exchange review schodule and 100% 5 days Mon 4/15/%3| Fri 4/18/13] Sasha Rumnburg.Maria Shabanoval |(#asha Rumburg,Marla Sha
vpdate Transitlon Plan
73 1,1.4,1,12 No Internal rolling review of Policies and Procodures/Wis 100%| 15 doy3] Thu $/8/13 Wod 5/28/13 Rumburg,Erka Walton,Ben Hunnleutt | Marla Shabanova,Sasha R
74 1.1.4,1.13] No Ravislons to Policies and Procedurps/Vis based upon raview 100% 15 doys| Thu 3813 Wad 5/20/13) Marin Shabanova {| Maris Shabarsva
75 1.1.4.1.4] Neo Submit 70% of Pelicles and Procedurea/\ls to the Exchange for 100% 1 gay Thu S116M7 Thu 31613 Maria Shabanova,Sasha Rumburg| | Marla Shabanova,Sasha R
raview
76 1,1.4,1,15 No Submit ramaining 30% of Policles and Procedures/WVis to the 100% 1 asy Thu 5/30/13] Thu 5/30/13 Marla Shabanova,Sashe Rumburg| I Maria Shabarova,Sasha R
Exzhango for review
7 1.1.4.1.16) No Exchango revlew of Pellcies and Procedures/Wis 100% 18 days| Fr 511713 Fri 6/7/13| The Exchange ;'Thu Exchange
78 1.1.4,1,17) Ng| Rovisions to Policies and Procedures/\Wls based upon roview by 100%| 6 days Mon 8/10/13] Man 8/17/13 ki Maria Shabanova| Marla Shabanova
the Exchange 3
78 1.1.4.1.18 No| Final submiselon of Policles and Procedure2/Wis to the Exshange 100% % days Tue 81313 Won 8/24/13] 78  Marla Shabanova,Sasha Rumburg Marla Shabanova,Sasha R)
for approval 5
B0 1.1.4.1.19] Ng| Approval of Peliclos and Procodures/wis by the Exchange 100%| 1 day| Tue 62513 Tue 6/25/13) k) Ths Exchange Trho Exghango
81 {14120 No| Provide Policles and Procedures/Wls to KMS and training teams 100% 1 day Wad 6/28/13) Wad 8/25M13] 80{  Marla Shabanova,Sasha Rumburg Maria Shabanova,Sasha R
for Incorporation
82 1.1.4.2 Ne Call Canter Scripts 100% 100 days Mor 34013 Wed 7117113 Sasha Rumburg
83 1.4.4.2.1 No| Survey script nood and existing gerlpt uze 100% 5 days hor 3!4!13| Ftl 31813 Sasha Rumburg Sacha Rumburg
84 1,1,4,2,2 No| Develop Ust of calt center scripts 100%,| 25 days Men 3/11/19 Fri 41217 [:k] Sagha Rumburg asha Rumburg
85 1.1.4.2.3 No| Cronte call acript outlinas/structures 100%| 2 days Mon 4/1511_3’ Tua 4/16/13) 84| Sasha Rumburg asha Rumburg
26 11424 Ng Dratt call scripts 100%| 33 days ‘Wwaod 4/17/13| Frl 531113 85 Sasha Rumburg asha Rumburg
87 1425 No| Develop Internal and Exchange review scheduls and update 100% 3 days Wed 4/17/13) Frl 4119113] Sasha Rumburg asha Rumburg
Transitlon Plan
(L] 1.1.4.2.8 No| Internal roview of Call Conter Scripts 100%] 11 days) Tue 521113 Tuie 8/4/13 ivalton,Sasha Rumburg,2an Hunnicuty| rikn Walton,Sasha Rumb
Task NG  Rolied Up Critical Task  (eseUREERiREILEl  Project Summary Py Inactive Summary TR/ start-only C
Critleal Taak Rolled Up Milastone < Group By Summary Pr———  Manus) Task Flnlsh-only 3
g;?::chg,ﬁ",glm’m Brokor Project Milestang Rolled Up Prograss —— |naciive Task Duratlen-only i PTOQFOES I —
Summary Spit Inactive Task C——7 Manual Summary Rollup s Doddine &
Relied Up Task Extornal Taska i) |nactive Milestone b Manual Summary P—
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1D wBs Milestong/ Task Name % Complets Duratlon Start Flnish Pred of R Narmes
terdependenciel 1 SIQA
o4 G
59 1.1.4.2.7] No| Roviglons to Calf Center Scriptz basod upon review 100% 11 days Waed 5722113 Wed 8/5/13 Sasha Rumburg Sasha Rumburg
E 1.1.4.2.8 Ne| First Submizzion of Call Gonter Scripts 1o the Exchanga for raviaw, 100% 1 dayj Thu 572313 Thu 5/23/13 Sasha Rumburg asha Rumburg
(Inbound and Outbound/Clazing)
EXl 1.1.4.2.9] Ne| Sacond Submisgion of Call Contor Scripts to the Exchange for 100% 1 day, Thu 66113 Thu 6/6/13] [ Sasha Rumburg sha Rumbury
review {Prog lc FAQa/Processes) —{ ﬁ-
92 1.1.4.2.10] N Exchange review of Call Center Scripts 100%| 18 dayy) Fri 877713 Fri 8/28/13 291 The Exchango, [[The Exchange
93 114,211 No| EWPI""’ to Call Center Scripta basod upon review by the 100% B days| Men 711013 Men 718113 924 Sasha Rumburg azha Rumburg
Q4 1.14.2.12] No| Flnal .-.u?mmslon of Cal] Canter Seripts to the ar 100% 5 days| Tue 7/8/13 Men 7715713 Q_SF Sasha Rumburg Sashn Rumbirg
approva
95 1.1.4.2,17] No| Arg;mval of Call Center Serlpts by the Exchange 100%| 1 day| Tue 741813 Tue 7118/13 Bi’» Tho Exchangs [{The Exchange
98 1.1.4.2.14] Ng| l};fovtue ﬁﬁ’l:nc:ontor Scripts to KMS and training tasms for 100% 1 day| Wed 711713 Wed 7r1713] 95 Sasha Rumburg BSasha Rumburg
rporaf
a7 1.7.4.5 No [+] Plan 100%)| 80 days, Wad 363 Tua $1251Y) Jann Lyneh
£ 11439 No| Deovelep ond document Communication plan 100%)| 5 days Wed 3/8/13 Tue 31213 Jenn Lynch enn Lynch
an 1,1,4.3,2) No| Cenduct Intamal review and make ravisionz 100% 5 days, Wid 3/13/13, Tue 31813 B_B‘ Watton,Bon HunnicUtt Awilda Marting {Erika Walton,Ben Hunnlcut
100 1.1.4.3.3 Yeg Submit to the Exchangs for roview and approval 100% 5 days| wed 2/20/13) Tue 32613 9 Erlka W alton
101 1.1.4.2.4] Neoj Recelve teadback/approval and maka revislona, If necassary 100% 5 days| Wed 3/27/13; Tue 4/2/13) 100i Jann Lynch| ann Lynch
102 1,1,4.3,5 No| Finallze Communication Plan and uplead tc KMS 100% 1 doy| Tua 8/4/12 Tue 84753 101]
103 1.1.4.2.8 No| Incorporate Info ataff tralning plan 100% 2 days) ien 8/24/13] Tue 54’251‘13| 1062 QA/Tralning Coordinator| raining Coordinator
104 1144 No DR/BC Plan 91%| 120 days| Wed 4/3/13 [ 9!13[13| [Team,John Newton Sheik Mohamzd)
105 14440 Noy| Cavelep and decument DR/BC Plan, including Testing 100%| 55.14 days Woad 4/3/131 Wed 611913 John Newton,Jenn Scott, Amandal
Sconariey Learned,Dan Goodwin,Exchange|
106 1.1.4.4.1.1 Noj Coorginate with RI3k Momi team {o conduct nzk assesament 100% 4.29 days Waod 4/3/13 Tug 4/ 135| Bon Hunnicutt,Can Goodwin Amanda en Hunnlcutt.Dan Goodw
for OR/BC Lenmed,Jann Scott, Exchange)
197 1.14.4,1.2 Nl Idontity key resoureas from project, corporate, subcontractors, 100%| 4,29 days Tuo 41953 Man 4/15/13 06| Ban Huimlcunuan‘?nnﬁ%;u;w"lnﬁmand an Hunnlcutt,Dan Goodw
g camed.Je g
108 1.1.4.4,1,2] MNoy Cetall roles and rospensiblities of DR/BC responsa laam 100%) 8.57 daye Mon 4/15/13 Fri 4/26/13] 107| Bon HuCn\cmeaDJan G%odMnAmand:l n Hunnlcutt,Dan Goodw
garned,Jann Scott,
109 1.1.4.4.1.4, No| Develep and docurhont communication plan 100%; 5 days| Fri 472813 Fri 8313 108} Toam,Ben Hunnicutt,Shelk Moharmad] {ohn Newtsn,Jann Scott,A
110 1.1.4.4.1.5 No| Finallze response plans for varous scenaros 100% 15 gzys Fr{ §/3/13 Fri 24713 109} Team,Ben Hunnicutt, Shelk Mohamad ifehn Newion,Jenn Scott,A
111 114418 No| Devalop testing acenarios and methods. 100%; 15 gays Fri 5/24/13 Fri 8/14/13 110p Toam,Ber Hunmicutt, Shalk Mohamad| ([John Newton,Jann Scott,q
112 1.1.4.4.1.7] Mo Develop tasting schadula 100%] 2 days| Frl 8/14/13 Wad 8/18/13] 111a Team,John Newton,Shelk Mohamad en Hunnlcutt,Dan Goodw
13 1.1.4.42 Noj Congduc! internal roviow and make revizlons 100%] 50 drys Wed 6/18/13] Mon 8726/13] 112johamad, Erika Walton Awllda Martinez] (KBen Hunnicutt,Dan Goodv
114 1.1.4.4.3 Yo Submit to tha Exchange for raview and approval 0% 2 dayz Mon /213 Tue 97313 1130 Team,John Newton Shaik Mohamad]
115 15444 [ Receolve feedback/approval and make rowislons, if necassary 0% 5 days| Wad 9/4/13) Tuo 811013 114) Jehn Newten,Jonn Scott, Amanda; ohn Newten,Jenn Scott,d
Leomed.Dan Goodwin,Exchange
118 1.1,4.4,5] Moy Finalize DR/BC Plan and upload to KMS 0% 1 day| Waed 9/11/13 Wed 9/11/1% 115F Team,Bon Hunnlciit, Sholk Mohamad [fJchin Nawton,Jenn Scatt,A
117 1.1.4.4.8] Noj Incorporate into staff training plan 0% 2 days| Thu 912113 Fri 9/13/13 1168 Team,John Newton,Sholk Mohamad| Ben Hunnlcutt,Dan Geody
118 1.1.4.5 Noi Socurity Plan XU 80 days Mon 4/28(13 Wod 81413 Data Notwork Load, Exchanfia Taar|
119 1.1.4.5.1 Noj Devolop and decumant Socunty Plan 100%, 20 days| Mon 4729113 Fi 5/24/13] 135hnicutt, Exchange Team,Shawn Adams) helk Mchamad,Dan Goeod
120 1.1.4.5.2| NY; Conduct Internal review and make revisions 100%, 20 days| Mon 527113 Fra/21/13 118hamad Exchange Team,Shawn Adam| Ban Hunnlcutt,Amanda Lo,
121 1.1.4.5.3] Yo3 Submit te the Exchange for review and approval 100% 5 days; Men 6/24/13] Fri 8/28/13)] 120hamad,Exchange Team,Shawn Adam)
122 1.1.4.5.4| No| Racalve foedbackiapproval and make revislond, If necegsary 100%, 2 daysl Thu 88713 Fri8/9/13)] 121| Ben Hunnicutt,Amanda Loarmed,Dan| en Hunnleutt,Amanda Le
Goedwin,Shelk Mohamad, Exchangal
123 1.1.4.5.5 Mo Fingliza Segurity Plan and upload to KMS 0%, 1day Mon 8/12/13| Mon B/12/13 122hamad,Exchanga Team,Shawn AdamJ n Hunnlcutt, Amandzx Loy
124 1.14.58] No| Incerporate inta staff training plan % 2 days Tue 8/13/12) Wed 814113 123 QA/Tralning Coordinator, ralning Coerdinator
125 1.1.4,6/ No| Rlsk Managemant Plan 100%| 74 days Tua 226713, [ nga Team,Ban Hunnlgutt,Jora Scoty
EED 1.1.4.6.1 No| Dovelop and document RIsk Management Plan 1900% 12 days Tua 2/26/13 Wad 3/13/13 nyo Team,Shawn Adams,Jann Scot|
127 1,1.4,6.1.1 Ne| Peartorm risk agsesement of procasses & sorvicos 100% 2 days Tue 2/28/1% Thu /2813 EBhange Team,Bon Hunnlcutt,Jann Scoti thawn Adams,Shatk Mohz
128 . No| Farmulata riak mitigation strategles 100% 3 days Frl 3/1/13 Tue 3/5/13) 127nange Team Ban Hunnleutt,Jonn Seotl Bhawn Adams,Shelk Meha
120 1,1.4.8..9] Ng Fermulate risk contingencles 100%| 3 days Wod N8/13 Fri 3/813 128hange Team,Ban HunnlcuttJann Scot] ishawn Adamz,Shelk Meha
130 1.1.4.8.1.4 No| |dontity staff roles and responsibllities for nzk menagement 100% 3 days| Mon ¥11/13) Wad 313/13) 129‘ Shawr Adams,Shelk Mahamad,Dan ([[Brawn Adzms,Shalk Mohal
Goedwin,Amanda Leamad, Exchange!
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131 No| Conduet internal revlaw and make revisions 100% 5days Mon 311/13 Fri 3115M3] 128hange Team,Ban Hunnlcutt Jenn Seotl 35 hawn Adamae,Sheik Moha
132 Yos Submlt to the Exchange for raview and approval 100% 0 dayz Fri 3/15/13 Fri3/15/13 131jhange Team,Ben Hunnlcutt,Jenn Scol i3S
133 N Raviaw gnd approve plan 100% 5 days Mon 3/18/13| Fr 32213 132 The !] he Exchange
134 No| Receive ck/npproval and make revislons, If neceasary 100%) 5 days Mon 3/25/13 Fri 3/29/13 133 Exchange Team,Bon xchangoe Team,Ben Hunn
1 Hunnloutt Amanda Leamed.Dan
135 Na Finalize Risk Management Plan and uplead to KMS 100% 2 days| Mon 4/113] Tue 4/2/13] 134hawn Adams,Ben Hunnteutt,Jenn Scon xchange Team Amanda L
136 No Incorperate into ataff training plan 100% 3 days| Wod /512 Frl 6/7/13) 135] QAT ralning G ralning Coordinator
137 Ne Quality Managemant Plan 100%| 78 days| Maon 418/13] Maon 7/22H3 ator,Sa3ha Rumburg,Bon Hunnlouty
138 1.1.4.74 No Devalop Quality Managamont Plan 100%) 38,76 days Man 4/8/13 Thu 5/30/13 QA Coordinater|
139 114711 No| Identify key perfarmance indicators for tha call center 100% 10 days) Men 4/8/13 Fri 4/19/13] QA Coordinator| A Coordinator
140 1.1.47.1.2 Ne Identity measurement tools znd procedures - WFM, call 100% 5 days| Mon 4/3513] Thu 4/28113 138 QA Coordinator] A Goordlnator
recording, call monitoring
541 1,14,7.1,3 No| dentity monitoring tasks and rezponsea 100%| 15 doys| Thu 4:‘25:‘1—:5] Thu 5/18/13 140 QA Coordinater LA Coordinator
142 1.1.4.7.1.4 Na| Identity staff rolos and responafbliities for QA 100% 10 days| Thi 5.‘13«'1_3' Thu &/30/13 141 QA Coordinater| A Coordinator
142 1.1.4.7.2) No| Internal roview of quality management plan 100% 15 daya) Mon 6/10/13, Frl 672613 142 QA Cooprdinator| Coordinator
144 1.1.4.2.3 Ne| Revislons o Qualty Management Plan based upen review 100% 1 day| Mon 7113 Mon 7HM3 143 QA Coerdinator| Coordinator
145 114,74 No| Submit Quality Management Plan to tha Exchanga for revidw 100%| 12 days| Tua 712413 Wan 7/15/13| 144 QA Coordinstol| GCoordinater
148 1,1.4.7.5 Ne E:cv:‘:lons to Quality Management Plan bazod upan review by the 100% 2 days| Tue 7/16/13| Wad 7/17/13 145 QA Coordingtor <A Coordinator
ange
147 1,14.7.6 No Ftnﬁ_aﬁg.};mizslan of Quality Planto tho E ga far| 100% 1 day Thu 711813 Thu 7118113 148| QA Coordlnator,Sasha Rumburg| QA Coordinator,Sasha Rul
approval
148 1.1.4.7.7 Nol| Approval of the Quality Managemant Plan by the Exchange 100% 1 day| Fri 71813 £ 71en3 147| The Exchanpe he Exchange
149 1.1.4,7.9 Ney Finalize Quality Management Plan and provide to KMS and 100%| 1day, Man 772213 Man 7/22/13 1438 QA Ceordinater| Coordinator
training teams for Incorperation
150 1.1.4.9 No| Training Plan 100%) 105 days| Mon 32513 Wed BM413 lllan,Sasha Rumburg,Ben Huralcutt
151 Neo Devalop and decument Tralning Plan 100% 60 days, Mon 3/2513] Frl 6114113 Laura Mullen -‘
152 No| Analyze training regquirernents 100% 10 days| Man 3/25/12| Frl &/5/13] Laura Mullan urs Mullop
153 No| igentlfy materlals to ho dovelopad 100% 30 doys Mon 4781 Frl SM7H3 152] Loura Mullsn 1| !.aum Mullon
164 No| igentify Tralning Gap Anelysis 100%,| 20 doys haon 4/22/13; Fri 81713 Laura Mulien 1 Lowra Mullon
135 Mol Finalizo required training modules st 100% 15 days| hon 4/29/13) il SA7H3) Laura Mullen ura Mullen
156 No| Devalop outlines for tralning modulos 190% 10 days) Mon 8/8/13 Frl 81713 Laura Mullon urz Mullen
157 No| Daovalop tralning scheduls 100% 5 days Man 5/27/13] Fri 6731113 Latra Mulien aura Mullen
158 No| Davalop dran ralning mogules 100% 28 days MoK 5/20{13) Frl 81413 158 Laura Mullan aurz Mullan
159 N Davalﬁp JnleImnI and Exchange raviow schedule and Update 100% 3 days Mon 5/13/13 Wod 571513 Layra Mullon, Sagha Rumburg) ura Mullen,Sasha Rumbi
Transition Plan
180 Mo Conduct internal review of iralning materials 100%; 20 days Mon S/27/13; Fri 42113 Rumburg,Ben Hunnicuil Erika Walten ura Mullen,Sasha Rumb;
161 No| Ravislons to training materlala based upon raview 100% 37 days Mon 6/23/13 Fri 719413 Laura Mullen aura Mullen
182 No Submi tralning materials to the Exshange for reviow 100%| 27 days Mon 8717113, Fri 71813 laura Mulien, Sagha Rumburg ayra Mullen,Sezha Rumiy
183 Mol Rovizlons to training materals based upon review 100%] 32 days Won 8/17/13] Fl 726/ 3] Laura Mullon aura Mullen
184 No| Final su}[JmLsslon of tralning materials to the Exchange for 100%| 10 days| Man 7729013 Fri 8913 183 Laura Mulion,Sasha Rumburg| Luura Mullen,Sasha Rumb
approva
185 No, A;:roval of{ralning materials by the Exchange 100%| 1 day| Mon B/12/13| Mon 8f12/13 164 The Exghange| = e Exchange
166 4.1.4.8.8 Yoy Finailze Tralning Plan 100%: 0 days Mon 8/12/13| Man 8/12/13 168] Laura Mulken) : 8z
187 1.1.4.8,9 No; Prep]are tralning materals for project management tratning 100%! 1 day| Mon 8/12/13| Men 8/12/13] 184 Laura Mulien) I aura Mullen
se3slens
188 1.1.4.8,10 No| Prapare tralning materials %or CCR deaslona 100%;| 3 days| Mon 8/12113 Woed 8/14/13 154 Laura Multen) aurn Mullen
18% 1.1.:4.8,11) Noj Sperdlan TTT 100% 5 doys| Tue 7723713 Men 7729713 Speridian)| peridlan
170 1,1.4,8,12 No Deloltto TTT 100%, 2 days Tue 813/13 Wed B/14/13) Delottts ;Detoltte
kEal 1.1.4.9 No Repert Forrmat Developmont 98%| 1106 days| Maon 3111713 Waed 377153 its Dav Coordinator,Sasha Rumburg!
172 1,1.4.9,4 Mo Davelop and Document Report Formats 100%| 20 dayz Mon 31113 Fri 4/5/13 Reperts Dav Coordinator
173 1.1.4.8,1.1 Np. Dafine reporl raqulremaents from RFP and Propasal 100% 10 days| Mon 31113 FH 372213 Raparts Dav Coordinater] Roperts Dov Coerdinater
174 1.1.4.8.1.2] N& identity neadad repona 100% 5 daye) Mon 3/18/13] Fr 372213 hons Dev Coordinator,Exchange Taam| Reports Dev Coerdinator, B
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175 1.1.4.5.1.3 Np| Identlty data sources 100%, 5 days) Mon 372513} Fri 3/29/13 174, Ropants Dav Coordinator| Reports Dev Ceordinater
176 1.1.4.8.9.4 No Finsliza repont ganaration functionality 100% 5 days) Mon 47/4/13] Fri 475713 175] Raports Dav Coordinator] { Reports Dov Coerdinater
177 1.1,4.8.2 No| Cevelop report formats 100%| 20 days! Men 478713 Frl 570713 Reports Oev Coordinater, Roports Dev Coordinator
178 1.1.4.8.3] Ne gtnvn!ap intornal Exchange review schadule and update Transitlen 100% 3 days Mon 4715713 Wod 4/17/13) Reporta Dov Coardingler| || Reports Dav Ceardinator
an

179 1.1.4.9.4] No Conduct internal review of roport forrnats 100% 5 days| Men 5613 Frl 510/13 A, Laamod| WA hearped
180 1,148 No| Revialons to ropon farmats based upen review 100%| 2 days) Men 5/13/13 Tua 5/14/13| 179 A, Loamaod Leamod
181 1.1.4.8.8] Neg Submit repor formats to the E: 1ot review 100%| 5 days| wod $/15/13) EEALE| 180 A, Leamed Learned
1892 1.1.4.9.7| No| Revizlons 1¢ report formats based upon review 100%) 2 days| Wed 572213 Fri 524113 ELE A, Learned Loamed
183 1.1.4.8.8) Ne| Final submlsslon of raport fermats te the Exchange for approval 100% 3 days| Men 527113 Wed 5/29/12) 132] A, Leamad Leamed
184 1.1.4.9.9 Noy Approval of roport formats by the Exchange 75%| 7 gayz Mon 7715/13) Tue 7/23/1 183, A Laamed Learned
184 1.1.4.9.10) WNoj Finallxe report formats 95% 1 day| Wed 7/24/13 ‘Wed 7/24/12 184 A, Leamad| Leamaed
188 1.1.4.9.11 Ne| Croato report test cases 100%, 5 doys| Man B/24/13) Fri 6/28/13] 185] M, Learncd learned
187 1.1.4.9,12] No| Conduct repert teatlng 100%: 10 days| Thu 7/25/13) Wed 87/13 186,185 A Lodmod Learned
188 1.1.5] No| Faciljties anc Offlce Equipment 90%: 163 days| Nion 1/21/13| Mon 3/213 Amanda Loxmead
189 14541 Ne| Faclitiea Leasing and Build-out Q9% 149 doys) Mon 1/21/13, Tue 813713 Arsanda Loamed|
190 Yos| Hartlord Space 100% 148 days| Mon /21113 MTERERE Amanta Loamed| 121
191 [ Complete Facllities Requeat Ferm 100% 1 day] Man 172141 Mon 1721113 Erlka Wakon| {|Erlkn Walton
192 N, Fosaible Site Locations [dantified 100%, 1 day Thi 172413 Thu 1/24113 Corp Real Estate HEorp Roal Estate
193 No IO/As3029 Sltes 100% 3 days Fil 1725013 Tue 1729713 152| Lorp Real Exlate 1 arp Real Estate
194 Ne Select Permanent Space 100% 1 day| Thu /2113 Thu 131113 193 Corp Real Estate] ;COTP Real Estate
195 No| Flngilze Space Noeds 100% 10 days| Man 214113 Fo 21813 194 Erika Walton| ;: rika Waltsn
196 K No| Define Bulldowt Plan 100% 2 doys Frl 2/15113)] Mon 2/18/13) 105 Amanda Learmad! I: andz Learnad
157 1,1,5,1,1,7 Neo| Negotiate Tenant Improvernents/Bulld-cut Requirements 100% 10 days| Tue 2/119/13 Man 31413 196 Corp Red Estate | orp Roal Estate
198 1.1.5,1.1,8| No| Sign Leaae Agraamant 100% 5 days Mon 3/4/13 RECRE CFO HEFo
195 1.1.5.1.1.9 No| Determine Cojor Schemes 100% 1 day| Tusa 2719713 Tue 2/1513 198 Amanda Leamad; ' manda Learnad
200 1.1.5.1.1.10 No| Bulld-out Underway 100%| 70 days| hien 3117132 Fri 8/14/13 198] Amanda Leamod {nanda Leamod
204 1181111 No| Bullg-out Comploted 100% 1 day| Mon 6717113 Mon 6/17/13] 200 Amanda Leprned Bmanda Loarmed
202 1.1.5.1.4.12 Ne| CHico Inatallation 190%: 23 days| Mon 3413, Wed 713713 Amands Learnad| w
202 | 11611121 No| Securlty Installation 100%)| 21 days Wad 6/5/13 Wed 7/313 L
204 1.1.6.1.7.12.1.1 No Socurty Roquosta for Blds 100% 15 daysi Wad 8/5/13 Tue B/25/13] H
205 11.1,5.1.1.12.1.2) Mo Select Vendor 100% 1 doy, Wad 6/28/13| Wed B/28/13 204 g
206 [1.1.5.1.1.12.1.3 Ne Negotlate and Sign Contract 100% 5 days| Thu 8727713 Wad 778013 205| v
207 (115111214 e Tnstal Systom 100%) T days Wed 619713 Fei 21719 201 il
2058 | 11511122 No Cabling lon 100%)| 34 dayz| Wed 51113 Mon 24113 L4
200 115011224 No| Cabling Requests for Bids 100% 15 Sys) Wad 514/13 Tua 521713 |
210 (1,4.5.1,1.12.2.2] Ne Selet Vandor 100% 1 day| Wed 5/22/13| Wed 5/22/13) 208] N
2 (145141227 Ne| Negotlate and Sign Contrast T00% 5 aays Thu 5/20/13] Wod 52913 216
212 [1.1.5.1.1.12.2.4] Ng| Install Cabling 100% 15 days| Tue 8/4/13 fan 8/24{12 211
213 | 1.1.54.4142.3 Yo [T Server/Phone Reom 100%: 0 days Mon &17/113| Mon 611713 M7
214 [1.1.5.1.1.42.31 Yoo Servaer room ready Gate 100%| 0 day3 Mon 8/17/13) Mon 8/17/13| Amanda Lesrnod &7
215 [ 1,1.51.1.12.4 Yos| Dats Condult and Electrical Work for Fumnliture 1 00% 0 days| Mon 6171 Man 8173 1T
216 [1.1.5.1.1.1240 Yo Data condult/electrical work ready dato 100% Q days Mon 8/17/13 Maon 5117/12 Amanda Loamed| 617
217 | 11511125 No; Furniture Bulld Out Nogds (Offices and Staff) 100% 81 days Mon 3413 Mon 6/24/13 Amanda Leamaed|
218 [1.1.5.1.1.12.51 No Flnallze Fumiture Requirament2 100% 15 days| Mon 3/4/13 Fr 22213 Amanda Leamed) anda Leamed
218 [1.1.5.1.1.1252 No| Prepars Fumiture Requost for Bid 100%| 1 day| Mon 311/13 hon 3711472 218 Amanda Leamed anda Learned
220 |1.1.5.1.1.12.5.5 No| Vandor Response 100% 10 days| Tua 1213 Mon 3/25/13] 218, Amanda Leamod anda Leamaod
221 |1.1.5.1,1,12.54/ No| Sofect Vondor 100% 5 days Tue 3/26/13 Mon 4113 220! Amanda Leamnod anda Lesrned
222 [1.1.51.5.12.5.8) No Privata Officos 100%)| 60 days| Tue 4/2113 Man 624113 Amanda Leamad]
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223 [1.5.1.1.12.5.51 No) Qrder 100%; 34 days Tue 4/2/13 Fri 51713 221 Amanda Loamad anda Learnod
224 {1.5.1.1.12,55.2 Nol Instal) 100%: 2 daye| Fri 821713 Mon 8124743 218 Amanda Leamed anda Leamed
225 [1.1.5.1.1.12.5.8; No| Cuben 100°%; 60 days Tue 412113 Man 612413 Amanda Leamed|
226 |1.8.1.1.12.58.1 No) QOrdar 100%, 34 duys Toe 41213 Fri 511711 221 Amanda L.eamed anda Learned
227 [1.5.1.1.12.5.6.2 o] Ingtal 100%: 2 Gays| Fri 821413 Mon 6/24/13) 2185 Amanda Leamed| anda Loamad
28 1,1,51,1.12.5.7 No Conforence Room 100%! 60 days Tue 42113 Meon §/24M3 Amanda Learmned|
229 {15 1.1.125.7.1 Ng| Qrdor 100%; 34 doys Tue 41413 Fri 5117443 F=3 Amanda Loamad [II anda Loeamed
220 [1.6.1.1.12.5.7.2 No| install 100% 2 gays| Fri8r113 Mon Bf24/13 218 Amanda Leamed anda Leamed
231 1.1.5.1. 7.1 No| Equipment 100% 99 dayz, Mon 41/13] Tue 8113137 Amanda Leamed w
32 { 11511981 Mo Dnt?n;;\mn atfice oquipmont specifications (PCs, printers, 100%| 7 days) Men 471713 Tue 4913 Amanda Labmed| I:\rmmcm Learnaed
caple
233 [ 1.1.51.1.13.2 Noj F;:alga office equipment specifications (PCs, printers, 100% 1 day| Wed 4/10/13 Wed 4/10/12; 232 Amanda Loamed| }?\mundn Learned
coplat
234 | 1.1.5.1.1.13.3 Noy Crdor gice equipmaent 100% 2 days Fri 6/24/13 Mon 52713 233 Amanda Leamed Hamanda Leamod
235 | 1,1.51.1.124 Nof Qrdaor copler 100% 1 day| Tuo 528/13| Tue /2813 224 Amanda Leamed| ]i.mnndn Leamod
236 | 11511135 Mol Identity additionsl Corporate staff te axaist wih installation 100% 3 days Tuo 4/16/13) Thu 4/18/13 235 Amanda Leamed, 1 fmanda Leamed
237 | 1S58 N, Recelve and unpack computars and monitora 100% S days Mon 7/22/13| Fii 7/28/13 201 Amanda Laarned| FAmanda Learned
238 | 11511137 No! Image computers 100%| 2 days| Mon 7/25/13 Tue 73013 237| Amanda Leamed [Amanea Loarnod
233 | 1511138 Mol Sot up computers in conference rooms 100%, 1 day| Wed 7121413 Wed 7/31/13| 228 Amanda Laarned s da Loarned
240 | 1.1.,51,1,13.9 No ‘Sot up computers at work statlons 100%) S duys Wed 77414 Tuo 8/6/13 738 Amanda Leamad TAmanda Learned
241 [ 1.1.5.1.1.13.10 No; Sot up printers 100% 5 days Wed Ti31/13] Tuo 8/6/13] 225 Amards Learnad [Tamanda Learnad
242 | 1.1.51.1.33.11 N Tost oquipment for office 100% 5 doys| Vifed Bm“lj Tua 813135 240 Amanda Learned [famanda Laamag
285 | 1.1.5.1.9.18.12 Yod 'Staff to Oceupy facllity 100%) & days) Wod 7/33/13) Wed 7731713 739 Amands Loamed Pag il
244 1.4.5.1.1,14) Noj Office Supplles and Gorporata Postors 100%) 718 days hon &3/13 Wed B/26/13 Amanda Learned L J
245 | 1,1.8.1.1.14.1 Yog Office Supplies and Corporata Posters 100% 0 days Mon 6313 Mon 8/3{13 Amanda Leamad <63
246 | 1,1,5,1.1,14.2 No| Finalize office suppllos spacifications {including coffee, 100% 1 day Tue 6/4/13) Tue B/4113 Amanda Learned Amanda Learned
30ds. Corporate poslary)
247 [ 1.1.5.1.1.14.3) N Vengor idenhtineation and solection 100% 5 days WWad 8/5/13 Tua 611713 Amanca L.eamed Amanda Learned
248 | 1.1.5.1.1.14.4 No| Order office supplies 100% 10 daya| Waod 8/12/13) Tug 6/25/13) 247 Amanda Laarmed Amanda Laamed
249 | 1,1.5.1.1.14.5 Ng Racalve office aupplies 100% 1 day| Waod 6/26/13) Wod 8/26M13 248 Amanda Learned Amenda Learned
250 1.1.5.2 No| Naw York Space (30 Broad 3t, 33rd Fleor} 14%) 49 days Fri $/28013 Mon 9/2/13 |
261 1.1.5.2.% No| Contract Amengment Exetution 0% 1 day Fri 8/26/13} Frl 5120113 1.Bayllnscn L.Baylinson
252 1.1.5.2.2 Yas| Lease Execution 100%! © days GEERE Fri7/513 251 0. Walker| N
263 1.1.8.2.3 No Darmo of 33:d Floar 100%; 2 days S8t 716113 Sun 777113 252 G, Millan| JMilan
254 1,1.5,2.4 Mol Install Now Data and Veice Jacks 0% 5 days won 7/5/13; Fri 711213 253 G.hllian MiNan
255 11,525 No| Fuyrniture & Garpet Bulld Qut Needs (Offices and Staff) 27% 39 dava Fri 71513, Mon BI26/13) G.Millan
256 1.1.5.2.5,1 No| Finallze Fumiture Requirements 0% 1 day| Fri7)5/13 Feb 71513, G.Milan| Millan
257 $.1.5.2.5.2 No| Carpet 40%| 38 days Frl 7/5/13] Wed 8721113 G.Millan
258 1.1.5.2.5.2.1 No Finallze Carpat Roquirgments 100%| 1 day| Fri 7/5/13 Fri 745/13] G.Millant Mtllan
258 No| Qrder Carpat 100% ‘1 dayl| Fri 715113 Fri 2613 G,Mlllan; LWMillan
260 No Install Carpet 0% 3 days Man 8/19/13 Wod 8/21/13[259F S+32 days| G.lllan] GMIlan
281 1.1.5.2.5.3 No Private Offlces Furniture 0%| 26 days| Mon /8113 Mon 8126113 @.Millan]
262 1.1.5.2.5%1 No Order 0%| 1 day| Mon 7/8/13 Man 7/8/13 G.vilan; LMillan
283 1.1.5.2.5,3.2 No| (nstall 0% 3 caye| Thu 8/22/13] Man 8/26/13 250 G,Millan| G.Mllian
264 1.1.5.2.5.4] No Cuba Furniture T0%| 36 days) Mon 7/8113 Mon 8/26/13 G.Millan
285 1.1.8.2.54.1 No Order 100% 1 dayi Mon 7/8/13 Mon 77813 G.Millan .Millan
288 1.1.5.2.5.4.2| Ne Install 80% 3 days Thu 8/22/13] Men 8/28/13 260 G.Millan G.MINzn
287 1.1.5.2.5.5 No Conforenca Room Fumnlture 0%l 34 days| Men 7/813) Mon 26/13 G.Millan
268 1,1.52.5.51 No| Crder 0%, 1 day| Man 7/8/13 Mon 7/8/13] G.Mlilan Millan
269 1.1.5.2.5.5.2] No| Install 0% 3 days| Thu 822113 Mo 8/26073] 260| G.Mlflan G, Millan
270 1.1.5.2.61 No| Equipmant 0% 37 days Frl 712113 Mon 9/2/13] G.Miflan
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271 1.1.5.2.8.1 N Du:[urg-une offica oquipmant specifications (PCs, printers, 0% 1 day| Fri7ian3 Fri 7712413 251 G.Milan =
cople

212 1.1.5.2.8.2] No| Flﬁn!lze office equipment specifications (PCs, printers, copler) 0%| 1 day| Men 7/15/13 Mon 7/15(13 2 G.Mlilan|

FEE) 1.1.5.283 No| Qrdor office squipment 0%; 1 day| Tue 7/18/18) Tue 7118/13| 272 G.vilan|

274 1.1,5,2.8.4] No \dantify addiional Corporate staff 16 assiat with Installation 0%| 1 day| Mon 715113 Man 711812 271 G,Miilan

275 1.1.5.2.6.5) Noy Recalve and unpack computors and menkors 0% 2 days| Thu 8/22/12) Mon 8/28/13[273F5+265 days] G.Millan)

276 1.1.5.28.6i Ne Image computars 0% 3 daye| Thu 312211'5| Maon 8/28/13{273FS+26 days G.Mllan,

277 1,1.5.2.6.7] Ng Set up computers In conferehes rooms Q%) 2 days| Thu 8722/1 Mon B/26/13{1273F S+26 days) G.Milan

278 1.1.5.2.8.8 Nof Sal up computers at work statlons 0% 3 aayy| Thu B22/13 Mon 8/26/13[273FS+28 days G.Millan

278 1,1.5.2.8.9 Nl Sat up phonas &t werk stationz 0% 3 days| Tuu W27 Thu 8/29/13 278 G.Mian

280 1.1.5.2.8.10 [\ Tost equipmant for ofice 0% 1 day| Frl B/30/13 Frl 8/30/13 278,278 G.Millan|

287 1.1.5.2.8.11 No| Staff to Occupy facility 0% 1 day Maon 9/2/13 Mon 9/2/13| 2801 G.Millan|

282 1.1.6) No| Dats Clreuits 100%| 56 days Man 4113 Man 611713 Snawn Adams;

283 1,1.6,1 No, Finalize data clreult design/configuration 100% 5days Won 4{1/13 Fri 45113 Shawn Adams!

284 1,1.8,2, No Ploace rder for aata clreults, routers, firowalls 100%, 1 day| Mon 4/8/13) Men 4/8/131 282 Shawn Adams

285 1.9.6.3 No| Recelve ang configure aquipment 100% 5 days Tue 6/4/13) Man 6/10/13{284FS+40 days Shawn Adams]

288 1.1.6.4 No In2tall and test data clroult 100%| 5 days Tua &/1113 Mon 6717/13[2B4FS+45 days Shawn Adams

287 1.1.7| Ne| Volca Clrcuits and Sorvices 98%%| 106 doys Tue 4/9MY Fri 8130113 WJann Scott|

288 1071 No| Finallze call conter volce clreyl design/sonfiguration 100% 5 doys| Tue 4/8/13) Mon 4/15/13 Jenn Scott

289 1.1.7.2] No Placo order with carrar for naw velte circuts 100%| 1 day} Tue 416/13] Tue 4/16/73| 288 Jenn Scott

750 1173 Yoq Tnstall and 10t volce cirouRs 100%) 1 dayl Won 7722713 Mo 772201 3|280F S+55 days Jonn Scot

281 1,1.7.4] Mol ‘Advancad Call Routing Corrlar Services {for IVR) 98% 54 days Thu wefﬁ{‘ Fri 8/36r7 3] Jenn Scott

252 1740 Neg Place order with carrder for advanced call routing featuros 100%| 1 day, Thy &wj Thu B/8/13] Jenn Scott

283 1.1.7.4.2 Ne Advanced call roltlng design phase 100% 10 days) Fri 87113 Thu 6720113 292 Jonn Scuﬁ‘

204 1,1.7.43 No| Implement advanced call reuting 100% 15 days| Fri6/21/13 Tuo 718112 293 Jann Scoq

295 1.1.7.4.4 No| UAT tozting 100% 20 days| WMon 7/22/13| Fri8r1813 284 Jonn Scolt)

298 1.1.7.4.5 Yeo Tum up advanced call routing zarvices (2 days after testing) 0% 1 day| Frl 8130113 Frl 8130113 283 Jann Seeft

297 1.1.8 No Telephony krad 433 days; Mon 5712 Fri 1227113

258 1.4,8.1 No fVR and Quthound Dlaler BT%, 132 days| Fri 31113 Thu 8/20/13 Chris Wilmer|

293 1.5.8.1.1 No| Roquirements 100%| 79 days Frl 3113 Weod 6119113 Chriz Wlimar;

300 1.1.8.1.4.1 No| Daterming Regulslte Functionality 3/8 100% 11 gays Fri 311413 Fei 31513 Chnis Wilmar|

301 No| TSl Klck Off 100% 1 day| This 3/28/13 Thu 3/28/13 Chris Wilmar|

302 No| Solutlon GT! Enatlish 7 Oracle Interface 100%| 15 days Mon 4117713 Fri 4/119/13] 301FS+1 day| Chris Wilmer,

303 No| Solutton Qutbound OCM 100% 10 doys) Mon 4/22/13] Fri 57313 302 Chris Wiimer|

304 No Document VR Structure / Flow 100%| 22 doye Mon 441513 Tue 511413 csl

205 Noj Draft Prompt Language 100% 17 days. Mon 4/ZZ/70 Tus 5/14/13 C.Wlimar

305 Ne AHCT Revigw of Prompts Content 100% § days| Thiu 52113 Tua 514713 The Exchange|

397 Yeg Internai Approval of Draft Flow 100%| 0 days, Fris/10M3) Fri 5/10/13! Bon Hunnloutt

308 No| Devalap Prompt Language for Accossiilty 100% 5 day3| Mon 5/13/13} Fri 5117113 307 CHL.|

309 1181110 No| Intornal Approval of Flow 100%; 1 day| Frl 511713 FH 5/17/13| 308FS-1 day| Ben Humcun|

310 1.1.8.1.1,11 No Oblain CT approval 100%; 23 days| Won 5720113 Wed 8/18/13 308 The Exchangn|

311 1,1.8.1.2 Noj Connoctivity 1G0%) 24 days| Thu §/20/13] Thu 71813

312 1.1,8,1.2,1 Mo Eatablian Connectivity Betwoon CS1 & MAXIMUS (UAT) 100% 13 days| Thu 820413 Sat 7/6113) 210 E. Baylinaon,C5!

213 1.1.8.1.2.2 Na| Establish Connactivity Botwoon CS! & MAXIMUES (Production) 100% 15 doys| Mon 7/1/13] Thu 7118/13 E. Baylinzon.GSl

314 1,1.81.3 No Davalopment 100% 49 days Thu 530113 Fri 812113 VR vendor,Ben Hunnlcut,Jann Scott

315 1.1.8.1.3.1 No Solutlon {nbound Data Feod 100%| 8 days Thut 5/36/13 hon 6/10/13) 303 Chris Wilmar|

36 1.1.8.1.3.3 Nol Tranzlste Prompte to Spanish 100%)| 5 days| Thu 6/20/13] Wed 8/26/7| 310 N, Torres
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17 1.1.8.1.3.3 Ne| Record Prompla 100% 7 days| Thu 8727119, Fri 7/5/13 316 i)
318 1.1.8.1.24 N Obtain DEV Test Cazes 100%) 15 days, Thu 53013 Wed 8/15/13] C, Wiimer|
319 1.1.8.1.3.5 No| Povelep IVR Flow (Include transfers to DSS) 100%) 19 days| Mon 8/10/13] Thi 7/4/13] csl
320 N Cevelop CTI pagket 100%; 32 days| Mon 8/40/13 Fri 7139113 ]|
321 NO| Dovelop datd fesds {(Inchide enabling eutbound, call backs) 100% 19 days| Thu €/27/13; Fr 7119113 ES|
[ 1.1.8.1.3.8 No| IVR Ready for UAT 100%, 10 gays) Mon 7/22/13) Fri 87213 320 CS
323 1,1,8,1.4/ No| Tosting 100% 44 days Thu §/20113 Frl 8116113
324 1.1.8.1.4.1 No Obtaln UAT Tast Cases 100%)| 22 deys Thu 8/20/13] Wed 7713, C. Wilmar|
325 1.1.8.1.4.2 Noj UAT 100% 22 days| Thu 7/18/13 FrigMe/ 324 T, Wilme|
328 1,1,8,1,8 No! Production Ceployment {Complate &y 3/10) B0%| 9 days Mon 81 5!1% Thu &29/13 325 ]
327 1.1.8,1.5.1 Noj Daploy Inbound IVR 100% B dayz Meon 84‘19;‘13| Thu 8/28/12; [£5]]
329 1.1.8.1.5.2 No| Caploy OCM 100%| 9 days Man 819/13 That 8/28/13 csj
320 1,1.8,1.5.3] No Daploy CEOCM 100% § days; Mon 811911_:3{ Tnu &29/13 csl|
330 1.1.8.1.5.4] No Doploy data feeds 100%)| 9 doyD| Men 81911 EI Thu 8/28M13 Csl|
a1 1,1.8.1.5.5 No| Daploy CT1 U 9 days WMon 8/19/13) Thu 8729113 [
332 1,1.8.2 Ne Talephono System Upgrades and Call Recording 100% 33 days! Mon 5712 Mor 81213
333 1,1.8.21 No Finalizo phane systom guote for upgrades and recording and 100%) 1 aay) Man 57712 Mon 877112 Jann Scoft
place srdar with vender
334 1.1.8.2.2 No| Regolvey upgrage/expanslon equipment 100% 1 dsy Man 7715012 Mon 7/15/13/333FS+20 days Jorin Scott)
335 1,1.8,2,3 Mo install and configure phone ystamm upgrade and telophones 100% 2 days Thu 7/1513; Fri7:1913] 334 Jenn Scotf]
336 1.1.8.2.4 No| Place phones on daske It Harterd 100%| 1 day| Man 7/22/1% Mon 7/22/13] 338 Jann Scott]
337 1.7.8.2.5 No| Placo phones on desks at 30 Broad 100%)| 1 day| Mon &/5/13 Mon 8/5/13 335 Jonn Scott}
338 1.1.8.28 Yoz Phane systam toating and deploymant 100% 5 days Tuo B6M13 Mon B/12/13] 337 Jann Scotl
335 1.1.8.3 Mo TTY Systam 94%| 89 days Mon 4122113 Tua B/20/13) Jenn Scott!
340 11831 No| Flnallze TTY requlremants 100% 2 days| Mon 4122/13 Tue 4/23713 Jenn Scoft.
341 1.1.832.2 Nol Crdor oquipment 100% 1 day| VWad 4/24/13) Wad 4/24/13 40| Jenn Scott
342 1.1.8.3.3] Ne Ordor B00# and line 100% 1 day] Thu 47281 3| Thu 472513 341 Jenn Scott|
342 1.1.8.2.4] Noj Configure and Install 100% 2 daysl Maon 7722713 Tug 7/23/13[241F5+30 days| Jonn Scolt|
344 1.1,8.3,5 Ne Test and doploy TTY T5% 2 days; Mon B0/ Tue &/20M13 343 Jenn Scon
345 1.1.8.4] Neo Hemae-based CCR/Broker aatup 0%)| 20 doys| Mon 252013, Fri 12127113
46 1.1.8.4.1 N Finalizo tochnical VolP requiraments 0% 5 days| Mon 1272113 Fri 12/8/13 38,9481 Seett.Ban Hunnicutt, Sholy, Mohamad|
347 No| Conduct hame securty audis 0% 5 days| Mon 12/8/13] Fri 12/13/13] 346 vandor, Data Notwork Leag,Jenn Scot|
348 Mo Install and configure VolP equipment 0% 5 days) Men 12/16/13 Fr12/20/13 347[vandor,Data Netwark Lead,Jenn Scotl
49 1.1.8.4.4 No| Test and deploy home-based CCORs/Brokaers 0%; 5 gays| Mon 12313 Fri 12027113 348|vendor,Data Netwark Lead,Jenn Scoli
350 1.1.9] Ne| Workforge Managemant (WFM) Systom 100% 141 days Wod 211313 Mon 8/26/13]
351 1.1.8.1 No| Finalize quote and place order with vendor 100% 1 day| Wed 2/13/13 Weod 2/13/13] 3| Ben Hunnleut|
352 1.1.8.2 No| Conduct kickof! call with vender and coll center toam 100% 1 day) Wod 21313 Weod 2/13/13 Ban Hunnlcutt
353 1.1.8.3 Noi Croata Documentation of Planned Work and Verlfy with Pipking 100% 2 days| Mon 8/24{13 Tug 625/1% llys Guzman,Luan Dang
354 1.1.9.4/ No! WFM Instatlation and conflguration 100%| 12 days Tue BIG/13| Wod 8/21/13 353
355 No Croate Group for AHCT 100%) 3 days! Mon 81918 Waed 8/21/13 llya Guzman
355 No| Impor Skilizets Onte Created by VOX, iIn CCMA 100%| 1 day] Tue 8/6/13] Tua 8/8/13 355 Ilya Guzman
357 No Frovide Monthly Cost for Total AHCT Agonits 100%)| 3 days| Won 8/19/12 Wad 8/21/13 353, Jenn Scott
asg Mol Vantage Point Accaas 1or AHCT Manager/Supervisar 100% 3 days Wan 8M19/13 Wed 58/21/12 353,358 Ilya Guzman|
359 No| éu:\m:g « Adherence, Agents' Logins, Vantage Point, Agents Group 100%| 3 days Thu §/22/13| Mon 8/26/13| 553,254
ount
360 No| Craate Agants 100% 1 day| Mon 8/18/13 Mon 8/18/13| 359 liya Guzman,Ben Hunnleutt
61 Noi WFM Deployment 100% 2 dayt| Tug 8720713 Wad B/21/1)] 380
382 No Prepare VWFM tralning matarlaia 100% 2 daya Thu B/22/13| Fri 8723713 EC
283 No| CT HIX Slebel - CRM Implomantation 99%| 1424 days| Wad 3720113 Wed 10/213
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364 1.1.10.1 No| Projest Management Planning 96% 1424 days Wed 32013 Wad 1012113
365 1.1,10,1.% No| Projott Charter 100%)| 35 days Wad 3/20/13 Tue 5711
368 1.1.10.1,1.1 No| Create and Conduct Internal Raview of Praject Charter 100% 3 dayg| Waed 3/20/13 Fri 32213
37 1. L10.1.1.2 Noj Parform Custemer Review and Revise Project Charter 100% 32 days Mon 3/25/15] Tue 5713 356
368 1.1.10.1.1.2] Yoz Project Charter Complate 100% 0 days Tue 57713 Tue 57713 IG7|
360 1.1.10.1.2] Np Praject Managomens 95%| 136.4 dayo| Thu W28 Wod 10/2/13)
370 1.1.10.1.2. No Condutt Praject Team Qrlantation 100% 3 days Thi 3/28/13 Men 411413 SSE
371 1.1.10.1.2.2 Noj Delivarable: Waokly Status Repord - { GT - DEL - 02 ] 95% 128 days Thu 3728/13 wad 10/2/13 324
372 110123 Ne Deliverable; Updated Projact Plan- [CT-DEL- M) 5% 126 days Thu 3/28/13 Wed 107213 368
373 1.1.10.2| No, Assess 100% 16 days Wod 32713 Wad 4117713
374 1.1,10,2.1 Yes| Project Kick off Moeting 100%| 0 days Wed 3/27/13 wed 3r27113| 58|
375 1.1.10.2.2] No Business Roguiraments Weorkzhopa 100%| 13 days Thu I8/ Wad 4117113
376 1.1.10.2.2.1 No| CT} and VR Busineas Flow Raviow 100%) Z doyg| Thu 3728/13] Fri 3/29/13 374]
377 1.1.10.2.2.2) No Imagratlon Business Flow Roview - Slabol and KMS 100%| 2 days| Men 411413 T 412113 375|
375 1.1,10.2.2.5| Ne Business Flow Review - Incoming ehanneals Phone and Email 100% Z daye| Wed 4/3/13 Thu 44113 377
are 1.1.10.2.2.4] Ng Businoss Flow Review - Sarvice Call Types 100% 2 days| Frl 4/5{13 Mo 4813 a7g|
380 1.1.10.2.2.5] No| Gather Raporning Requiramens. 100%) © days| Frl 475713] Wt 4/17/13 378
EER 1.1.10.3 Mo Environment Set-up 100%| 107 days Mon 4/8/13 Frl 8/30/13]
382 1.4.10.3.4 No Application Development Env $otup 100%;| 85 days| Mon 4i8/13 Wed 7/3113
333 1,1,10.3.1.1 Ng| Stebal 100% & days Men 4/8/13 Fri4/12/13
384 1.4.193.1.2] Ne OBIEE 100%| 5 days) Mon 4116713 Fri 4718113
385 111021 Ne| KMS 100% 7 days] Men 4/15/13] Tue H2a10|
388 1.1.10.3,1.4] Noj Setup Content for KMS 100% 3 days) Mon 7/29/13 Wed 7631113
E°H [ERTES. Neo Appilication Installs for other Environments If avallabla 100%| 24 days, Thu 82013 Frl 813013 L
3Jge 1.1.10.3.2.1 Ng| Siehel 100% 27 day! Thu 8/20/13] Wod 772413
389 1,1,10,3,2,21 No| OBEE 400% 27 days Thu 8/20/13 Wad 7241
390 1.1,103.2,3] No| KNS 160%) 27 days Thu B/20/13 Waed 712413, I
3g1 1.1.10.3.2.4 M| Setup Content for KMS 100%] 27 days Thu 7/25/13] Fet 8/30/13) 380
392 1.1.10.4] No| Racommand 100%) 52 daye, Thu 41813 Fri 672813 L .
383 1.1.40.4.1 Na Integration Workstroam Solution Review 400%)  days Mon 4122113 Mon 4/29/13; L.
394 1110409 No| KMS Technlcal Workahop - Entity 2nd Data Flow 100%| 2 days| Men 4122113 Tug 4/23/13
395 1.1.104.1.2 Mo KMS Specification Documaent T00%; 4 dayz| Wed 4/24/13) Man 4/29/13 364 i
I 388 1.1.10.4.2 Ne Functional Stream Solutlon Review 160%| 52 days Thit 4118113, Fri 8/28113 3380, L
397 1,1,104.2,1 Noj Scroen Mockup Use Case snd Stery Bonrding | CTHIVR 100%, 2 days T 418/13] Fri 4/19/13 a78| [
J98 1,1.104.2.2) No: 1S~craun Motkup Use Srae 2nd Story Boarding: Call Raquest 100%j 2 dsys Man 4/22/12] Tue 4/23/13) 297|
399 | 1..10.4.2.3) o E:Ilvurabla: Funclional Gap Analysls DocUmant- [ CT « DEL = T00%] 48 days Wed 4]24/13] Fri /28713 245g] A
400 1.1.10.4.2.4 No Deliverabla: Siebal Raquirement Cocumant - [CT - DEL-03] 100% 23 days| Waod 4/24/13)] Fri 82413 298| |
401 1.1,10.4.3 Ne| Raporting Solutlon Review 100% 19,4 days Thu 41812 Wad 51813 !
402 1.1.10.4.3.1 No| Review Customization lovel and map Requirements 100% 17 days| Thu 4/18/13 i 511013 380
403 1,%.10,4,3.2 No Raviaw and Approve Repert Mockups 100% 18 days| Fr 4119113, Wad 5/15/13 402
404 1.1,10.4.3.3] No| Roport Requirement Spacification Document 100% 17 days| Thu 4/18/13 Fr 5/40M3 b
405 1.1.10.4.4 No| Tachnlzal Architocture Raview 100% 19 days Tua 4231 FA 511TA 3|
406 1.1,10,4.4,1 No| System Arshitactura Dosign 100%| § days Tue 423713 Mon 4/28/13, i
407 1.1,10,4.4,2] No| Seourty Roquirernonts 100% 5 daoys Tue 472313 Mon 4725713 i
408 1.1.30,4,4.3] Ng gs‘ le; Technisal Al Pocument - [ CT-DEL~ 100% 19 days Tuo 4/23/13 Fri 511713
AQG 1.1,10.3 N¢| Daslgn : 100% 67 days Tue 423713 Mon 742213
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410 1.1.10.5.1 No| BO/BG Design and Buziness Rules Design 100%. 11 days Tue 413013 Tue 5714113
411 11,190,511 Nof Erepnrc Detallad Dasign for Buziness and Comesponding Data 100%: 10 days| Tuo 4303 Mon 5113413
ayoer
412 1.1.10.5.1.2 NG| Pr:para ERD's (Entity Ralatlonship Dlagram) 100%| 10 days| Tiie 4730/13| Mon 5!13{@
412 1,1.10,6,1,3 Noj Internal Review and Approve Detalfed Degign 100% 1 day Tue 5/14/13] Tua 5/14/1% 411
414 1,1,10,5.2] No| Ul Layer Deslgn 100% 11 dayal Tue 4130013 Tue 571413
415 1,1,10.5.2.1 Noj Fropare Deslgn for Applets, Scroent & Views 100% 10 days| Tue 4730713 Won 5/13/13]
418 1140522 Noj Intarnal Review and Approve Dolalled Design 100%| 1 day| Tue 5/14/12} Tue 51413 415
417 1,1,10.5,3 No! CTi Deslgn 100% 45 days Tue 4730143 Mon THHM3|
418 1.4.18.534 No; Propare Dosign to Integrate Slele! with CTI 100% 9 days Tue 4/30/13) £ 6128113
419 1.1.10.5.3.2 NDj Internal Reviow and Approve Detalled Degign 100% 1 dayl Mon 7/1/13] Man 711/13 418
420 1.1.10.5.4 No KMS Dosign 100%| 10 days Tuo 4730713 Men 513113
421 1,110,544 No Propare Dosign for KMS 100%,| 9 days Tua 4/30/13) Frl 510113
422 1.1.10.5.4.2 No| tnterna! Review and Approve Detalled Design 100% 1 day| WMon 5/13/13f Man 5/13/12 421
423 1.1.10.5.5 Ne Integratlon Design 100%) 10 days Tuo 413013 Man 51313
424 1.1.18.%.58.1 No Propara Dosign to Intograte Slebel with KMS and CTI 100% 9 days Tue 4/30/13 Fri 5110713
425 1.1,10.5,5.2] N Intamal Review and Approve Cotalled Design 100% 1 day| Mon 5/13/13 Mon 5/13/13] 424
426 1.1,10,5,6 No, Roports Dosign 100% 15 days Tua 423713 Mon 513113 A04]
427 1,1.10,5,5,1 No BIP Repcris / Templates Dosign 100% 14 days| Tue 4/23/173) Fri §/10113)
428 1.1,10.5,8.2 No OBIEE repository design with Slebel OLTP / IVR Data Source 100% 7 days Tuo 4/23/13 Wed 51/13
429 1.1.18.5.8.3 No OBIEE dashboard reports design 100% 7 days Thu 5/2/13] Frl 510113 428|
430 1.1.10.5.6.4 No| Review and Approve Detalled Doglgn 100%| 1 day| Mon 5/13/13] Man 5713113 428
431 1,1,10,5,7 No| Batch Load Design 100% 5 cays Tua 4/30/13 Men S/6/13)
432 1.1,10,58.7,1 No| Prepare Design for Buik Batch Load programa 100% 4 days Tue 4/30/13 Fri 5/3/13)
433 1.1.10.5.7.2) Ny Internal Review and Approve Detalled Design 100% 1 day| Mon 5/6/13 Mon 516113 432
434 1,1,10,5,8] Na| Daoliverable! Toechnlcal Design Documant Raviaw [CT - QEL 07] 100% 1 day| Mon 711513 Mon 711513 433,
435 1.1,10.5.9| No| Daalgn Slgn O 100% § dayz| Mon 5/13/13 Mon 7722173 424
436 1.1.10.8) No| Bullg 100% 50 days Wed 51513 Fri 7119113
437 1.1.10.5.1 No| Configuration and Unlt Testing 100% 438 days Wod 5/15M13] Wed 71713
438 1,3,10,8,1.1 No| Extond the Slebol Schoma 100% 3 days| Wed 5/15/13 Fel 6H17/13]
439 1,1,10,6,1,2] No| Develop f Conflgure BC BC as per approved design 100% 7 doys| Waod 5/15/13| Thu 5723113
440 1.7.10.8.1.] No Develop / Gonfigure L Layer ( Screens, Views and Applots) 100%; 12 days| Fri 52413 Mon 6/10/13 438
441 1.1.10,6.%.4 No| Unit taating of Siobel Ul jayer and Sarvice Ragquest types 100% % daysz| Tua 8111113 Men 6/17/13) 440
442 1.1.10.6.1.5 No Slebol Call Centor Tralning Matarlal - UPIK/PowarPolnt 100% 3 daye] Mon 7715713 Wed 7/17/13)
443 1.1.10,6.1.8| No| Resolve Defacta 100% 5 days| Mon 7/8/13] Frl 7412113 A40]
444 1.1,90.8.2 No| ‘Workflows and Buainess Rules Devalopment 100% A5 days, Wead 5/18/13, Frl 711213
445 1.1,10.8.2,1 Nao| Deavalop / Configure Workflows and Businetz Rulas 43 per 100% 22 days; Wed 5/15/13 Thu 6/13713]
approved deslgn
446 1.1.10.6.2.2 No Unf testing of Slebal Workflows and Business Rules 100%| 5 days Fri 871 4!15! Thu 620713 445)
447 1.1.10.6.2.3] Noj Rezolve Defagts 100% 5 days| Man 77813 Fri 7112113 445
448 1.1.10.6,3 No) KMS Davelocpmont 100%| 32 days| Wed 3715013, Tau G713
449 1.1.10.6.34 No| KMS Configuration 100%| 12 days) Waed 5/15/13 Thu §/20/13
450 1.1,10.8.2.2| Ne KMS Contant Management Tralning Materials - 100% 3 days| Tue 5/28/13] Thu 5/30/13
UPKiPoworPaint

451 1.1.10.8.2.3 Ne Content Setup 100% 20 days Fri §/31/13 Thu B/27/13| 449
462 1.1.10.8.4) o Intorface Devalopment and Unit Testing 100% 33 days Frl 877113 Frl 711913
453 1.1.10.8.4.1 Ne| Intograte Slevel with CTI and KMS 100% 10 days Fri 7/5(13 Tua 71613 439
454 1.1.10.6.4.2] No| Unht tezting of Slabel with CT] and KMS 100% 3 dayt Fri 8/7/13] Wad 7:'17.’13[ 453
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455 1.1.10.6.4.3 Noj Slebel and KMS Integration Traming matesdals - 100% 2 days Fri 621113 Mor 6/24113]
UPKiPowerPoint
456 1.1.10.6.4.4 No| Resoive Defects 100%! 12 days| Wed £/12/13) Frl 711913 454
457 1.1.10.6.5| Mo Raport / Dashboard Devolopment and Unit toating 100%! 45 days| Wed 5/15/13 Fri 7112113 430
458 1.1.10.8,5.1 No| BIP Reporis Devalopmant 160% 24 days| Wod 5/15/13, Mon 811712
459 1.1,10.8.5.2 No| QBIEE Reposhtery Davelopment 100% 12 agys| Wod 5/15/13 Thu 5/30/13)
460 1.1.10.6.5.3; e OBIEE Dashboard Reporia Dovelopment 100% 12 days) Frl 531713 Mo /1713 459
451 1.1.10.6.5.4 No| Knowledg bl Anglytics D ] 100%, 24 days| Wad 51913 Mon 6/17/13!
482 1.1.10.6.5.5 Nol Untt testing of BiP repants 8 Bl Dashbeards 100%: Sdays Tug 61813 Mon B/24/12] 460
483 1.1.10.6.5.6: N OBIEE Tralning Matarials - UPK/PowerPoint 100%: 3 days| Thu 6720113 Mon 6/24/12]
454 1.1.10.6.5.7] e Resalve Defects 100%: S days| Mon 7/8/13, Fi 712118 480
485 1,1.10.6.8 Na| Batch Load Script Developmant and Unit Tasting 100% 44 days| Wed 5/15/13 Frl TH2M13;
458 1.1.106.6.1 Noy Conflgure bulk batch load programs 00% 5 days Wed 5/15/13 Tug 521113 433]
487 1.1.10.8.8.2 P Lnit 1e5 bulk hateh [oad programs 100% 1 day| Yved 522713 Wad 5/22/13, 466
459 1.1.10.6.6.2 No| Reaohe Dofects 10D% 1 day| Wed 5/22/13 wod 522713 4e8
453 1110664 No! EugigeBsTsE édmlmstrauon Training Matorials for Siebel, KMS 100%, 2 days| Mon 624113 Tua B/2513,
an
470 1.1.10.68.5 Yoo Deliverable: Develapment Complatlen Checkpoint Document 100%, 0 days| Frl 712113 FA TH213, M2
[CT-DEL-CS)
471 1.1.10.7 Nol Valldate 100%| 49 days| Mon 6/17113 Tue 8120113
472 1.1,10,7.1 Mo Prepare System Integration Tost (SIT) Scripts 100%, 5 dayn| Mon &/1713 Fri8/21/13]
473 1.1.10.7.2] Ng; Review ang Approve SIT Scripts 100%| 3 days Wed 7/17/3] FriTH9oM3 472]
474 1.1.10.7.3 Yoz [Cgll;oErﬁlg : Systam Test Completelen Chackpolnt Cocument 100%| 0 days Tue 820113 Tue 82013 8/20
a75 T.1,10.7.4 Ne| Systom tnlogrnlion Tosting [SIT} 100% 28 days Mon 872413 Mon T/2813
475 144074 No| Sotup SIT Instance 100%) 17 days| Mon 6724113 Frl 7/1213
477 | 1.1.10.7.4.1.1 Mo Raepository Migratlon 1 81T Ingtance 100% 4 doya| Mon 82413 Thu 827113
478 | 1,1,10,7.4,1.2 No| Migrate Rofarenco data including LOY and Respensiklitias 100% 4 days) Mon 8/24/13) Thu 827113
479 | LLI0.7.4.1.3) No Gm&lg and add Fre-dofined querlos, activato Siebal 100% 4 days, Tue 719113 Fri 7112113
orrflows
0 | 10742 No SIT Tost - 1st Round 100% <8 days| FH 82813 ETI9N3 [ T
481 | 11107421 No| Execute test cases for oll Siebel Ul changes, Componenty 100% 5 days Mon 7/8/13 Fr 712n3
and Functlonalities
482 | 1.1.10.7.4.2.2 Mg Execute test cazes for Systom Integration (CT1, KMS) 100%| 5 days Mon 7/15/13) Fr7ena 481
483 | 1,7.10.7.4.2.3 Ngy KMS Info Manager Testing 100%| 8 dayg Frl 8/28/12| Sun 7713
484 { 1.1.10.7.4.2.4] No| QBIEE Raports Tasting 100% 14 days| Frl 672813 Mon 7/15/13|
485 1 1.1,10.7.4,2,5i No Knowiedge Management Anaivtics Reparts 100% 14 days| Fri 6/28/13) WMon 7415113
486 | 1.1.10.7.4.2.8! No| Log Dofects 100% 14 days| Frl 8/28/13) Man 7/15/13|
487 | 1,1.10,7.4,2,7] Mo Fix Ocfocts and Ro-axpcuts the seript 100% 14 days| Fr &8/28/12) Mon 7115/13)
498 1.1.10.7.4.3] N Setting Up Tralning tastance 100%| 14 days| Wad THOM3) Mon 7728013
4839 | 1,1,10.7.4.3.1 No| Prepare Training Materials & Training Plan 100%| 5 days Tue 7/23/13 Mon 7/2913]
450 | 1.1,10.7.4,3.2 Yo Dellverabla: Training Cocument [CT-DEL-08] 100%| 0 days Wed 7/10/13) Wad 7/10/13] Mo
491 | LLITA4.33 No| C | Tralning o ) 100%] 1 day| WMon 7/22/12) Maon 7/22/13
482 | 1,1.70.7.4.3.4 No [M\gﬁﬂ_ Reference data Including LOV, Responalblities 100% 1 day| Man {2213, Mon 7722113
nte
493 | 1.1,10,7.4,3.5 Noj ‘ﬁr%u and ndd Pro-defined quorias, activate Siebel 100% 2 daye| Man 7/22/13| Tue 7/23/13
orkllows
484 | 1.1.10.7.4.3.8] Noj Conduct Usar Training 100%)| 5 days| Tue 7723113 Mon 7/29/13 493
495 11,1.10.7.4.2.8.1 Ng Gonducl Uzar Tralning - Traln the Tralner 100%| 5 days| Tue 723013 Mon 7729713
496 1.1.10.7.4.4/ No| SIT Tast - 2n¢ Round - CTI -DEL -10] 100%| 12 days) Wed 7110113 Thu 725M3 480
497 1 11107441 Ne| Exacute tost cases for 4l Slebel Ul changas, Companents 100% 2 days| Man 7/15/13| Tue TMEMT)
and Functionallties
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498 | 1.1,10.7.4.4.2 Ne| Execute test casas for System [ntegration (CT, KMS) 100%| 2 days! Men 7/15/13] Tue 7H16/13
A9% [ 1.1.10.7.4.4.] No| BIP Roports Tanting 100% 3 days) Man 7/15/13] Wed 7724119
560 | 1.1.10.7.4.4.4) N OBIEE Roporns Testing 100%) 8 days Tug 7/18/13 Thu 7/25/13]
501 [ 1.1,10.7.4.4.5 Ne| Knowledg g Anglytlcs Raports 100% 8 days Wed 7/70/13| Fri 7718113
502 | 1.1.10.7.4.4.6; No| Leg Detecte 100% & days| Wed 7/10/13 Fri 7719113
503 | 1,1,10.7.4.4.7] No| Flx Dofocts ond Re-oxccute the script 100%| & days| Wad 7/10/13) Fri 7719413
504 1.10.7.4.5) Ne¢ SIT Teat - 3rd Round - Live CTI Testing 100%)| & days Mon 7/22113 Man 728113 ]
505 | 1,1.10.7.4.5.1 MNo| Execute test cazes for all Slobol Ul changee. Components 2 100% 2 days| Mon 7722013 Tue 72313
506 | 1.1.10.7.4.5.2 No| Execute test cases for System Integrotion {CT1, KMS) 100%| 2 anys) Men 7/22/13 Tue 7/28/13
507 | 11107452 o BIP Reports Testing 100%)| § agys| Mon 7722713 Mon 7/29/13]
[508 | 1,1.90,74.54 No| QBIEE Repents Tosting 100% G days| Mon 7722/13] Mon 7/29/13]
500 | 1.1,10.7.4.5.5 No| Knowladpe Managamant Analylics Roporta 100%! 6 days| Mon 7/22/13) Man 7/28113|
510 | 1,1.10.7.4.5.8, No| Log Defacts 100%; G days| Mon 7/22/13 Maon 7/29/13
511 | 1.1.90.7.4.5.7 MNo| Fix Defects ond Re-exactte the script 100% G azys| Mon 7/22/13] Men 7/29/13]
512 TAA0TE NG User Accaptance Tast (UAT) Scripts 100% 35 daye Fri 70513 Tus 8/20113 435, L
513 1.4.10,7.5.1 N Aassist Maximus In preparation of the Usar Acceptance Test 100%| 5 days| Fri 775113 Tuwe 7/8/13] H
(UAT} Serlpts 1
514 1.1.10.7.5.2] No| Deliversble: Review and Approve UAT Seripts 100% 1 day| Mon 7/29/13 Men 7/29/13 513
515 1.1,10.7.6.3 Yo Deliverable: Usar Acceptance Completion Chackpalnt 100% 0 days| Tue 520413 Tuo 8/20/12|
documant [CT-DEL-11]
518 1.1.10.7.5.4 No| User Acceptance Testing {UAT) 10054 22 days Mon 7722013 Tun B/20/13| 498
517 | 1.1.40.7.5.4. Ney Sotting Up UAT Inatance 100%) 1 day| Mon 7122/13| Maon 7/22/13
518 [1,1,10.7,5.4.1.1 No| Rapoditory migration 10 WAT Instanca 100% 1 day, Mon 722113 Mon 7/22/13
519 [1,1.10.7.54.1.2 No h’\f'l‘gral':TRururonca data Including LOV, Reaponsiblittios 100% 1 day Mon 7122113 Men 7/22/18|
o
520 [1.1,10,7.5.4,1,3 No Crante ond add Pre<defined querias, activate Slekel 100% 1 day Mon 7/22/13 Mon 7r22/13]
Workflows ;_
521 | 1.1.10.7.5.4.2 Noj UAT Tast Exacutlon « [CTI-DEL -11] 100%) 9 days Thu 8/8113 Tuoe BI20/1 3| 520 L
522 |1.1.10.7.54.21 No| Execute Lsor Test cases for End to End System Testing 100%,| Sdnys Thy 878713 Tue 820113
523 [1.1.10.7.54.2.2] Nol Expctite Uaer Tost Cases for Raports 100%) 9 daya| Thu 8/8/13] Tug 8/20/13)
524 (1,1.10.7,.54.2.3 No| Log Defecis 100% 9 days Thu B/8/13) Tua 520113
525 [1.1.19.7.5.4.24 No Fix Dafacts 100% © days Thu 8/8/13] Tue B/20/13 N
526 1,1.10.8] No Dallver - [CTL- DEL - 12] S1%| 16 days Mon 81213 Mon $/213] ll._
527 1.1.10.8.1 No| Cutover Tasks 2% 9 days Wed $/2112 Mon I s W
528 1,1,10,8,1,1 Nag| Dellverablo! Cutovor Plan and Deplayment Documant 100% 2 doys Wed 521113 Thu §/22/13 o
529 1.1.10.8.1.2 Ng| Pertorm Cutover tasks 1or Production Deployment 0% 7 days Fri 823113 Mon /213 528| i
) 1,1.10.8.2] No| Daployment and GoLlve 0% 16 dayt Mon 812413 Mor: 9/2H13| L
531 4.1.10.8.2.1 No| Deploymant Cut Over tasks 93%| 15 days| Maon 5M12/12 Frl $/30/13 !::
532 | 11108240 Ng Repasiory Migration to Production instance 100%| 1 day| Wed 821713 Waed 8/21/13 525 ol
533 | 1.1.10.8.2.1.2] No| Slebel Compliation for SRF 100%, 1 day| Thu 8/22/13 Thu 8/22/13 532 vl
534 | 1,1,10,8,2,1,3! No| Emggartnodﬂcforﬂncc data Including LOV, Rezpenaibiitios 100% 2 doys| Frl 8/23113 Mon 8/26/13| 53
535 1 1.1.10.8.2.1.4] Nol KMS Daployenant Tazke 100% 2 daya) Mon 8/12/12 Wed &/21/13) L
536 [1.1,10.8.2.1.4.1 Noj Deploy [M 100% 3 days) Mon 8/12113 Wod 81413
537 [1.1,10,8,2,1.4,2 No| Doploy IC 100% 2 doys) Thu 8/15M13 Frl 81613
838 [1.1.10.8.2.1.4.3 No| Caploy Search, Indexer and Contont 100% 2 days} Mon &/18/13] Wad 8/21/13)
539 | 1.1,10.3.2.1.5) Mo CBIEE Deployment Tacks 100%| 4 days! Th 82213 Tue 8/27M13 L
540 {1.1.10.8.2.%.5.1 Ng| BIP roporia deploymant 100% 4 days! Thu 8/22/13 Tue B/27113
541 1.1.10.8.2.1.5.2) No QBIEE Raposhory deployment 100% 4 days Thu 8/22/13 Tue B/27/13
542 1.1.10.8.2,1,5.3] Ne OBIEE reports deploymant 100%)| 4 days. Thu 8/22/13] Tug 82713
543 [1,1,10.8,2,1,5.4] Ne Knowlodge Management Analytic Reports 100% 4 gays Thu 8722718 Tue B/27/13
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544 | 1.1.108218 Nol Smaoko Tezt 0% 2 days, Thu 3/28/13 Fr 873011
545 1.1.10.6.2.2 Yo Go Live 0%, 1 day; Men 942113 Mon {213 2
56 | L0822 No} Schodule meeting with Stakeholders to get Sign O 0%! 1 doy]} Mon $/2/13 hdan 94213 531
547 | 1.1.10.8.2.2.2 Yo Go-Live 0%)| 0 days) Mon 8/2/13 Mon $/2/13) 946, 12
548 1.1.11 Ne| Statfing 99%| 167 days| Wed 2/13/13 Tue 1011413 Al Miranda
549 111 Ny ?_ccul.;m Mgr and Exchange Call Center Mgr begin {parl of Transitien T00% 1 diry Wed 2/78/13] Wad 2/13/13 Al Miranda ‘tMlmnda
aarm,
550 1.1.11.2 hig) Finsliza Job deseriptions and Oparations org ¢hart 100% 14 days) Tug 31213 Frt 3/28/13] IFS+15 days Al Miranda| R Miranda
551 11713 No| Finalize Telecommuter Agraamant Document 108%)| J7 days| Men 5MaM3 Mon 6/24/12] Al Miranda ]Al Miranda
[T662 13,014 ol ‘Moot with siafling &goncy 1o plan recrutment activiies 100%) 42 days] Thu 5/23713 Wed 7:17:13 E50] Al Miranda [l Mirsnda
553 11715 MNo| Post job gpanings Internally/exemally 100% 28 days| Wed 5113 Wed 71713 Al Mirandg] Al Mimnda
554 1.3.11.8] Ne| Scroen resumes and schedulo Intorviews 100% 48 days| Wod 1713 RiERE Al Mirandg] HAI Miranda
555 1.1,11,7| No| Conduct candidate intonviows 100% 5 days| Tue 7/5/30)| Mo 7/A1513] Al Mironda A Miranda
958 1.7.11.8 N Solect final candidotes 100% < days| Thu 7/18/13) Frl 711813 Al Miranda| :b&l Miranda
557 1.1.11.9) Mo Conduct background checks 100% 10 days| Men 7/22/13| Frl 8rzr13| Al Miranda [TAl Miranga
558 1.1,11,1C No| Chack, referances 100% 5 days Mon 7722/13] Frl 7728113 Al Miranda| HA! Miranda
559 11,1111 Ne| Bxtend verbal offers o condidates and 1save olfer lottars 100%) 1 day| Men 7{1/13 Mon 7/25/43) Al Mirands :51 Miranda
{Pomnanont)
560 1.1.11.13 No| Notify Statfing Agencies of Selected C (Temp 10 Porm) 100% § doyz| Mo 7/15/13; Men 7/22/13) Al Miranda) Al Miranda
561 1.1.71.13 No| IEWT verbal offers te candidatos and (s3ue offer letters (Temp ¢ 100% € doys Men 7/15013] Men 7/22/13| Staffing Agencles) Staffing Agencles
O
E3 7.3.11,14 | Confirm Temp-to-Porm Offar Accepiance 100% 3 days Ton 7126013 Thu 81719 558 Al ATance Al Mimnga
583 1.1.11,15 Ng Statfing compieted 100% 1 day| Maon 8/5/13] Mon 8513 562 Al Miranga] o Miranea
584 1,111,164 Yoy Management stalf begin July 18, 2012 100% 0 days| Mon 7729/13 Mon 7/29/13 a5g Al Mirandal 1:;’129
565 1.1.10.77] Yes| CCRe begin August 15, 2013 100% 0 dayg Thu 8115713 Thu 8/15/13 584/ Al Mirands| 4 815
568 1.1.11.18 Ng| Brokers Begln 10/1/2013 0%| 1 day| Tue 101718 Tue 10/1/1 551 Al Miranda; Al Miranda
587 1.1.12 No Tralning 99%| 77 days Mon 5120013, Frl 8/30/13 w
588 14421 No Dollvar Tralning 99%)| 40 days Mon 7/8/13] Fri 8/30/13 L4
569 1.1.12.1.1 No| Daliver Tralnlng for projoct managoement statf and TTT 100% 28 days Mon 'Hsiﬂﬂ Waod 8/14/13 Trainkng Coordinator] Training Coordinater
570 1.1.12.1.2 N Deliver Tralning for COR3 and Salagt CCR Supanvigory 5% 12 days| Thu B/15/13 Frl 8130113 TE8| Tralning Coordinater ralning Coordinater
571 1,1.12.2 No Sot up Learning Management System {LMS) 100%| 70 days| Mon 3/20013 Wad 3/21/13] ng Coordinater,Systams Toam Lead v
572 11,1221 No| Flnaltzo LMS requirements 100% 20 days| Mon 5/20713] Fri 614113 Intng Coardinator, Systems Team Loag Tralning Coordinator,Syst
573 1.1.12.2.2 Ne| Sot-up Staff In LMS Databaze 100% 50 days Mon 817413 Wed &/Z3/13] 572(Ining Coordinator, Systers Taarm Loag Tralning Cooralnater, Syst
574 1,113, Ne| Sat up Knowledge Management System 95% 25 days Mon 7715/13, Fri 81613 QATraining Supervisor,S, Rumburg] v
575 1.1.13.31 No| Gather matenials tor Inclusien In KMS 100%) 15 days Man 7715713 Frl 2/2/13| QA/Training Suporviser,S. Rumnburg] QATralnlng Supervizor,S.|
578 1.1.13.3.2 Ne Greato KMS articles In UAT 100% 5 days Mon 8/5/13 Fri 819113 575 QATraining Superviaer,S, Rumburg: Q&Mralning Supervisor,S,
577 1.1.13.3.3 Nog Migrats KMS articles from UAT 1 preduction 100% 3 days Mon 8712113 Wed 8/14/13 578 Sperlgian, Speridian
578 1.1,13.3.4 Ne Tost KMS anticles In production 50%| 2 days| Thu 8F15/13 Fri 8/18/13 577| QATraining Supervisor,S. Rumburgl QATraining Superviser,S,
578 1.1.14) No Roadiness Roview 90%| 1 days Mon 412213 ‘Thu 3/22/13 Exchange Tearn, Transition Teaw] w
580 1.1.140 No| Mu:t wm; the Exchanga to finallze Readiness Review expactations 100% 1 day| Man 8/17/13) Mon B/17/13| Exchange Toarm, Tranzition Tearr Exchange Team,Transition
and requiramants
S8 1.1.14.2] No| :\noolt wih corporate GIRM 16 deflne level and arass of thelr 100%)| 10 days| Men 472213 Fri 5/3/13) 580 Exchangs Team, Transtlon Team K L hange Team,Tranzltlon
Invglvemant
582 11142 No| Flnallze Readinass Review schedule and tagks with stakeholdars 100%| 5 days| Tue 213 Sat 7813 581 Exchange Team, Transttlon Tean| l hange Team,Transitior
583 1.1.14.4! Ve Conduct Reading3s Review 95% & days| FN 71213 Thu 7/18/13| SE2FS+S5 days| Exchanga Team,Transtion Tear| -2
584 1.1.14.5; No| Rocument each activity and distribute to stakeholders 954 5 daysz) Fri 7119013 Thu 7/25/13] 583 Exchange Team,Transhion Team ‘1! hange Team,Transitios
585 1.1.14.5; No| Chtaln final sign-off on Readiness Reviaw 95% & dnys| Fri 726613 Thu 81412 584 Exchange Team, Transiion Tear| I‘ 1go Tear, Transitlon
586 1.1.14.7) Ne| Conduet final praparation for infermaticnal Ge Live 75%) 55 days| Fd 82713 Thu 8/22/13| 585 eam.CRM Project Managemant Toarm| ‘I'rraasltlon Team,ERM Pro]
587 1.1.15 Y Phase 1 completed Qb%)| 0 aays| Fni 8730113 Fri 8/30/13) 578 - 8130
588 1.2 Yas|  Phaso 2 - Provide Ir to callers: September 2 - Saptamber 30, 0%| 34 days| Meon 972713 Thu 161713 Transiion Team o912
2013
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589 1.2.1 Yey Phase 2 ~ Provida | lon to callors: 2 - September 30, %) U days| Mon 97213 Mon 872113 587| 912
2013
590 1.2.2) Yes Phase 2 - Provide | lon to callars: Sep 2+ Sop 30, 0%| 0 days, Mon 9730113 Mon 9/30/13 583 9/30
2013

5 1.2.3| Ng Post "Go Live"” Maeling with the Exehange and other stakeholders Q%) 1 day| Tue 10/1/13] Tue 10/1/13 580 Exchange Team,Transilon Tean| xehange Texm, Transitle;
592 1.2.4] No Work with Opaerations Team for gradual hand-off of project activities 0% 10 days Wed 1072/13] Tue 10/45/19 581 Transition Toam,Operations Tean| ransition Team,Oparatic
X 1.2.5] No| Final meating 10 docurnont laasons leamad and 3ign o1 on hand-ofr % 1 day, Wed 10716713 Wed 10/16/13, 552 Transition Team,Oparpiions Tear] ransitlon Tazm,Oparatiol
594 1.2.8 ¥ o Transltien Toam Phssad Out 0% 1 dayl Thu 10717413 Thu 10/17/13) 503 Transtlen Team,Operations Tear| 1017
585 1.3 Yoz Phaso 3-Initlal Open Enroliment: Cctober 1, 2013 - Fabruary 28, 2014 0%| 1095 days Tue 10113 Fri 212814 Transitien Team| 101
558 1.3 No Accept Pre-anroliment app Tor MAGI pop 0%| B6 days| Tue 1071713 Tue 12/31417]
597 1.3.2] Ne Bagln proceszing appilcations and run eliglbilty tor MAGI applications 0% 43 dayz) Wad 1/1/14) Fri 2728114 I
598 1.4 Yes| Phaso4: Steady State Operations: March 1, 2014 to End of Contract 0% 0 days| Sat 31114 Sat a4 i
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Affer completing or responding to all required application information or questions, but

Schedule 5

Voter Registration Process

before ferminating contfact...

1.

Tell caller that AHCT is required to offer the opportunity to register to vote and that their
choice will in no way affect their right to participate in the Exchange and/or receive
tax credits, nor the amount of such credits, if they otherwise qualify.

Ask the caller if he or she is already registered to vote. If the calier says "no," the
caller is not already registered to vote, go to Step 3. If "yes,” the Call Center
representative will fill out a declination form on the caller's behalf by checking the
already registered box, capturing the caller's name and either date of birth or address,
and signing the representative’s own name and the date,

If the caller says they are not already registered to vote, caller should be asked if they
would like to register to vote, If caller wants to register (says "yes,"”), order a voter
registration form for the caller from the Exchange’s printing contractor and
complete the form appropriately. The caller must also be fold that should they
need assistance in filling out the application, they can call AHCT and someone will
help them complete the voter registration application.

if the caller says "no," he or she does not want to register to vote, the representative will
complete a declination form on the caller's behalf and will sign the representative’s
own name and date and also indicate that person refused to register.

The Caller Center shall remit all completed declination forms to AHCT on a
monthly hasis,
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Schedule 6

Estimated Minutes

Time Peariod

Estimated Minutes

9112013 — 2/28/2014 2,340,251
3/1/2014 - 8/31/2014 1,354,557
9/1/2014 — 8/31/2015 2,321,809
9/1/2015 ~ 8/31/2016 1,916,094
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