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Good afternoon, Kyle,
 
Thank you for the opportunity to submit confidential/proprietary information to NDOL. Below, TSCTI has provided the sections that are proprietary or confidential, along
with the corresponding statements. Redacted files are attached.
 
Technical File

Section Page # Description (proprietary or
confidential)

Statement on Competitive Advantage (1) & Competitors (2)

Banking Organization Reference 2 Confidential Could allow our competitors (MAXIMUS, Inc. and AnswerNet, Inc.) to assess our
financial stability and replicate our vendor relationships.

h. Summary of Bidder’s Corporate Experience 5-Apr Confidential
Could enable our competitors (MAXIMUS, Inc. and AnswerNet, Inc.) to match
our proven service delivery methods and target the same client sectors, reducing
our competitive advantage.

i. Highlight the similarities between the bidder’s
experience and this Solicitation 6-May Confidential

Could help our competitors (MAXIMUS, Inc. and AnswerNet, Inc.) mirror our
most relevant past performance examples, allowing them to appear equally
experienced in similar projects.

j. Summary of Bidder’s Proposed Personnel/
Management Approach 9-Jul Confidential

Could allow our competitors (MAXIMUS, Inc. and AnswerNet, Inc.) to adopt our
team structure, leadership strategies, and staffing models, improving their
operational efficiency.

a. Understanding of the business requirements 13 Proprietary information about our tools.
Client names are confidential.

Could allow our competitors (MAXIMUS, Inc. and AnswerNet, Inc.) to replicate
our proprietary tools and approaches, and use client names to directly pursue our
existing relationships.

b. Detailed project work plan 14 - 19 Proprietary to TSCTI
Could enable our competitors (MAXIMUS, Inc. and AnswerNet, Inc.) to duplicate
our execution timelines, milestone planning, and strategies for faster and more
cost-effective delivery.

Financial Statement 2024 33 – 48 Confidential Could give our competitors (MAXIMUS, Inc. and AnswerNet, Inc.) information
they could use to offer lower prices or market directly against us.

 
Attachment #1, Required Responses

Section Page # Description (proprietary or
confidential)

Statement on Competitive Advantage (1) & Competitors (2)

6.b 1 Proprietary information about our tools. Could allow our competitors (MAXIMUS, Inc. and AnswerNet, Inc.) to replicate
our technical capabilities, enabling them to compete more effectively for similar
contracts.

3.a i thru iv 1 Proprietary information about our tools. Could help our competitors (MAXIMUS, Inc. and AnswerNet, Inc.) imitate our
processes.

5.b. iii a) thru e) 1 Proprietary information about our tools. Could enable our competitors (MAXIMUS, Inc. and AnswerNet, Inc.) to match
our operational standards.

6. a i-vi 2-Jan Proprietary information about our tools. Could allow our competitors (MAXIMUS, Inc. and AnswerNet, Inc.) to enhance
their systems using our methods.

7. a. to 3.A.v. 2 Proprietary information about our tools. Could allow our competitors (MAXIMUS, Inc. and AnswerNet, Inc.) to use our
strategies for improved service delivery.

3.B. iv to 3.C. ix. 2 Proprietary information about our tools. Could allow our competitors (MAXIMUS, Inc. and AnswerNet, Inc.) to duplicate
our processes.

3.D. ii to 3. F.v. 3 Proprietary information about our tools. Could help our competitors (MAXIMUS, Inc. and AnswerNet, Inc.) adopt our
proprietary systems.

 
 
Thanks & Regards
Jack Watson
22nd Century Technologies Inc.
CMMI level 3 Certified
Office: 908-765-0002 Ext 304
 
22nd Century Technologies Inc is an Equal Employment Opportunity and Affirmative Action employer.
 
From: Mcconnell, Kyle <Kyle.Mcconnell@nebraska.gov> 
Sent: Tuesday, August 12, 2025 3:15 PM
To: Sled Proposal <sledproposals@tscti.com>
Cc: NDOL Procurement <NDOL.Procurement@nebraska.gov>
Subject: 121962 -o3 Solicitation response

 

 
Thank you for submitting a response to 121962 -o3 for the purpose of selecting a qualified bidder to provide call center support for Unemployment
Insurance services .  As part of your proposal, you have included some of the contents as proprietary or confidential. 
 
Per the first page of 121962 -o3, the following information pertains to any information that the bidder has marked as proprietary or confidential, as it is
State policy to post all responses:
 

mailto:sledproposals@tscti.com
mailto:Kyle.Mcconnell@nebraska.gov
mailto:NDOL.Procurement@nebraska.gov
mailto:sledproposals@tscti.com

IMPORTANT NOTICE: Pursuant to Neb. Rev. Stat. § 84-602.04, State contracs in effect as of January 1, 2014, and contracts entered
into thereafter, must be posted to a public websie. The resulting contract, the Solicitation, and the awarded solicitation response willbe.
posted to a publc website managed by DAS, which can be found at hiipstatecontracts nebraskagoy and
hitps:/iwww.nebraska. govidasimaterielipurchasinglcontract_searchfindex.ohp.

In addition and in furtherance of the State's public records Statute (Neb. Rev. Stat. § 84-712 et seq.), al responses received regarding
this Solicitation wil be posted to the State Purchasing Bureau public website.

‘These postings willinclude the entire solcitation response. Bidder must request that proprietary information be excluded from the posting.
‘The bidder must identiy the proprietary information, mark the propritary information according to state law, and submit the proprietary
information in a separale file named conspicuously as "PROPRIETARY INFORMATIONT. The bidder should submit a detaiied written
‘document showing that the release of the proprietary information would give a business advantage to named business competitor(s) and
‘explain how the named business competitor(s) wil gain an actual business advantage by disclosure of information. The mere assertion
that information is proprietary or that a speculative business advantage might be gained is not sufficient. (See Altorney General Opinion
No. 2068, April 27, 1992). THE BIDDER MAY NOT ASSERT THAT THE ENTIRE SOLICITATION IS PROPRIETARY. COST SHEETS
WILL NOT BE CONSIDERED PROPRIETARY AND ARE A PUBLIC RECORD IN THE STATE OF NEBRASKA. The State will
determine, in its sole discretion, if the disclosure of the information designated by the Bidder as proprietary would 1) give advantage to
business compelitors and 2) serve no public purpose. The Bidder will be notified of the State's decision. Absent a determination by the.
State that the information may be withheld pursuant to Neb. Rev. Stat. § 84-712.05, the State willconsider all information a public record
subject to disclosure.







RFP Section V 
Project 
Description and 
Scope of work Mandatory Requirement See also Question Bidder response


1.b.


 b.Contractor shall ensure that agents have a secure and 
dedicated workspace that prevents unauthorized access to 
claimant data.  


2.a


 2.Legal Compliance
 a.Contractor shall operate in full compliance with all 


applicable federal and state laws and regulations throughout 
the contract term. 


6.b


 b.Contractor shall supply a method of telephonic 
interpretation for non-English and non-Spanish language 
interpretation services.  


Describe your language capabilities, including the percentage 
of call center staff who are bilingual in English and Spanish, and 
any other languages available. Describe how you will ensure 
that call
center staff are able to communicate with individuals in 
multiple languages.


TSCTI fully supports customers in languages beyond English through multiple integrated solutions. We have incorporated a telephonic interpretation solution via a


TSCTI supplies a comprehensive telephonic interpretation service that ensures claimants speaking languages other than English or Spanish can access immediate interpreter assistance. Callers with limited English 
proficiency (LEP) are supported through interactive voice response (IVR) options, which identify the preferred language and automatically route the caller to a qualified bilingual/multilingual agent or connect them 
directly to a certified live interpreter using our language line partner. In instances where a bilingual/multilingual agent is not available, callers are promptly connected to a certified live interpreter via our language line 
to guarantee uninterrupted language support. This method ensures seamless, timely, and accurate support for all LEP claimants, fully aligning with NDOL’s language access requirements.


To maintain high-quality service across all languages:
 •Bilingual and multilingual agents undergo specialized training in cultural sensitivity, proper interpretation practices, and customer service excellence
 •Language services are monitored under our QA protocols, and agents participate in ongoing assessments to validate continued language proficiency and compliance with client service standards.


Our telephonic interpretation services are available during all operational hours to ensure that language access is consistently provided without delay. This robust language support infrastructure ensures NDOL’s 
Unemployment Insurance Claimants receive consistent and equitable service, regardless of language spoken.


3.a  i thru iv 


 a.The IVR shall:
 i.Process calls per NDOL approved scripts
 ii.OƯer multi-language support 
 iii.Monitor system performance continuously
 iv.Provide detailed IVR reporting to NDOL.


 See also V.C.3.E.v
 The IVR shall provide 


monitoring and reporting 
capabilities to track the status 


and workload of agents, 
enabling management and 


NDOL to oversee queue 
performance and analyze key 


customer service metrics. 


Describe in detail your Interactive voice response system. 
Include the total capabilities and any self-service options. 


TSCTI provides a robust, scalable, and secure


 
 our proven capability to deliver reliable, secure, and effective IVR solutions tailored to complex program needs.


Key IVR Capabilities:
 1.Scripted Call Processing: The IVR processes all calls strictly according to NDOL-approved scripts, ensuring consistent messaging and compliance. Scripts are developed collaboratively with NDOL stakeholders and 


are fully configurable to adapt to any changes in policy or procedure.
 2.Multi-Language Support: The IVR oƯers multi-language support, enabling callers to select their preferred language at the outset. This feature integrates seamlessly with our telephonic interpretation services, 


ensuring claimants receive assistance in English, Spanish, or other languages as required.
 3.Self-Service Options: The IVR empowers callers to complete a range of self-service transactions, such as checking claim status, obtaining addresses, contact details, and website information, scheduling callbacks, 


and accessing frequently requested information. This reduces call volumes handled by live agents and expedites service for routine inquiries. Self-service options are customizable based on NDOL’s business rules and 
can be expanded to include options such as PIN resets, document submission instructions, and eligibility FAQs. All self-service transactions are logged for transparency and included in the IVR reporting suite. All IVR 
script changes or updates are version-controlled and implemented only after written approval from NDOL, ensuring regulatory compliance and consistent claimant communication.


 4.Real-Time Monitoring and System Performance: Our IVR system is continuously monitored for performance consistency and operational health. Monitoring includes metrics such as call volume, abandonment rates, 
average handling time, and system uptime to proactively detect and resolve issues. In addition to technical system health, our IVR solution also provides real-time queue performance analytics, including call wait 
times, queue lengths, and system utilization metrics, enabling NDOL to proactively manage call traffic and resource allocation.


 5.Automatic Call Distribution (ACD) Integration: The IVR works hand-in-hand with a multichannel Automatic Call Distribution system that supports skills-based routing and intelligent call handling. Information 
collected during IVR interactions “screens pops” to call center agents, reducing caller repetition and enabling agents to provide focused, personalized service.


 6.Queue Management and Callback Scheduling: The IVR manages queue status, oƯering callers options such as waiting in the queue or requesting scheduled callbacks, which helps maintain low abandonment rates 
and improves the caller experience.


 7.Comprehensive IVR Reporting: TSCTI provides NDOL with detailed real-time and historical reports that track:
 •IVR call volumes and interactions
 •Caller flow and drop-oƯ points
 •Agent workload and queue status
 •Key performance indicators (KPIs) such as Average Speed to Answer (ASA), Average Handle Time (AHT), and abandonment rates.


These reports enable NDOL and TSCTI management to analyze system performance, make data-driven adjustments, and continuously improve service delivery.
 8.Agent Workload and Status Monitoring: Our IVR system includes real-time queue dashboards and agent utilization reports that allow TSCTI supervisors and NDOL management to view live agent status (available, on 


call, after-call work), call distribution by skill group, and agent workload trends. This transparency enables informed staffing adjustments and SLA adherence. NDOL will have secure access to agent status dashboards 


5.b. iii a) thru e)


 iii.The Contractor shall train and manage agents assigned to 
the call center as follows:


 a)Develop, conduct, and maintain a comprehensive and 
continuous training program providing agents with the 
appropriate knowledge and current information to perform 
services required by the State Agency. 


 b)Ensure that all agents are trained in Federal, State, and 
Local policies, procedures, and State Agency operations, with 
approval/agreement by the State agency. 


 c)Develop and update training manuals and training records 
for the State Agency’s review and approval. 


 d)Provide copies of all training materials to the State Agency 
on an ongoing basis.  


 e)Implement a procedure and schedule for ongoing training, 
refresher training, and have a dedicated trainer onsite to 
conduct trainings that will be monitored by the State Agency. 


Describe your capacity of in-house trainers and approach to on-
boarding new call center staff to the project.


TSCTI maintains a robust in-house training team comprised of experienced training specialists, supervisors, and dedicated trainers who collaboratively develop and deliver a comprehensive and continuous training 
program tailored specifically to the needs of each client. Our training approach is proactive, thorough, and designed to equip agents with the knowledge, skills, and confidence required to deliver exceptional customer 
service in alignment with State Agency requirements. Our curriculum is designed in collaboration with NDOL to ensure that all agents are thoroughly trained in Federal, State, and Local regulations, including applicable 
unemployment insurance policies, State Agency operations, and claimant confidentiality requirements.


In-House Training Capacity
 


Onboarding and Training Program
TSCTI’s onboarding process for new call center staff is structured, detailed, and multi-phased, ensuring that agents are fully prepared before they begin live call handling:
 •Initial Training: Spanning approximately four weeks, new hires participate in an orientation that introduces TSCTI’s corporate culture, policies, ethics, client confidentiality, and basic business practices. Agents receive 


access to training handbooks and online resources.
 •Soft Skills Development: Trainees engage in customer service skills training, including active listening, call etiquette, conflict resolution, cultural sensitivity, and de-escalation techniques. Accent and cultural 


neutralization are mandatory components to ensure clear communication.
 •Systems and Procedures Training: Agents receive detailed instruction on using the client’s Customer Relationship Management (CRM) system and telephony platforms (e.g., Cisco), including call handling, transfer 


protocols, reporting, and documentation processes.
 •Scenario-Based Role Play: To reinforce learning, trainees participate in practical role-plays simulating common and complex customer interactions, ensuring skills can be applied eƯectively in real situations.
 •Get Started Guide and Help Desk Support: Each new agent receives a tailored “Get Started Guide” outlining key systems and processes, with ongoing access to TSCTI’s Customer Support Help Desk for technical 


assistance during onboarding.
 •Mentoring and Transition to Live Calls: Following classroom training, agents undergo a two-week mentoring phase with direct support from trainers, supervisors, and quality assurance personnel. One-on-one coaching 


addresses individual learning needs, ensuring agents meet performance standards before full call handling responsibilities.


Ongoing and Refresher Training


6. a i-vi


 Report Requirements
 a.The contractor shall provide a real-time dashboard that 


displays the most important KPIs. This dashboard should be 
accessible to NDOL daily, ensuring continuous monitoring and 
immediate visibility of the call center's performance. Required 
KPIs include, but are not limited to:
 i.Call Statistics Reports: Detail and summary reports, 


aggregated and detailed data for calls received, abandoned, 
answered, resolved, etc.


 ii.Interval Reports: Ability to filter and sort reports by specific 
intervals such as hourly, daily, weekly, etc.


 iii.Real-Time Call Volume: A live feed showing the current call 
volume and any fluctuations in real time.


 iv.Service Level Compliance: Monitoring adherence to agreed-
upon service levels (e.g., response time, abandonment rates).


 v.Agent Performance: Metrics on agent eƯectiveness, 
including call handling time, resolution rates, and customer 
satisfaction scores.


 vi.Call Categories: Detailed breakdowns of call categories, 
including volumes, common issues, and customer feedback.


Describe your ability to meet the reporting requirements set 
forth in Section V.C.6. including ad hoc reporting capabilities 
including online reporting capabilities and client accessibility.


TSCTI is fully committed to ensuring compliance with all federal, state, and other relevant reporting requirements. We understand the importance of adhering to regulatory frameworks and maintaining transparency 
throughout our operations. Our robust reporting capabilities are designed to support the accurate and timely submission of required reports, ensuring that we meet the legal and operational standards set by governing 
bodies.


 
 


In addition to standard reporting processes, TSCTI can generate specialized reports for compliance purposes, ensuring that all applicable reporting standards and deadlines are met. TSCTI works closely with clients to 
define specific reporting requirements and ensure that the report formats are optimized to meet their needs. The core of our reporting solution is powered by our telephony solution and call tracking system, which 
generates a standard set of reports on demand throughout the day and summarizes results daily, weekly, monthly, and annually as required by the contract. TSCTI’s reporting tools offer full transparency by providing 
real-time access to all reports, customizable filtering options, and the ability to generate ad-hoc reports on demand. NDOL users will be provided secure, role-based login credentials that grant 24/7 access to the 
reporting dashboard. This dashboard supports dynamic filtering by date, time interval, queue, agent, language, and call category, allowing NDOL to monitor KPIs in real time without requiring TSCTI intervention. Our 
real-time dashboard features a live feed displaying current call volume, queue status, and call fluctuation trends, enabling NDOL to identify surges and respond proactively. The NDOL can use these tools to filter by 
date, time, agent, queue, and call type, ensuring all performance metrics are accurately tracked and easily accessible. These reports will be delivered to clients or other designated recipients, offering critical 
performance data for monitoring, program forecasting, and quality customer service.


TSCTI will provide one dedicated login to the NDOL to access all historical reports, ensuring full transparency. This login will allow the NDOL to view and download reports on demand, providing real-time visibility into all 
assigned queues managed by the Contractor. TSCTI’s transparent, flexible, and accessible reporting tools provide our clients with the oversight and data needed to effectively monitor project activities, ensuring 
compliance with all relevant reporting requirements and supporting operational efficiency. Below is the list of reports available to the NDOL to measure TSCTI’s performance:


Daily Performance Metrics/Agent Activity Reports/ Service Level Rate:
 •Total call volume and call volume handled.
 •The total handle time for those calls 
 •QA satisfaction percentages
 •After Call Work 


 B.BUSINESS REQUIREMENTS: General Operational Requirements


 B.BUSINESS REQUIREMENTS: Call Center Service Requirements


Describe your site security and how you will maintain security. 
Both physical and technological security.  Describe your 


experience handling Personal Protected Information (PPI) and 
sensitive information. Describe how you will ensure that any 


data resulting from services provided is properly secured 
according to the requirements in this RFP and is not used, 


accessed, or disseminated by any manor for any reason not 
authorized by NDOL. 


1. Site Security and Protection of Claimant Data
TSCTI is fully committed to ensuring the highest standards of physical and technological security to protect all claimant data in alignment with NDOL’s requirements.


Physical Security:
TSCTI operates a dedicated 60,000 sq. ft. secure call center facility located in West Virginia, which is equipped with controlled access points, electronic badge entry systems, surveillance cameras, and on-site security 
personnel during business hours. The facility holds Top-Secret Facility Clearance from both the Department of Defense (DoD) and the Department of Homeland Security (DHS), ensuring stringent safeguards against 
unauthorized access. Each agent operates in a secure, dedicated workspace that is physically isolated from public access, in compliance with contract provisions to prevent unauthorized access to claimant data. All 
visitors are logged, verified, and escorted while on-site, and server rooms are restricted to authorized personnel only.


Technological Security:
TSCTI’s infrastructure is hosted on FedRAMP-certified AWS cloud platforms, ensuring end-to-end encryption, access control, and data residency compliance. Systems are SOC 2 Type II audited, and all data centers 
adhere to FISMA, HIPAA, and NIST 800-53 standards. Endpoint devices used by agents are hardened with antivirus, multi-factor authentication (MFA), endpoint encryption, and role-based access controls to ensure data 
is not accessible beyond authorized individuals. We utilize VPN-secured access for all systems and monitor agent activity in real-time to detect and mitigate any behavioral anomalies or potential breaches.


2. Legal Compliance and Experience with Sensitive Data
TSCTI operates in full compliance with all applicable federal and state laws and regulations, including but not limited to FERPA, HIPAA, FISMA, and state-specific unemployment insurance policies. Our Corporate Office 
of Information Security (OIS) leads enterprise-wide security governance and ensures our practices align with NIST, FIPS 199 High/High/High, and Federal Privacy Act standards.
We have extensive experience handling Personally Protected Information (PPI) and other forms of sensitive data across contracts with the U.S. Office of Personnel Management, Department of Health and Human 
Services, and various state agencies. Our staff is regularly trained on data handling protocols, confidentiality agreements, and incident response procedures. We perform routine internal audits, bi-annual disaster 
recovery/business continuity plan (DR/BCP) testing, and annual plan reviews to ensure continued alignment with client and regulatory expectations. In addition, all staff members who handle NDOL data are required to 
sign confidentiality and data use agreements prior to system access and must complete annual recertification training on secure handling of Personally Protected Information (PPI) and sensitive data.


3. Data Use, Access, and Dissemination Controls
All data resulting from NDOL services will be stored, accessed, and managed in strict accordance with the terms outlined in the RFP. Access to claimant data is strictly role-based and granted on a need-to-know basis 
only. No data is used, accessed, shared, or disseminated outside of the scope expressly authorized by NDOL. Our systems support complete audit trails, access logs, and security event monitoring, which are reviewed 
by our security operations center to flag and prevent unauthorized activity. TSCTI’s Corporate Privacy Official ensures that all data usage complies with contract-specific requirements and that any data access by staff 
is fully documented, tracked, and justifiable.







7. a.


 Disruption in service
 a.In the event of a disruption in service, Contractor shall notify 


NDOL POC immediately and provide a timeline for resolving 
the issue. 


3.A.v.


The contractor shall notify the NDOL POC if the queue wait time 
exceeds 3 minutes and provide the corrective action plan. 


3.B. iv


CRM shall integrate with third party systems and provide easy
access to data for integration with other systems, reports, and
data analysis.


3.B. v


v. CRM shall allow for data to be exported in multiple formats
(such as, excel, word, PDF)


3.B. vi


 vi.CRM shall allow for customizable workflows that allow for 
NDOL management to easily assign out callbacks and address 
NDOL management level escalations 


3.B. viii


 viii.The CRM shall contain at least the following functionality:
 1.Case management (real-time reporting)
 a.End-to-end case tracking
 b.Quality assessment
 c.Customer service representative performance rating
 2.Dashboard (real-time reporting)
 a.Review of team activity
 b.Team performance tracking
 c.Customer satisfaction tracking
 d.Key metrics
 e.Overall performance
 f.Team member performance
 g.Progression over time
 h.Reporting functions


3.B. ix


 ix.The CRM shall provide monitoring and reporting capabilities 
to track the status and workload of agents, enabling 
management and NDOL to oversee queue performance and 
analyze key customer service metrics. 


3.C. ix.


 ix.Contractor CRM shall provide for NDOL staƯ to review, 
prioritize, and assign out callback requests to optimize 
resource allocation.  Daily callbacks should be able to be 
assigned out by NDOL to several staff members within 15 
minutes time. 


TSCTI maintains a robust, in-house Customer Relationship Management (CRM) platform that can be offered to fulfill the Work, should NDOL choose to adopt our solution. TSCTI’s CRM is a proven, secure, and highly 
functional platform designed to support complex, multi-channel customer engagement. Our CRM is purpose-built to support government and enterprise-level case management, citizen engagement, workforce 
tracking, and performance analytics, and it integrates seamlessly with our  selected by NDOL for use, we are prepared to fully configure, secure, and share this platform 
for NDOL’s needs while ensuring transparency, accountability, and operational excellence throughout the contract period.


Key Features and Functions:
 Key features include:


 
 


1. Real-Time NDOL Access and Visibility
Role-based CRM access will be granted to designated NDOL staff, enabling them to view, search, and extract data across service tickets, call logs, chat records, performance metrics, and customer feedback. Users 
can monitor live dashboards displaying metrics such as call queue statuses, agent activity, resolution times, and customer sentiment. The CRM tracks each agent’s active, pending, and resolved cases, including 
callback assignments and open tickets, allowing NDOL supervisors to monitor individual workloads in real time. Supervisors can use this data to reassign tasks and balance workload across agents. Queue 
performance indicators are visible in the dashboard, including number of agents online, queue lengths, longest waiting call, and service level thresholds. Audit logs are maintained to track user actions and ensure 
system transparency.


2. Scheduled Operational and Performance Reporting
All CRM reports, dashboards, and raw data logs can be exported by NDOL users in multiple formats including Excel (.xlsx), Word (.docx), PDF (.pdf), and CSV (.csv). These export options enable easy integration with 
NDOL’s internal tools and simplify documentation for audits, compliance, and program reviews. TSCTI will configure and automate a comprehensive suite of scheduled reports to provide NDOL with insights into 
contact center operations, workforce productivity, and customer service outcomes. All reports are available in PDF, Excel, and CSV formats, and can be emailed directly or accessed via a secure reporting dashboard. 
Examples of standard scheduled reports include:
Daily Reports
 •Call volume and call type distribution by channel (phone, chat, email)
 •Unanswered calls and average wait times
 •Queue-level performance and agent availability


Weekly Reports
 •Ticket aging and resolution time trends
 •Agent-level productivity metrics
 •Escalation patterns and root cause categories


Monthly Reports
 •SLA adherence (response and resolution timelines)
 •Customer satisfaction (CSAT) scores and survey results
 •Trends in Language Support and Interpretation Service Usage


3. Ad-Hoc Reporting and Data Requests
NDOL stakeholders may request on-demand, customized reports to support investigations, audits, or special projects. TSCTI will fulfill such requests promptly through Custom filters (e.g., periods, issue types, agent 
IDs), Visual dashboards or pivot tables, and Drill-down reports on specific cases, agents, or issue trends. These ad-hoc reports ensure flexibility and allow NDOL teams to respond quickly to emerging concerns or 
performance anomalies.


4. Compliance and Data Security
All data shared with NDOL will adhere to stringent data privacy, ownership, and security requirements, including FedRAMP, HIPAA, and IL4 compliance, AES-256 encryption at rest, and TLS 1.2 encryption in transit. 
Regular data backups and secure storage in US-based, geographically dispersed data centers. Full data ownership and export rights are guaranteed to NDOL, including post-contract data transfer.


Describe the Customer Relationship Management (CRM) 
system used and weather it was developed in-house or off-the-
shelf. If off the shelf, please specify the product and company. 
Please describe the capabilities of the Customer Relationship 


Management systems in use.


  C.SCOPE OF WORK


TSCTI takes a structured and proactive approach to managing customer requests, complaints, concerns, and feedback. Our goal is to ensure prompt issue resolution while maintaining high service standards and 
minimizing operational disruptions. In accordance with NDOL’s requirements, TSCTI has a defined protocol to immediately notify the NDOL Point of Contact (POC) in the event of any service disruption or major system 
outage. This notification will include a timestamp of occurrence, an initial incident summary, known or suspected root cause, impacted systems or services, and an estimated time to resolution. TSCTI will continue to 
provide real-time updates until full restoration and submit a post-incident report with findings and corrective actions. This ensures NDOL has continuous visibility and can maintain oversight in critical operational 
situations.


 
 


 


 


 


 


 


 


 
 


 
 


 
 


 


 
are established within QAP. 


Describe your quality monitoring process.







3.D. ii


 ii.If the abandoned call rate exceeds 10%, corrective action 
shall be taken and the NDOL POC will be informed of 
performance issues and the corrective action plan.  


3. F. i


i.    The Contractor shall provide staff exclusively dedicated to
fulfilling the State’s/Agency’s stated requirements.


3. F.ii.


 ii.The Contractor shall have the ability to add/divert trained 
staff to handle increasing/decreasing call volume during 
peak/off periods in compliance of performance standards.  


3. F.iv.


 iv.The contractor shall achieve the following Key Performance 
Indicators (KPIs):  
 oAverage Speed to Answer (ASA):  ≤3 minutes
 oAverage Handle Time (AHT):  ≤10 minutes
 oAfter Call Work (ACW):  ≤1.5 minutes
 oAbandoned Call Percentage:  ≤10%
 oRepeat Caller Percentage:  ≤20%
 oScheduled Callback Percentage:  ≤20%
 oCustomer Satisfaction Score (CSAT):  85%


3. F.v.


Additional performance standards the contractor shall achieve 
are: 
 oCapturing accurate and detailed information within CRM and 


NEworks systems on ≥95% of all calls (including callbacks)
 oAnswer at least 98% of all incoming calls, one hundred 


percent (100%) of the time (calls dropped in the IVR are not 
counted towards this number).
 oCallers should not be placed on hold for longer than 2 


minutes.


3. I.  i.


 i.Contractor shall create and maintain audio recordings of all 
calls. Contractor shall maintain audio recordings of calls for at 
least thirty (30) days. 


3. I.  ii.
 ii.Contractor shall make call recordings available to NDOL 


within 24 hours upon request. 


Describe your approach to workforce planning, including the 
speed, agility, and flexibility necessary to match your workforce 


to the fluctuating demand of this contract. 
Include the processes in place to adjust staffing, workflows, or 


resource allocation in response to sudden changes in call 
volume or unexpected events.  How will you ensure KPIs are 


met in the performance of this contract?


TSCTI employs a dynamic, data-driven workforce planning model designed to ensure consistent adherence to NDOL’s performance standards across all operating hours and scenarios. All personnel supporting this 
contract will be exclusively dedicated to NDOL service delivery and will not be shared across other client engagements. Our model ensures that trained personnel are always available to manage fluctuating call 
volumes, minimizing abandonments, and maximizing customer satisfaction.


We utilize historical call volume and trend analysis, real-time monitoring, and predictive analytics via to forecast demand, preemptively adjust resources, and ensure optimal coverage during 
peak and off-peak hours. Our ITIL 4-based Service Level Management (SLM) framework governs all performance targets and staffing decisions through structured service level monitoring and incident response 
protocols.


We maintain a staffing buffer of trained backup agents who can be activated within minutes to handle sudden call volume surges or unplanned absences. This agility is enhanced by our flexible scheduling system that 
allows staff to be quickly added/diverted based on live queue status, ensuring no performance degradation. We also employ workforce optimization techniques such as staggered shifts, split shifts, and part-time agent 
pools to align with hourly demand. Escalation teams and supervisors receive live dashboards to reassign agents as needed for callback management or NDOL-level escalations.


KPI Component: Average Speed to Answer (ASA)
Target: ≤ 3 minutes 


 


KPI Component: Average Handle Time (AHT)
Target: ≤ 10 minutes


KPI Component: After Call Work (ACW)
Target: ≤ 1.5 minutes


KPI Component: Abandoned Call Percentage
Target: ≤ 10%


KPI Component: Repeat Caller Percentage
Target: ≤ 20%


KPI Component: Scheduled Callback Percentage
Target: ≤ 20%


KPI Component: Customer Satisfaction (CSAT)
Target: ≥ 85%


KPI Component: CRM/NEworks Call Documentation Accuracy
Target: ≥ 95% of all calls


KPI Component: Call Answer Rate (non-IVR)
Target: ≥ 98%


KPI Component: Hold Time
Target: ≤ 2 minutes


Contingency & Surge Readiness
In case of sudden volume spikes or disaster scenarios, TSCTI activates our Surge Response Protocol, which includes:
 •Deployment of remote agents from our cross-trained reserve pool.
 •Alert-based staƯing adjustments via
 •Auto-alerts to supervisors if KPIs are trending out of tolerance.
 •Callback queues dynamically reprioritized with real-time updates.


TSCTI digitally records 100% of all inbound and outbound calls managed through our CXConnect platform, including calls that result in scheduled callbacks. These recordings are automatically tagged with metadata 
such as timestamp, agent ID, caller ID, queue ID, and call resolution status to facilitate fast retrieval and audit readiness. All call recordings are securely stored for a minimum of thirty (30) days, in alignment with 
NDOL’s requirement. However, our system can be configured to maintain recordings for a longer period if needed for compliance or audit purposes. Client-requested recordings are made available within 24 hours of 
request, via a secure download link or direct access through the supervisor portal (if applicable). NDOL-authorized personnel will be provided with secure credentials to request or retrieve recordings directly from the 
system. All data, including call recordings, is stored in FedRAMP, HIPAA, and IL4-compliant environments, using AES-256 encryption at rest and TLS 1.2 encryption in transit. Access to recordings is role-restricted and 
logged to ensure security and accountability.


Explain percentage of calls are digitally recorded and how long 
are these recordings stored?  Client requested recordings must 


be made available within 24 hours of the request. 
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    Submitted by: 
    22nd Century Technologies, Inc. 


    Headquarter: 8251 Greensboro Drive, Suite 900, McLean, VA 22102 


    Phone: 866-537-9191 Ext 2 | Fax: 732-537-0888  


    Email: sledproposals@tscti.com 


TSCTI claims that information contained in our proposal is confidential and proprietary. We believe that the data contained in the 


proposal like contact information of proposed staff, technical and management approach, proposed subcontractor and price quote. 


Disclosure of these information can be used by our competitors to under-price us on future bids, reverse-engineer aspects of 


TSCTI’s approach, lure away subcontractors or key employees. Thereby we request the government to provide us the opportunity 


to provide a redacted copy of our response for FOIA and protecting the undue advantage of FIOA disclosure.  


Submitted to: 
State of Nebraska Department of Labor  


550 South 16th Street 


Lincoln, NE 68508 


Attn.: Kyle McConnell Procurement Contract Officer 


Telephone: 402-471-9944  


E-Mail: ndol.procurement@nebraska.gov 
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1. Corporate Overview  


a. Bidder Identification and Information 
The bidder should provide the full company or corporate name, address of the company's headquarters, website, entity organization 


(corporation, partnership, proprietorship), state in which the bidder is incorporated or otherwise organized to do business, year in 


which the bidder first organized to do business and whether the name and form of organization has changed since first organized.  


Full company or corporate name 22nd Century Technologies, Inc. 


Address of the company's headquarters 8251 Greensboro Drive, Suite 900, McLean, VA 22102 


Website www.tscti.com 


Entity organization (corporation, partnership, proprietorship),  Corporation 


State in which the bidder is incorporated or otherwise organized to 


do business,  


State of Delaware 


Year in which the bidder first organized to do business and whether 


the name and form of organization has changed since first organized. 


1997, Neither name nor form of organization has changed 


since it was first organized. 


 


b. Financial Statements 
The bidder should provide financial statements applicable to the firm. If publicly held, the bidder should provide a copy of the 


corporation's most recent audited financial reports and statements, and the name, address, and telephone number of the fiscally 


responsible representative of the bidder’s financial or banking organization. 


If the bidder is not a publicly held corporation, either the reports and statements required of a publicly held corporation, or a 


description of the organization, including size, longevity, client base, areas of specialization and expertise, and any other pertinent 


information, should be submitted in such a manner that solicitation evaluators may reasonably formulate a determination about the 


stability and financial strength of the organization. Additionally, a non-publicly held firm should provide a banking reference. 


The bidder must disclose any and all judgments, pending or expected litigation, or other real or potential financial reversals, which 


might materially affect the viability or stability of the organization, or state that no such condition is known to exist.  


The State may elect to use a third party to conduct credit checks as part of the corporate overview evaluation. 


 


TSCTI is a privately held Corporation operation since 1997, currently employs over 6,000 professionals nationwide, and 


serves over 350 clients, including multiple federal, state, and local government agencies. We hold expertise in providing 


services in the areas of Call Center Services, Staffing Services, Consulting Services, Managed Services, Payroll Services, 


MSP, and more. 


 


TSCTI is a financially stable and growing company. In the year 2024, we were financially evaluated at $475+ Million. 


TSCTI does not have any pending mergers or financial liabilities that may affect this current contract. TCSTI currently has 


a credit line of $11 million and has the required financial capacity to provide the services. TSCTI states that it has never 


filed bankruptcy, pending litigation, planned office closures, or an impending merger and possesses the necessary financial 


capacity, working capital, and other resources to carry out the capital, operating, planning, and future maintenance activities 


listed in the solicitation, without assistance from an external source. We do not have any short-term or long-term debts. 
 


Banking Organization Reference 
Company Name Bank of America 


Company Mailing Address NJ7-550-04-02 – 194 Wood Ave South Iselin NJ, 08830 


Contact Person Name  


Contact Person Phone  


Contact Person Email  
 


TSCTI acknowledges that the State may elect to use a third party to conduct credit checks as part of the corporate overview 


evaluation and will cooperate as needed. TSCTI has attached its Financial Statement for 2024 at the end of this proposal. 
 


c. Change of Ownership 
If any change in ownership or control of the company is anticipated during the twelve (12) months following the solicitation response 


due date, the bidder should describe the circumstances of such change and indicate when the change will likely occur. Any change 


of ownership to an awarded bidder(s) will require notification to the State. 


 


At this time, no change in ownership or control of the company is anticipated during the twelve (12) months following the 


solicitation response due date. Should such a change occur in the future, we will promptly notify the State in accordance 


with the solicitation requirements. 
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d. Office Location 
The bidder’s office location responsible for performance pursuant to an award of a contract with the State of Nebraska should  be 


identified. 


 


We will utilize our dedicated Call Center facility located at 501 Wilson Lane, Elkins, WV 26241, which will be supported 


by our Headquarters at 8251 Greensboro Drive, Suite 900, McLean, VA 22102, to perform all contract-related work. 


 


e. Relationships with the State 
The bidder should describe any dealings with the State over the previous (five) (5) years. If the organization, its predecessor, or any 


Party named in the bidder’s solicitation response has contracted with the State, the bidder should identify the contract number(s) 


and/or any other information available to identify such contract(s). If no such contracts exist, so declare. 


 


The bidder has not had any dealings or contracts with the State of Nebraska in the past five (5) years. Neither the 


organization, its predecessor entities, nor any parties named in this solicitation response have entered into any contractual 


agreements with the State during this period. 


 


f. Bidder’s Employee Relations to State 
If any Party named in the bidder’s solicitation response is or was an employee of the State within the past (twelve) (12) months, 


identify the individual(s) by name, State agency with whom employed, job title or position held with the State, and separation date. 


If no such relationship exists or has existed, so declare. 


If any employee of any agency of the State of Nebraska is employed by the bidder or is a subcontractor to the bidder, as of the due 


date for solicitation response submission, identify all such persons by name, position held with the bidder, and position held with the 


State (including job title and agency). Describe the responsibilities of such persons within the proposing organization. If, after review 


of this information by the State, it is determined that a conflict of interest exists or may exist, the bidder may be disqualified from 


further consideration in this solicitation. If no such relationship exists, so declare. 


 


No party named in TSCTI’s solicitation response has been employed by the State of Nebraska within the past twelve (12) 


months. Furthermore, as of the due date for submission of this solicitation response, no employee of any agency of the State 


of Nebraska is employed by TSCTI or engaged as a subcontractor to TSCTI. 


 


g. Contract Performance 
If the bidder or any proposed subcontractor has had a contract terminated for default during the past (five) (5) years, all such 


instances must be described as required below. Termination for default is defined as a notice to stop performance delivery due to the 


bidder’s non-performance or poor performance, and the issue was either not litigated due to inaction on the part of the bidder or 


litigated and such litigation determined the bidder to be in default. 


It is mandatory that the bidder submit full details of all termination for default experienced during the past (five) (5) years, including 


the other Party's name, address, and telephone number. The response to this section must present the bidder’s position on the matter. 


The State will evaluate the facts and will score the bidder’s solicitation response accordingly. If no such termination for default has 


been experienced by the bidder in the past (five) (5) years, so declare. 


If at any time during the past (five) (5) years, the bidder has had a contract terminated for convenience, non-performance, non-


allocation of funds, or any other reason, describe fully all circumstances surrounding such termination, including the name and 


address of the other contracting Party.  


 


TSCTI has not experienced any contract termination for default during the past five (5) years. Additionally, TSCTI has not 


had any contracts terminated for convenience, non-performance, non-allocation of funds, or any other reason during this 


period. 


 


h. Summary of Bidder’s Corporate Experience 
The bidder should provide a summary matrix listing the bidder’s previous projects similar to this Solicitation in size, scope, and 


complexity including call center services for government agencies, unemployment insurance programs or projects similar thereto. 


The State will use no more than three (3) narrative project descriptions submitted by the bidder during its evaluation of the solicitation 


response.  


The bidder should provide three (3) references for call center services provided.  Include contact name, phone number, email address, 


length of relationship, and a brief overview of the services provided.  Bidder should also describe its company culture and how it 


aligns with this solicitation. 
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The bidder should address the following: 


 


TSCTI has over a decade of experience in implementing and delivering Call Center Services to various Federal, State, and 


local government agencies in the U.S. TSCTI has over 20 large single-award contracts and understands the criticality and 


dependability of customers.  
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i. Highlight the similarities between the bidder’s experience and this Solicitation 
Provide narrative descriptions to highlight the similarities between the bidder’s experience and this Solicitation. These descriptions 


should include: 


 


Reference #1 
a) The time period of the project, Feb 2020 - Present 


b) The scheduled and actual 
completion dates, 


Ongoing 
The project is currently active 


c) The bidder’s responsibilities,  


d) For reference purposes, a customer name (including the name of a contact person, a current telephone number, a facsimile number, 
and e-mail address); and 


 
 


 
 


e) Each project description should identify whether the work was performed as the prime Vendor or as a subcontractor. If a bidder 
performed as the prime Vendor, the description should provide the originally scheduled completion date and budget, as well as the actual 
(or currently planned) completion date and actual (or currently planned) budget. 


• Role: Prime Vendor 


• Originally Scheduled Completion Date: Ongoing (no fixed end date) 


• Originally Scheduled Budget: $500,000+ 


• Actual (or Currently Planned) Completion Date: N/A – Project is active 


• Actual (or Currently Planned) Budget: $500,000+ 


 


Reference #2 
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a) The time period of the project, February 2023 – Present 


b) The scheduled and actual 
completion dates, 


Ongoing (initial term February 2023 – Present)  
Actual Completion Date: Project is currently active and ongoing 


c) The bidder’s responsibilities,  


d) For reference purposes, a customer name (including the name of a contact person, a current telephone number, a facsimile number, 
and e-mail address); and 


 
 


 
 


 


e) Each project description should identify whether the work was performed as the prime Vendor or as a subcontractor. If a bidder 
performed as the prime Vendor, the description should provide the originally scheduled completion date and budget, as well as the actual 
(or currently planned) completion date and actual (or currently planned) budget. 


• Role: Prime Vendor 


• Originally Scheduled Completion Date: Ongoing contract; performance reviewed annually  


• Originally Scheduled Budget: $200,000+ 


• Actual (or Currently Planned) Completion Date: N/A – Project is active 


• Actual (or Currently Planned) Budget: $200,000+ 


 


Reference #3 
a) The time period of the project, October 2023 – Present 


b) The scheduled and actual 
completion dates, 


Scheduled Completion Date: Ongoing (multi-year contract) 
Actual Completion Date: Not applicable (project is active and on schedule) 


c) The bidder’s responsibilities,  


d) For reference purposes, a customer name (including the name of a contact person, a current telephone number, a facsimile number, 
and e-mail address); and 
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e) Each project description should identify whether the work was performed as the prime Vendor or as a subcontractor. If a bidder 
performed as the prime Vendor, the description should provide the originally scheduled completion date and budget, as well as the actual 
(or currently planned) completion date and actual (or currently planned) budget. 


• Role: Prime Vendor 


• Originally Scheduled Completion Date: Ongoing contract 


• Originally Scheduled Budget: $500,000+ 


• Actual (or Currently Planned) Completion Date: In progress (project active and meeting performance milestones) 


• Actual (or Currently Planned) Budget: $500,000+ 


 
i. Bidder and Subcontractor(s) experience should be listed separately. Narrative descriptions submitted for Subcontractors should 


be specifically identified as subcontractor projects. 


TSCTI does not utilize any subcontractors to provide the services to NDOL. 


 
ii. If the work was performed as a subcontractor, the narrative description should identify the same information as requested for the 


bidders above. In addition, subcontractors should identify what share of contract costs, project responsibilities, and time period 


were performed as a subcontractor.  


TSCTI does not utilize any subcontractors to provide the services to NDOL. 


 


j. Summary of Bidder’s Proposed Personnel/Management Approach 
The bidder should present a detailed description of its proposed approach to the management of the project. 


The bidder should identify the specific professionals who will work on the State’s project if their company is awarded the contract 


resulting from this Solicitation. The names and titles of the team proposed for assignment to the State project should be identified in 


full, with a description of the team leadership, interface, and support functions, and reporting relationships. The primary work 


assigned to each person should also be identified.  


The bidder should provide resumes for all personnel proposed by the bidder to work on the project. The State will consider the 


resumes as a key indicator of the bidder’s understanding of the skill mixes required to carry out the requirements of the Solicitation 


in addition to assessing the experience of specific individuals. 


Resumes should not be longer than three (3) pages. Resumes should include, at a minimum, academic background and degrees, 


professional certifications, understanding of the process, and at least three (3) references (name, address, and telephone number) 


who can attest to the competence and skill level of the individual. Any changes in proposed personnel shall only be implemented 


after written approval from the State. 


 


Our Project Management Methodology is based on our firm commitment to and use of process and process improvement 


methods. Our project management practices incorporate the approach of the Project Management Institute (PMI) and ensure 


that the task will be effectively managed. Our focus on continuous improvement has led to a mature management model. 


We have applied our proven management approach to similar large contracts.  


 


 Based on its current expertise from various 


government agencies in providing call center support, TSCTI has established the same organizational structure as the State. 


TSCTI's approach to project management is built upon a carefully designed staffing structure that serves as the framework 


for optimal project oversight. The figure shows the organization chart specific to the State’s Call Center Services. 
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 He will solicit feedback from the State’s key stakeholders as part of our continuous improvement initiative. 


Our executive leadership can also be called upon to assist in resolving at the highest level, as warranted. This hands-on 


approach to our Senior Management will ensure prompt resolution of all issues that might arise and demonstrate TSCTI's 


total commitment to the success of the contract. Our talented and enthusiastic experts guide the State through the process to 


ensure transparency and efficiency.  


 


 


 


 


 


 Any changes to the proposed 


personnel will be implemented only upon prior written approval from the State. 


 


TSCTI’s Key team members, along with their 2 professional references, are as follows: 


 


Resumes of our key team members are as follows:  
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Mr. Sandeep Singh, Project Director 


An innovative and resourceful Project Director with a strong experience of 15+ years of experience in managing similar projects of equal or greater 
scope to the client's call center Contact. Experienced in outsourced and in-house operations, and complex system implementations. Results-
oriented, strategic, adept at identifying and solving problems, building and focusing teams, and implementing change.  


 
 Proven experience in 


implementing and handling Call Center Operations related to Transportation, Election, IT, and Healthcare sectors. Management and development 
of supervisors and all other operational management associated with day-to-day Call Center operations. Hands-on experience in the development 
and implementation of all operational strategies ensures that performance, culture, & overarching Call Center controls & processes are aligned with 
client objectives. Effectively communicates technological ideas with engineers, customers, & all levels of executive management. Proven track 
record of completing numerous complex call center projects on time & within budget. Proven ability to work with key stakeholders in the management 
& implementation of current & emerging technologies, as well as their applications. Expertise in achieving business strategy objectives, standardized 
processes, & oversight of Quality, Operational metrics, & service level goals. Strong understanding of HIPAA as it pertains to disclosures of PHI. 


Education 


• PGDIM, International Marketing, Clerendon Business College, 2001 
• Project Management Professional (PMP) Certified from the Project Management Institute 


Experience 


Project Director, 22nd Century Technologies, Inc. (Feb 2012 – Present) 
During his time at 22nd Century Technologies, Inc., he has been involved in various government  


 
. As a Project Director, he is accountable for the overall operation of his clients, including setting 


call center strategy and supporting his management team in business development, service delivery, employee retention, recruiting, and expense 
management. Some of his responsibilities are as follows: 
•  


 
 


  
 


  
  


 
  


 
  


 
  


  
 


  
 


  
 


 
  


 
 


Process Manager, HCL BPO (Dec 2004 – Jan 2006) 


• Enhanced in-depth knowledge of client business environment, operations, and needs to create winning value propositions. 
• Maintained full operational responsibility to include resource utilization, materials management, equipment, assets, and inventory management, 


and internal control. Daily Review of Vendor Issues and Daily Operation Problems. 
• Maintained client relationships at the executive level while identifying and pursuing marketing opportunities. Responsible for tracking escalations 


through - Weekly Trend Analysis on Escalations and flagging repeat offenders. Providing value-added Services to Clients (Internal/External) and 
providing Feedback to clients on report errors. Managed and supervised call center staff, including hiring, training, and performance evaluation. 


• Maintained and published operations on the dashboard periodically. Handled escalated customer issues and resolved complaints promptly. 
• Achieved Business Excellence through Measuring and Analyzing performance by application of International Standards (COPC, PCMM). 
• Monitored call center metrics, such as call volume, response times, and customer satisfaction. Developed and implemented strategies to improve 


call center performance and customer experience. Ensured compliance with company policies, procedures, and industry regulations. 
 
Prior Experience 
• Field Manager, Telefocus Communications, (08/2004 – 02/2010) 
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Mr. Jagan Pakkirisankar, Project Manager 


15+ years of experience managing and providing Call Center services for Federal, State, and local government agencies. Managed Call Centers 
for various government agencies, including the United States Patent and Trademark Office, the Virginia Department of Motor Vehicles, the 
Virginia Department of Health, and more. Hands-on experience with customer service center technologies, including customer relationship 
management systems, telephony, and network systems, quality control in a customer service center environment, and reporting procedures. 
Experienced in leading and managing the overall operations of more than 300-seat call centers and Multilingual Teams. Managing 24x7 operations 
and leading a large call center team of 100 to 300 who handle inbound and outbound phone calls, webchat, and email inquiries. Demonstrated 
success in a contact center environment (65% voice, 35% non-voice), managing teams and individual employees in a call center environment while 
effectively balancing resources to achieve desired Service Levels. Expertise in strategic planning, efficient recruitment, practical scheduling, and 
continuous monitoring to ensure a well-staffed and high-performing call center operation. Responsible for designing and implementing staffing 
strategies to meet the client's SLAs and operational requirements. He analyzed call volume trends, forecasted staffing needs, and developed 
recruitment plans to attract and hire qualified call center agents. Collaborate with HR and recruitment teams to source, screen, and onboard 
candidates, ensuring a smooth and efficient hiring process and working closely with workforce management teams to create and maintain accurate 
schedules that align with call volume patterns, minimizing wait times, and maximizing agent productivity. He established and monitored KPIs to 
track agent performance, attendance, and adherence to schedule. Implementing technology solutions, such as workforce management software 
and automated scheduling tools, to streamline staffing processes and optimize resource allocation.  


Education 


• BS in Computer Science 
• Certified as Internal Auditor for Quality Systems as per ISO 9000 
• Certified CMMI Auditor 


Experience 


Engagement/Program Manager, 22nd Century Technologies, Inc. (Feb 2007 – Present) 
Responsibilities: 
• Successfully managed Customer Call Center for various government agencies including the United States Patent and Trademark Office, 


Virginia Department of Motor Vehicles, Virginia Department of Health, and more, and many more. 
• Develop Call Center Staff goals and objectives, and monitor the achievement of these goals. Work with QAM/Trainer to develop and implement 


quality control, quality assurance, and corrective action plans. Ensure that excellent customer service is provided to consumers.  
• Submit reports and perform other duties as assigned by the Engagement Director. Assume management responsibility for the project in the 


absence of the Engagement Director. Managing schedules and Human Resource issues. 
• Accomplishes call center human resource objectives by recruiting, selecting, orienting, training, assigning, coaching, counseling, and disciplining 


employees; administering scheduling systems; communicating job expectations; planning, monitoring, appraising, and reviewing job 
contributions; planning and reviewing compensation actions; and enforcing policies and procedures. 


• Scheduling adequate staff levels for various shifts and campaigns on a weekly/monthly basis in partnership with business partners. 
• Maintaining high levels of performance for customer service metrics, including call answer rate, call quality, customer service ratings, order 


accuracy, etc. Identifying, analyzing, and resolving escalated consumer issues within the organization. 
• Managing and improving operational processes, policies, & systems in support of the organization’s mission & to improve efficiency & quality. 
• Writing and conducting performance evaluations, making employment decisions, sets up performance goals and targets for the assigned team. 
• Conduct regular training to ensure performance expectations are met. Monitor customer interactions across calls, emails, and chats for accuracy 


and consistency. Ensure timely and professional call handling within agreed service levels. 
• Creating reports, metrics, and budget plans. Preparing reports and analyzing call center data to improve processes, ensure resources are properly 


allocated, and maximize efficiency and customer satisfaction. Managing SLA as set up with customers, both internal and external. 
• Contributing to long- and short-term planning, which includes planning for initiatives geared toward operational excellence. Managing the Call 


Center team to achieve service level and abandonment goals, including forecasting and scheduling.  
• Managing overall operations of a more than 300-seat call center and Bilingual Team. Responsible for maintaining 24x7 operations and leading a 


large call center team of 100 to 200 who handle inbound and outbound phone calls, webchat, and email inquiries. 
• Work with IT and security teams to integrate secure communication technologies, such as encrypted messaging and multi-factor authentication, 


to enhance the privacy and security of both customer and call center agent communications. 
• Monitor call center interactions to ensure all customer service activities meet security protocols, including verifying that appropriate verification 


steps are followed during inbound and outbound calls, email correspondence, & web chats. Collaborate with compliance teams to ensure the call 
center remains up to date with the industry’s best practices & government regulations related to secure communications & data protection. 


• Audit and enhance security processes to identify and mitigate vulnerabilities, ensuring policy compliance and data protection. 
• Implement improvements based on audits, feedback, and incidents to strengthen customer communication security. 
 
Prior Experience 
• Program Manager/Customer Services, Outline Systems, Inc., Somerset, NJ (May 2005 – Feb 2007) 
• Call Center Consultant, IGATE, (Jun 2002 – May 2005) 
• Lead Call Center Representative, IT&T (May 1998 – Jun 2002) 
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Mr. Hemant Sharma, Quality Assurance Manager 


Mr. Hemant Sharma brings 10+ years of extensive experience in Call Center quality assurance, having successfully led quality management initiatives 
for organizations such as the United States Patent and Trademark Office, Virginia Department of Motor Vehicles, Cincinnati Metropolitan 
Housing Authority, OH. He is responsible for ensuring the delivery of high-quality services while maintaining strict compliance with client's standards. 
Mr. Sharma oversees the evaluation of both inbound and outbound calls, assessing agent performance and adherence to our client's guidelines. He 
performs routine audits of call recordings and customer interactions, providing actionable feedback to agents for improvement. Collaborating closely 
with training and development teams, he designs tailored training programs to address performance gaps, focusing on enhancing communication skills, 
product knowledge, and customer service. Through his strategic oversight, he has successfully identified operational inefficiencies, analyzed data to 
detect trends, & recommended improvements to optimize call center processes. His commitment to quality assurance & continuous improvement has 
led to increased customer satisfaction, enhanced agent performance, & more efficient call center operations for our clients. 


Education 


• Master’s in Computer Application, Aryans in Management and Technology (AIMT)  
• Project Management Professional (PMP) from the Project Management Institute 
• Microsoft Certified IT Professional (MCITP); Microsoft Certified Solution Associate (MCSA)  
• Microsoft Certified Professional (MCP); Microsoft Certified Technology Specialist (MCTS)  


Experience 


Quality Assurance, 22nd Century Technologies, Inc. (Nov 2013 – Present) 
Responsibilities: 
• Responsible for deploying Quality Assurance processes for various clients such as the United States Patent and Trademark Office, Virginia 


Department of Motor Vehicles, Cincinnati Metropolitan Housing Authority, OH, etc. 
• Oversee and evaluate agent interactions to ensure quality, compliance, and adherence to standards while conducting routine audits of calls, 


emails, and chats. 
• Provide constructive feedback and coaching to agents based on performance evaluations, fostering skill enhancement and service improvement. 
• Develop, implement, and update QA programs that drive continuous improvement in customer service and support operations. 
• Analyze key performance metrics (e.g., customer satisfaction, first call resolution) to identify trends and areas for improvement. 
• Collaborate with training teams to design training programs that address quality issues and enhance agent skills, ensuring compliance with 


policies and regulations. 
• Lead and manage the QA team, ensuring proper training, development, and integration of customer feedback into QA processes for service 


alignment. Identify opportunities for process improvement within the call center.  
• Develop and implement a comprehensive quality monitoring program to evaluate the performance of call center agents.  
• Establish clear and measurable quality standards, guidelines, and performance metrics for call center agents.  
• Regularly evaluate call center agent performance based on the established quality standards.  
• Collaborate with the Call Center Trainer to identify training needs and provide targeted coaching to call center agents.  
• Generate regular reports on call center performance and quality metrics.  
• Conduct calibration sessions with other QA team members, supervisors, and stakeholders to ensure consistency and alignment in evaluating 


and scoring agent performance. Analyze customer feedback and surveys to identify recurring issues, trends, or patterns. 
• Monitor live or recorded calls to ensure compliance with our client’s policies, procedures, and regulatory standards. 
• Provide detailed feedback to agents on their performance, highlighting strengths and areas for improvement. 
• Develop and maintain documentation of quality assurance procedures and evaluation criteria. 
• Work closely with management to align quality assurance objectives with overall call center goals. 
• Use analytical tools and software to assess call data and identify actionable insights for enhancing customer satisfaction. 
• Participate in the development of agent scripts and communication templates to improve consistency and effectiveness. 
• Ensure adherence to industry standards and best practices in customer service and call center operations. 
• Support the implementation of new technologies or processes that improve call center efficiency and quality. 
• Facilitate workshops or one-on-one sessions to share best practices and promote continuous learning among agents. 
• Track the effectiveness of coaching and training initiatives by analyzing subsequent agent performance data. 
 
Prior Experience 
• SharePoint/System Administrator, Outline Systems Pvt. Ltd. (02/2009 – 11/2013) 
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Ms. Tracy Ford, Trainer 


Ms. Tracy Ford has more than 8 years of experience as a Call Center Trainer. Worked with prominent clients such as the Virginia Department of 
Motor Vehicles and the United States Patent and Trademark Office. Ms. Ford has extensive experience in scripting and reviewing call center scripts 
to ensure they are aligned with policies, service requirements, and best practices. She works closely with subject matter experts and department 
managers to develop, update, and refine training materials, ensuring agents are equipped with the latest information and skills. Additionally, Ms. Ford 
collaborates with quality assurance teams to ensure that training outcomes meet service excellent standards, provides ongoing coaching and feedback 
to agents, and maintains accurate training records to ensure compliance and continuous performance improvement. 


Education 


• High School Diploma 


Experience 


Trainer, 22nd Century Technologies, Inc (Nov 2013 – Present) 
Responsibilities: 
• Provided training to the Call Center Representative under the contracts of the Virginia Department of Motor Vehicles and United States Patent 


and Trademark Office. 
• Develop and update training materials. Customize training programs to address specific needs and skill gaps. 
• Develop and deliver training programs to enhance the skills and performance of call center agents. 
• Design and update training materials, including manuals, guides, and e-learning content, to ensure they are aligned with the latest company 


policies and best practices. 
• Provide training and guidance to call center agents and management on secure communication practices, ensuring all staff understand the 


importance of data privacy and adhere to organizational security protocols. 
• Conduct onboarding training for new hires, ensuring they are well-equipped with the knowledge and tools needed to succeed in their roles. 
• Evaluate the effectiveness of training programs through performance assessments, feedback surveys, and monitoring agent progress. 
• Collaborate with the Call Center Quality Assurance team to identify training gaps and areas for improvement based on agent performance. 
• Provide ongoing coaching and mentoring to agents to enhance their communication, problem-solving, and customer service skills. 
• Organize refresher training sessions and continuous learning opportunities to keep agents up-to-date with changes in products, services, or 


processes. 
• Monitor agents’ learning progress and adjust training approaches to meet individual or team needs. 
• Facilitate role-playing and simulation exercises to prepare agents for real-world scenarios and improve their response times. 
• Work with leadership to align training programs with company goals, customer expectations, and service standards. 
• Maintain records of training activities, completion rates, and agent performance for reporting and tracking purposes. 
• Foster a positive learning environment that motivates agents to develop professionally and strive for continuous improvement. 
 
Prior Experience 
• Customer Service (Remote), TTEC, (Mar 2020 – Jul 2022) 
• Clinical Affairs - Customer Service, Saneso, (Nov 2018 – Aug 2019) 
• Customer Service Representative, IBEX Global (Sept. 2012 – Aug 2018) 


 


k. Subcontractors 
If the bidder intends to subcontract any part of its performance hereunder, the bidder should provide: 


i. name, address, and telephone number of the subcontractor(s), 


ii. specific tasks for each subcontractor(s), 


iii. percentage of performance hours intended for each subcontract; and total percentage of subcontractor(s) 


performance hours. 


 


TSCTI does not utilize any subcontractors to provide the services to NDOL. 
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2. Technical Proposal 


a. Understanding of the business requirements; 
Thank you for providing the opportunity to conduct business with the State of Nebraska Department of Labor (“NDOL”, 


“State”). TSCTI is pleased to respond to the Request for Proposal (RFP) 121962 O3, titled Call Center Support for 


Unemployment Insurance services. 


 


Based on our two decades of experience in providing similar services to various government agencies such as  


 


 TSCTI understands that the NDOL is seeking a qualified and experienced vendor to 


provide first-tier inbound call center services to support the Unemployment Insurance (UI) Claims Center. The goal is to 


deliver timely, high-quality assistance to claimants seeking information or support related to their unemployment claims, 


while ensuring operational scalability, data security, and regulatory compliance.  


 


TSCTI understands that the awarded vendor is responsible for handling all first-level inquiries from claimants, resolving 


basic questions related to claim status, documentation, or UI program guidance, and accurately scheduling callbacks for 


more complex issues requiring NDOL staff expertise. We understand that approximately 71,000 calls annually, including 


9,000 callback requests, are expected, with seasonal peaks in call volume and higher loads on specific days and time slots. 


 


 


 


 understands that the NDOL requires all services to be delivered from a secure, U.S.-based 


physical call center, with no remote or telework setups allowed. TSCTI understands that this is critical for safeguarding 


claimant data and maintaining operational integrity, and we are fully equipped to deliver from compliant, dedicated call 


center facilities staffed by trained, bilingual (English-Spanish) professionals. TSCTI holds top-secret facility clearance 


from both the Department of Defense (DoD) and the Department of Homeland Security (DHS), underscoring our 


commitment to the highest levels of security. TSCTI has a suitable 60,000 Sq. Ft. Call Center is located in West Virginia. 


This facility has call center cubicles, management offices, conference rooms, training rooms, and computer and Internet 


infrastructure to establish the necessary connectivity. This facility is purpose-built with secure data and telecommunications 


rooms designed to meet strict environmental controls and prevent unauthorized access. 


 


TSCTI acknowledges that this is a turnkey operation, and as such, that the awarded vendors will be responsible for hiring, 


onboarding, training, and managing all personnel, providing all necessary hardware, software, telephony, and infrastructure, 


maintaining secure, monitored workspaces, ensuring real-time service monitoring, performance reporting, and KPI 


adherence, managing a dedicated CRM platform that is configurable, report-capable, and integrated with NDOL’s NEworks 


system.  


 


 


 


 


 


 TSCTI confirms that our CRM system supports configuration changes within 24–48 


hours of request, in accordance with NDOL’s requirements for flexibility and responsiveness. 


 


TSCTI recognizes that exceptional customer service is central to NDOL’s mission and is committed to meeting or exceeding 


all performance expectations.  


 


 TSCTI will maintain an after-call work (ACW) 


duration of 1.5 minutes or less, ensuring efficient documentation and prompt availability for the next call. We will ensure 


that no caller is placed on hold for longer than 2 minutes, adhering to NDOL’s service expectations and reducing caller 


frustration. TSCTI will establish clear escalation paths, after-call surveys, and issue tracking that will be in place to support 


continuous improvement. We are maintaining similar SLAs for our various clients and will continue to maintain the same 


for NDOL. We understand that accurate and timely callback scheduling is a core service feature. TSCTI will ensure all 


callbacks are scheduled within 24 business hours, with details logged in both our CRM and the NEworks system. We will 


provide NDOL with daily callback summaries, weekly status reports, and immediate notifications for any missed or delayed 
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follow-ups. Our CRM system enables NDOL staff to review, assign, and close out callback requests, with all daily callbacks 


assignable within 15 minutes to meet time-sensitive service needs. 


 


TSCTI understands that up to two weeks are required for the “Train the Trainer” training session to be conducted by NDOL, 


and our supervisors and information specialists will attend these sessions. Supporting NDOL’s “train-the-trainer” model, 


we will deliver comprehensive training for all staff covering UI policies, conflict resolution, system use, script adherence, 


and confidentiality. We will also implement a comprehensive QA process, including call recording, monitoring, 


performance feedback, and adherence to NDOL scripts and standards. TSCTI will implement an after-call survey 


mechanism approved by NDOL prior to deployment. Survey results will be regularly shared to support performance analysis 


and service enhancements. TSCTI will make all call recordings available to NDOL within 24 hours upon request and fully 


support on-site and online monitoring of our operations, allowing NDOL to directly observe performance and ensure 


transparency. To ensure accountability, TSCTI will deliver daily, weekly, and ad hoc reports, maintain a real-time KPI 


dashboard, and participate in regular meetings, including in-person sessions in Lincoln as needed. Our transparent 


communication and escalation protocols will help NDOL swiftly address any issues and maintain high-quality service. 


 


b. Detailed project work plan  
Successful implementation forms the foundation for everything that follows. TSCTI will implement a smooth and zero-risk 


transition to the NDOL as we provide similar services to Federal, State, and local government agencies. Through our 


experience, we understand that the NDOL requires a well-planned, standardized, comprehensive, and seamless transition to 


successfully support the NDOL with the assurance of no degradation of Service Levels. To accomplish this, TSCTI will 


provide well-structured and standardized communications and transition management through experienced, capable, and 


qualified resources, facilitating, managing, and executing structured knowledge transfer (KT) of programmatic information, 


knowledge, equipment, and resources. Our transition plan is swift, seamless, and based on the complexities of the 


requirements and the effort needed to ensure a risk-free transition. TSCTI recognizes that a structured work plan is essential 


for successful program implementation during the contract period. Our comprehensive work plan, displayed in the timeline 


chart below, outlines each development and implementation task, the month it will be carried out, and the designated person 


or position responsible for each task. 


 


Major Transition Phases, Activities, and Timeline 


The Project Manager will guide the Engagement Team, leads, and remaining staff through the proposed Plan of Action and 


Milestones (POA&M) schedule provided in the table below. Mobilization is mainly enacted by the Project Manager and the 


Engagement Team. When the execution phase occurs, it is led by the Project Manager, who has overall responsibility but 


is also enacted by the team as applicable. Our POAM schedule overviews phase-in activities and highlights key activities 


and timelines per phase for achieving full operational capacity within 30 days. Our management will tailor the POA&M 


during the first days of the transition period, adjusting to any new information received during data discovery. Before 


executing the engagement plan, we will obtain a consensus with the NDOL. 
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c. Deliverables and due dates. 
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Notes: 


• The project start date (Oct 1, 2025) follows a 25-day Pre-Engagement Phase after contract award on Sept 5, 2025. 


• Dates may vary based on the Award date and Kick-off meeting. 


• Full implementation and go-live with operational readiness are achieved within 30 calendar days from the start date. 


• Training phases include NDOL-led and TSCTI-led sessions to ensure complete staff preparedness. 


• Reporting and quality assurance continue throughout the contract term beyond initial implementation. 


 


d. Attachment #1: Required Bidder Responses. 
As per the instructions, Attachment #1 is attached separately. 


 


e. Attachment #2: Cost Proposal  
As per the instructions, Attachment #2 is attached separately. 
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Terms and Conditions 
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Contractual Agreement Form 
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Financial Statement 2024 
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If you assert that certain information is still proprietary or confidential, please provide a redacted copy of your proposal along with your response.
 
If you do not respond before Thursday, August 14th , 2025, at 12:00 pm CT, the State will consider the information to not be proprietary or confidential.
 
In order to determine if the claim to proprietary is valid, please provide a statement as to 1) what demonstrated advantage business competitors would
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Please be advised that this is not a guarantee the State will withhold anything or accept your company’s designation, and the process will occur more
quickly if your company narrows down the designated information.
 
Thank you,
 
Kyle McConnell, C.L.S.S.G. B.
Procurement Contracts Officer
 
Nebraska Department of Labor
550 S. 16th Street
Lincoln, NE 68508-4600
Office Phone: 402-471-9944
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Response to  
Request for Proposal 

RFP #121962 O3 

NDOL Call Center Support for  

Unemployment Insurance Services 

 
 

Due Date and Time: June 27, 2025, 2:00 p.m. Central Time 

 

 

 

 

 

 

 

    Submitted by: 
    22nd Century Technologies, Inc. 

    Headquarter: 8251 Greensboro Drive, Suite 900, McLean, VA 22102 

    Phone: 866-537-9191 Ext 2 | Fax: 732-537-0888  

    Email: sledproposals@tscti.com 

TSCTI claims that information contained in our proposal is confidential and proprietary. We believe that the data contained in the 

proposal like contact information of proposed staff, technical and management approach, proposed subcontractor and price quote. 

Disclosure of these information can be used by our competitors to under-price us on future bids, reverse-engineer aspects of 

TSCTI’s approach, lure away subcontractors or key employees. Thereby we request the government to provide us the opportunity 

to provide a redacted copy of our response for FOIA and protecting the undue advantage of FIOA disclosure.  

Submitted to: 
State of Nebraska Department of Labor  

550 South 16th Street 

Lincoln, NE 68508 

Attn.: Kyle McConnell Procurement Contract Officer 

Telephone: 402-471-9944  

E-Mail: ndol.procurement@nebraska.gov 
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1. Corporate Overview  

a. Bidder Identification and Information 
The bidder should provide the full company or corporate name, address of the company's headquarters, website, entity organization 

(corporation, partnership, proprietorship), state in which the bidder is incorporated or otherwise organized to do business, year in 

which the bidder first organized to do business and whether the name and form of organization has changed since first organized.  

Full company or corporate name 22nd Century Technologies, Inc. 

Address of the company's headquarters 8251 Greensboro Drive, Suite 900, McLean, VA 22102 

Website www.tscti.com 

Entity organization (corporation, partnership, proprietorship),  Corporation 

State in which the bidder is incorporated or otherwise organized to 

do business,  

State of Delaware 

Year in which the bidder first organized to do business and whether 

the name and form of organization has changed since first organized. 

1997, Neither name nor form of organization has changed 

since it was first organized. 

 

b. Financial Statements 
The bidder should provide financial statements applicable to the firm. If publicly held, the bidder should provide a copy of the 

corporation's most recent audited financial reports and statements, and the name, address, and telephone number of the fiscally 

responsible representative of the bidder’s financial or banking organization. 

If the bidder is not a publicly held corporation, either the reports and statements required of a publicly held corporation, or a 

description of the organization, including size, longevity, client base, areas of specialization and expertise, and any other pertinent 

information, should be submitted in such a manner that solicitation evaluators may reasonably formulate a determination about the 

stability and financial strength of the organization. Additionally, a non-publicly held firm should provide a banking reference. 

The bidder must disclose any and all judgments, pending or expected litigation, or other real or potential financial reversals, which 

might materially affect the viability or stability of the organization, or state that no such condition is known to exist.  

The State may elect to use a third party to conduct credit checks as part of the corporate overview evaluation. 

 

TSCTI is a privately held Corporation operation since 1997, currently employs over 6,000 professionals nationwide, and 

serves over 350 clients, including multiple federal, state, and local government agencies. We hold expertise in providing 

services in the areas of Call Center Services, Staffing Services, Consulting Services, Managed Services, Payroll Services, 

MSP, and more. 

 

TSCTI is a financially stable and growing company. In the year 2024, we were financially evaluated at $475+ Million. 

TSCTI does not have any pending mergers or financial liabilities that may affect this current contract. TCSTI currently has 

a credit line of $11 million and has the required financial capacity to provide the services. TSCTI states that it has never 

filed bankruptcy, pending litigation, planned office closures, or an impending merger and possesses the necessary financial 

capacity, working capital, and other resources to carry out the capital, operating, planning, and future maintenance activities 

listed in the solicitation, without assistance from an external source. We do not have any short-term or long-term debts. 
 

Banking Organization Reference 
Company Name Bank of America 

Company Mailing Address NJ7-550-04-02 – 194 Wood Ave South Iselin NJ, 08830 

Contact Person Name  

Contact Person Phone  

Contact Person Email  
 

TSCTI acknowledges that the State may elect to use a third party to conduct credit checks as part of the corporate overview 

evaluation and will cooperate as needed. TSCTI has attached its Financial Statement for 2024 at the end of this proposal. 
 

c. Change of Ownership 
If any change in ownership or control of the company is anticipated during the twelve (12) months following the solicitation response 

due date, the bidder should describe the circumstances of such change and indicate when the change will likely occur. Any change 

of ownership to an awarded bidder(s) will require notification to the State. 

 

At this time, no change in ownership or control of the company is anticipated during the twelve (12) months following the 

solicitation response due date. Should such a change occur in the future, we will promptly notify the State in accordance 

with the solicitation requirements. 
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d. Office Location 
The bidder’s office location responsible for performance pursuant to an award of a contract with the State of Nebraska should  be 

identified. 

 

We will utilize our dedicated Call Center facility located at 501 Wilson Lane, Elkins, WV 26241, which will be supported 

by our Headquarters at 8251 Greensboro Drive, Suite 900, McLean, VA 22102, to perform all contract-related work. 

 

e. Relationships with the State 
The bidder should describe any dealings with the State over the previous (five) (5) years. If the organization, its predecessor, or any 

Party named in the bidder’s solicitation response has contracted with the State, the bidder should identify the contract number(s) 

and/or any other information available to identify such contract(s). If no such contracts exist, so declare. 

 

The bidder has not had any dealings or contracts with the State of Nebraska in the past five (5) years. Neither the 

organization, its predecessor entities, nor any parties named in this solicitation response have entered into any contractual 

agreements with the State during this period. 

 

f. Bidder’s Employee Relations to State 
If any Party named in the bidder’s solicitation response is or was an employee of the State within the past (twelve) (12) months, 

identify the individual(s) by name, State agency with whom employed, job title or position held with the State, and separation date. 

If no such relationship exists or has existed, so declare. 

If any employee of any agency of the State of Nebraska is employed by the bidder or is a subcontractor to the bidder, as of the due 

date for solicitation response submission, identify all such persons by name, position held with the bidder, and position held with the 

State (including job title and agency). Describe the responsibilities of such persons within the proposing organization. If, after review 

of this information by the State, it is determined that a conflict of interest exists or may exist, the bidder may be disqualified from 

further consideration in this solicitation. If no such relationship exists, so declare. 

 

No party named in TSCTI’s solicitation response has been employed by the State of Nebraska within the past twelve (12) 

months. Furthermore, as of the due date for submission of this solicitation response, no employee of any agency of the State 

of Nebraska is employed by TSCTI or engaged as a subcontractor to TSCTI. 

 

g. Contract Performance 
If the bidder or any proposed subcontractor has had a contract terminated for default during the past (five) (5) years, all such 

instances must be described as required below. Termination for default is defined as a notice to stop performance delivery due to the 

bidder’s non-performance or poor performance, and the issue was either not litigated due to inaction on the part of the bidder or 

litigated and such litigation determined the bidder to be in default. 

It is mandatory that the bidder submit full details of all termination for default experienced during the past (five) (5) years, including 

the other Party's name, address, and telephone number. The response to this section must present the bidder’s position on the matter. 

The State will evaluate the facts and will score the bidder’s solicitation response accordingly. If no such termination for default has 

been experienced by the bidder in the past (five) (5) years, so declare. 

If at any time during the past (five) (5) years, the bidder has had a contract terminated for convenience, non-performance, non-

allocation of funds, or any other reason, describe fully all circumstances surrounding such termination, including the name and 

address of the other contracting Party.  

 

TSCTI has not experienced any contract termination for default during the past five (5) years. Additionally, TSCTI has not 

had any contracts terminated for convenience, non-performance, non-allocation of funds, or any other reason during this 

period. 

 

h. Summary of Bidder’s Corporate Experience 
The bidder should provide a summary matrix listing the bidder’s previous projects similar to this Solicitation in size, scope, and 

complexity including call center services for government agencies, unemployment insurance programs or projects similar thereto. 

The State will use no more than three (3) narrative project descriptions submitted by the bidder during its evaluation of the solicitation 

response.  

The bidder should provide three (3) references for call center services provided.  Include contact name, phone number, email address, 

length of relationship, and a brief overview of the services provided.  Bidder should also describe its company culture and how it 

aligns with this solicitation. 
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The bidder should address the following: 

 

TSCTI has over a decade of experience in implementing and delivering Call Center Services to various Federal, State, and 

local government agencies in the U.S. TSCTI has over 20 large single-award contracts and understands the criticality and 

dependability of customers.  
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i. Highlight the similarities between the bidder’s experience and this Solicitation 
Provide narrative descriptions to highlight the similarities between the bidder’s experience and this Solicitation. These descriptions 

should include: 

 

Reference #1 
a) The time period of the project, Feb 2020 - Present 

b) The scheduled and actual 
completion dates, 

Ongoing 
The project is currently active 

c) The bidder’s responsibilities,  

d) For reference purposes, a customer name (including the name of a contact person, a current telephone number, a facsimile number, 
and e-mail address); and 

 
 

 
 

e) Each project description should identify whether the work was performed as the prime Vendor or as a subcontractor. If a bidder 
performed as the prime Vendor, the description should provide the originally scheduled completion date and budget, as well as the actual 
(or currently planned) completion date and actual (or currently planned) budget. 

• Role: Prime Vendor 

• Originally Scheduled Completion Date: Ongoing (no fixed end date) 

• Originally Scheduled Budget: $500,000+ 

• Actual (or Currently Planned) Completion Date: N/A – Project is active 

• Actual (or Currently Planned) Budget: $500,000+ 

 

Reference #2 
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a) The time period of the project, February 2023 – Present 

b) The scheduled and actual 
completion dates, 

Ongoing (initial term February 2023 – Present)  
Actual Completion Date: Project is currently active and ongoing 

c) The bidder’s responsibilities,  

d) For reference purposes, a customer name (including the name of a contact person, a current telephone number, a facsimile number, 
and e-mail address); and 

 
 

 
 

 

e) Each project description should identify whether the work was performed as the prime Vendor or as a subcontractor. If a bidder 
performed as the prime Vendor, the description should provide the originally scheduled completion date and budget, as well as the actual 
(or currently planned) completion date and actual (or currently planned) budget. 

• Role: Prime Vendor 

• Originally Scheduled Completion Date: Ongoing contract; performance reviewed annually  

• Originally Scheduled Budget: $200,000+ 

• Actual (or Currently Planned) Completion Date: N/A – Project is active 

• Actual (or Currently Planned) Budget: $200,000+ 

 

Reference #3 
a) The time period of the project, October 2023 – Present 

b) The scheduled and actual 
completion dates, 

Scheduled Completion Date: Ongoing (multi-year contract) 
Actual Completion Date: Not applicable (project is active and on schedule) 

c) The bidder’s responsibilities,  

d) For reference purposes, a customer name (including the name of a contact person, a current telephone number, a facsimile number, 
and e-mail address); and 
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e) Each project description should identify whether the work was performed as the prime Vendor or as a subcontractor. If a bidder 
performed as the prime Vendor, the description should provide the originally scheduled completion date and budget, as well as the actual 
(or currently planned) completion date and actual (or currently planned) budget. 

• Role: Prime Vendor 

• Originally Scheduled Completion Date: Ongoing contract 

• Originally Scheduled Budget: $500,000+ 

• Actual (or Currently Planned) Completion Date: In progress (project active and meeting performance milestones) 

• Actual (or Currently Planned) Budget: $500,000+ 

 
i. Bidder and Subcontractor(s) experience should be listed separately. Narrative descriptions submitted for Subcontractors should 

be specifically identified as subcontractor projects. 

TSCTI does not utilize any subcontractors to provide the services to NDOL. 

 
ii. If the work was performed as a subcontractor, the narrative description should identify the same information as requested for the 

bidders above. In addition, subcontractors should identify what share of contract costs, project responsibilities, and time period 

were performed as a subcontractor.  

TSCTI does not utilize any subcontractors to provide the services to NDOL. 

 

j. Summary of Bidder’s Proposed Personnel/Management Approach 
The bidder should present a detailed description of its proposed approach to the management of the project. 

The bidder should identify the specific professionals who will work on the State’s project if their company is awarded the contract 

resulting from this Solicitation. The names and titles of the team proposed for assignment to the State project should be identified in 

full, with a description of the team leadership, interface, and support functions, and reporting relationships. The primary work 

assigned to each person should also be identified.  

The bidder should provide resumes for all personnel proposed by the bidder to work on the project. The State will consider the 

resumes as a key indicator of the bidder’s understanding of the skill mixes required to carry out the requirements of the Solicitation 

in addition to assessing the experience of specific individuals. 

Resumes should not be longer than three (3) pages. Resumes should include, at a minimum, academic background and degrees, 

professional certifications, understanding of the process, and at least three (3) references (name, address, and telephone number) 

who can attest to the competence and skill level of the individual. Any changes in proposed personnel shall only be implemented 

after written approval from the State. 

 

Our Project Management Methodology is based on our firm commitment to and use of process and process improvement 

methods. Our project management practices incorporate the approach of the Project Management Institute (PMI) and ensure 

that the task will be effectively managed. Our focus on continuous improvement has led to a mature management model. 

We have applied our proven management approach to similar large contracts.  

 

 Based on its current expertise from various 

government agencies in providing call center support, TSCTI has established the same organizational structure as the State. 

TSCTI's approach to project management is built upon a carefully designed staffing structure that serves as the framework 

for optimal project oversight. The figure shows the organization chart specific to the State’s Call Center Services. 
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 He will solicit feedback from the State’s key stakeholders as part of our continuous improvement initiative. 

Our executive leadership can also be called upon to assist in resolving at the highest level, as warranted. This hands-on 

approach to our Senior Management will ensure prompt resolution of all issues that might arise and demonstrate TSCTI's 

total commitment to the success of the contract. Our talented and enthusiastic experts guide the State through the process to 

ensure transparency and efficiency.  

 

 

 

 

 

 Any changes to the proposed 

personnel will be implemented only upon prior written approval from the State. 

 

TSCTI’s Key team members, along with their 2 professional references, are as follows: 

 

Resumes of our key team members are as follows:  
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Mr. Sandeep Singh, Project Director 

An innovative and resourceful Project Director with a strong experience of 15+ years of experience in managing similar projects of equal or greater 
scope to the client's call center Contact. Experienced in outsourced and in-house operations, and complex system implementations. Results-
oriented, strategic, adept at identifying and solving problems, building and focusing teams, and implementing change.  

 
 Proven experience in 

implementing and handling Call Center Operations related to Transportation, Election, IT, and Healthcare sectors. Management and development 
of supervisors and all other operational management associated with day-to-day Call Center operations. Hands-on experience in the development 
and implementation of all operational strategies ensures that performance, culture, & overarching Call Center controls & processes are aligned with 
client objectives. Effectively communicates technological ideas with engineers, customers, & all levels of executive management. Proven track 
record of completing numerous complex call center projects on time & within budget. Proven ability to work with key stakeholders in the management 
& implementation of current & emerging technologies, as well as their applications. Expertise in achieving business strategy objectives, standardized 
processes, & oversight of Quality, Operational metrics, & service level goals. Strong understanding of HIPAA as it pertains to disclosures of PHI. 

Education 

• PGDIM, International Marketing, Clerendon Business College, 2001 
• Project Management Professional (PMP) Certified from the Project Management Institute 

Experience 

Project Director, 22nd Century Technologies, Inc. (Feb 2012 – Present) 
During his time at 22nd Century Technologies, Inc., he has been involved in various government  

 
. As a Project Director, he is accountable for the overall operation of his clients, including setting 

call center strategy and supporting his management team in business development, service delivery, employee retention, recruiting, and expense 
management. Some of his responsibilities are as follows: 
•  

 
 

  
 

  
  

 
  

 
  

 
  

  
 

  
 

  
 

 
  

 
 

Process Manager, HCL BPO (Dec 2004 – Jan 2006) 

• Enhanced in-depth knowledge of client business environment, operations, and needs to create winning value propositions. 
• Maintained full operational responsibility to include resource utilization, materials management, equipment, assets, and inventory management, 

and internal control. Daily Review of Vendor Issues and Daily Operation Problems. 
• Maintained client relationships at the executive level while identifying and pursuing marketing opportunities. Responsible for tracking escalations 

through - Weekly Trend Analysis on Escalations and flagging repeat offenders. Providing value-added Services to Clients (Internal/External) and 
providing Feedback to clients on report errors. Managed and supervised call center staff, including hiring, training, and performance evaluation. 

• Maintained and published operations on the dashboard periodically. Handled escalated customer issues and resolved complaints promptly. 
• Achieved Business Excellence through Measuring and Analyzing performance by application of International Standards (COPC, PCMM). 
• Monitored call center metrics, such as call volume, response times, and customer satisfaction. Developed and implemented strategies to improve 

call center performance and customer experience. Ensured compliance with company policies, procedures, and industry regulations. 
 
Prior Experience 
• Field Manager, Telefocus Communications, (08/2004 – 02/2010) 
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Mr. Jagan Pakkirisankar, Project Manager 

15+ years of experience managing and providing Call Center services for Federal, State, and local government agencies. Managed Call Centers 
for various government agencies, including the United States Patent and Trademark Office, the Virginia Department of Motor Vehicles, the 
Virginia Department of Health, and more. Hands-on experience with customer service center technologies, including customer relationship 
management systems, telephony, and network systems, quality control in a customer service center environment, and reporting procedures. 
Experienced in leading and managing the overall operations of more than 300-seat call centers and Multilingual Teams. Managing 24x7 operations 
and leading a large call center team of 100 to 300 who handle inbound and outbound phone calls, webchat, and email inquiries. Demonstrated 
success in a contact center environment (65% voice, 35% non-voice), managing teams and individual employees in a call center environment while 
effectively balancing resources to achieve desired Service Levels. Expertise in strategic planning, efficient recruitment, practical scheduling, and 
continuous monitoring to ensure a well-staffed and high-performing call center operation. Responsible for designing and implementing staffing 
strategies to meet the client's SLAs and operational requirements. He analyzed call volume trends, forecasted staffing needs, and developed 
recruitment plans to attract and hire qualified call center agents. Collaborate with HR and recruitment teams to source, screen, and onboard 
candidates, ensuring a smooth and efficient hiring process and working closely with workforce management teams to create and maintain accurate 
schedules that align with call volume patterns, minimizing wait times, and maximizing agent productivity. He established and monitored KPIs to 
track agent performance, attendance, and adherence to schedule. Implementing technology solutions, such as workforce management software 
and automated scheduling tools, to streamline staffing processes and optimize resource allocation.  

Education 

• BS in Computer Science 
• Certified as Internal Auditor for Quality Systems as per ISO 9000 
• Certified CMMI Auditor 

Experience 

Engagement/Program Manager, 22nd Century Technologies, Inc. (Feb 2007 – Present) 
Responsibilities: 
• Successfully managed Customer Call Center for various government agencies including the United States Patent and Trademark Office, 

Virginia Department of Motor Vehicles, Virginia Department of Health, and more, and many more. 
• Develop Call Center Staff goals and objectives, and monitor the achievement of these goals. Work with QAM/Trainer to develop and implement 

quality control, quality assurance, and corrective action plans. Ensure that excellent customer service is provided to consumers.  
• Submit reports and perform other duties as assigned by the Engagement Director. Assume management responsibility for the project in the 

absence of the Engagement Director. Managing schedules and Human Resource issues. 
• Accomplishes call center human resource objectives by recruiting, selecting, orienting, training, assigning, coaching, counseling, and disciplining 

employees; administering scheduling systems; communicating job expectations; planning, monitoring, appraising, and reviewing job 
contributions; planning and reviewing compensation actions; and enforcing policies and procedures. 

• Scheduling adequate staff levels for various shifts and campaigns on a weekly/monthly basis in partnership with business partners. 
• Maintaining high levels of performance for customer service metrics, including call answer rate, call quality, customer service ratings, order 

accuracy, etc. Identifying, analyzing, and resolving escalated consumer issues within the organization. 
• Managing and improving operational processes, policies, & systems in support of the organization’s mission & to improve efficiency & quality. 
• Writing and conducting performance evaluations, making employment decisions, sets up performance goals and targets for the assigned team. 
• Conduct regular training to ensure performance expectations are met. Monitor customer interactions across calls, emails, and chats for accuracy 

and consistency. Ensure timely and professional call handling within agreed service levels. 
• Creating reports, metrics, and budget plans. Preparing reports and analyzing call center data to improve processes, ensure resources are properly 

allocated, and maximize efficiency and customer satisfaction. Managing SLA as set up with customers, both internal and external. 
• Contributing to long- and short-term planning, which includes planning for initiatives geared toward operational excellence. Managing the Call 

Center team to achieve service level and abandonment goals, including forecasting and scheduling.  
• Managing overall operations of a more than 300-seat call center and Bilingual Team. Responsible for maintaining 24x7 operations and leading a 

large call center team of 100 to 200 who handle inbound and outbound phone calls, webchat, and email inquiries. 
• Work with IT and security teams to integrate secure communication technologies, such as encrypted messaging and multi-factor authentication, 

to enhance the privacy and security of both customer and call center agent communications. 
• Monitor call center interactions to ensure all customer service activities meet security protocols, including verifying that appropriate verification 

steps are followed during inbound and outbound calls, email correspondence, & web chats. Collaborate with compliance teams to ensure the call 
center remains up to date with the industry’s best practices & government regulations related to secure communications & data protection. 

• Audit and enhance security processes to identify and mitigate vulnerabilities, ensuring policy compliance and data protection. 
• Implement improvements based on audits, feedback, and incidents to strengthen customer communication security. 
 
Prior Experience 
• Program Manager/Customer Services, Outline Systems, Inc., Somerset, NJ (May 2005 – Feb 2007) 
• Call Center Consultant, IGATE, (Jun 2002 – May 2005) 
• Lead Call Center Representative, IT&T (May 1998 – Jun 2002) 
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Mr. Hemant Sharma, Quality Assurance Manager 

Mr. Hemant Sharma brings 10+ years of extensive experience in Call Center quality assurance, having successfully led quality management initiatives 
for organizations such as the United States Patent and Trademark Office, Virginia Department of Motor Vehicles, Cincinnati Metropolitan 
Housing Authority, OH. He is responsible for ensuring the delivery of high-quality services while maintaining strict compliance with client's standards. 
Mr. Sharma oversees the evaluation of both inbound and outbound calls, assessing agent performance and adherence to our client's guidelines. He 
performs routine audits of call recordings and customer interactions, providing actionable feedback to agents for improvement. Collaborating closely 
with training and development teams, he designs tailored training programs to address performance gaps, focusing on enhancing communication skills, 
product knowledge, and customer service. Through his strategic oversight, he has successfully identified operational inefficiencies, analyzed data to 
detect trends, & recommended improvements to optimize call center processes. His commitment to quality assurance & continuous improvement has 
led to increased customer satisfaction, enhanced agent performance, & more efficient call center operations for our clients. 

Education 

• Master’s in Computer Application, Aryans in Management and Technology (AIMT)  
• Project Management Professional (PMP) from the Project Management Institute 
• Microsoft Certified IT Professional (MCITP); Microsoft Certified Solution Associate (MCSA)  
• Microsoft Certified Professional (MCP); Microsoft Certified Technology Specialist (MCTS)  

Experience 

Quality Assurance, 22nd Century Technologies, Inc. (Nov 2013 – Present) 
Responsibilities: 
• Responsible for deploying Quality Assurance processes for various clients such as the United States Patent and Trademark Office, Virginia 

Department of Motor Vehicles, Cincinnati Metropolitan Housing Authority, OH, etc. 
• Oversee and evaluate agent interactions to ensure quality, compliance, and adherence to standards while conducting routine audits of calls, 

emails, and chats. 
• Provide constructive feedback and coaching to agents based on performance evaluations, fostering skill enhancement and service improvement. 
• Develop, implement, and update QA programs that drive continuous improvement in customer service and support operations. 
• Analyze key performance metrics (e.g., customer satisfaction, first call resolution) to identify trends and areas for improvement. 
• Collaborate with training teams to design training programs that address quality issues and enhance agent skills, ensuring compliance with 

policies and regulations. 
• Lead and manage the QA team, ensuring proper training, development, and integration of customer feedback into QA processes for service 

alignment. Identify opportunities for process improvement within the call center.  
• Develop and implement a comprehensive quality monitoring program to evaluate the performance of call center agents.  
• Establish clear and measurable quality standards, guidelines, and performance metrics for call center agents.  
• Regularly evaluate call center agent performance based on the established quality standards.  
• Collaborate with the Call Center Trainer to identify training needs and provide targeted coaching to call center agents.  
• Generate regular reports on call center performance and quality metrics.  
• Conduct calibration sessions with other QA team members, supervisors, and stakeholders to ensure consistency and alignment in evaluating 

and scoring agent performance. Analyze customer feedback and surveys to identify recurring issues, trends, or patterns. 
• Monitor live or recorded calls to ensure compliance with our client’s policies, procedures, and regulatory standards. 
• Provide detailed feedback to agents on their performance, highlighting strengths and areas for improvement. 
• Develop and maintain documentation of quality assurance procedures and evaluation criteria. 
• Work closely with management to align quality assurance objectives with overall call center goals. 
• Use analytical tools and software to assess call data and identify actionable insights for enhancing customer satisfaction. 
• Participate in the development of agent scripts and communication templates to improve consistency and effectiveness. 
• Ensure adherence to industry standards and best practices in customer service and call center operations. 
• Support the implementation of new technologies or processes that improve call center efficiency and quality. 
• Facilitate workshops or one-on-one sessions to share best practices and promote continuous learning among agents. 
• Track the effectiveness of coaching and training initiatives by analyzing subsequent agent performance data. 
 
Prior Experience 
• SharePoint/System Administrator, Outline Systems Pvt. Ltd. (02/2009 – 11/2013) 
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Ms. Tracy Ford, Trainer 

Ms. Tracy Ford has more than 8 years of experience as a Call Center Trainer. Worked with prominent clients such as the Virginia Department of 
Motor Vehicles and the United States Patent and Trademark Office. Ms. Ford has extensive experience in scripting and reviewing call center scripts 
to ensure they are aligned with policies, service requirements, and best practices. She works closely with subject matter experts and department 
managers to develop, update, and refine training materials, ensuring agents are equipped with the latest information and skills. Additionally, Ms. Ford 
collaborates with quality assurance teams to ensure that training outcomes meet service excellent standards, provides ongoing coaching and feedback 
to agents, and maintains accurate training records to ensure compliance and continuous performance improvement. 

Education 

• High School Diploma 

Experience 

Trainer, 22nd Century Technologies, Inc (Nov 2013 – Present) 
Responsibilities: 
• Provided training to the Call Center Representative under the contracts of the Virginia Department of Motor Vehicles and United States Patent 

and Trademark Office. 
• Develop and update training materials. Customize training programs to address specific needs and skill gaps. 
• Develop and deliver training programs to enhance the skills and performance of call center agents. 
• Design and update training materials, including manuals, guides, and e-learning content, to ensure they are aligned with the latest company 

policies and best practices. 
• Provide training and guidance to call center agents and management on secure communication practices, ensuring all staff understand the 

importance of data privacy and adhere to organizational security protocols. 
• Conduct onboarding training for new hires, ensuring they are well-equipped with the knowledge and tools needed to succeed in their roles. 
• Evaluate the effectiveness of training programs through performance assessments, feedback surveys, and monitoring agent progress. 
• Collaborate with the Call Center Quality Assurance team to identify training gaps and areas for improvement based on agent performance. 
• Provide ongoing coaching and mentoring to agents to enhance their communication, problem-solving, and customer service skills. 
• Organize refresher training sessions and continuous learning opportunities to keep agents up-to-date with changes in products, services, or 

processes. 
• Monitor agents’ learning progress and adjust training approaches to meet individual or team needs. 
• Facilitate role-playing and simulation exercises to prepare agents for real-world scenarios and improve their response times. 
• Work with leadership to align training programs with company goals, customer expectations, and service standards. 
• Maintain records of training activities, completion rates, and agent performance for reporting and tracking purposes. 
• Foster a positive learning environment that motivates agents to develop professionally and strive for continuous improvement. 
 
Prior Experience 
• Customer Service (Remote), TTEC, (Mar 2020 – Jul 2022) 
• Clinical Affairs - Customer Service, Saneso, (Nov 2018 – Aug 2019) 
• Customer Service Representative, IBEX Global (Sept. 2012 – Aug 2018) 

 

k. Subcontractors 
If the bidder intends to subcontract any part of its performance hereunder, the bidder should provide: 

i. name, address, and telephone number of the subcontractor(s), 

ii. specific tasks for each subcontractor(s), 

iii. percentage of performance hours intended for each subcontract; and total percentage of subcontractor(s) 

performance hours. 

 

TSCTI does not utilize any subcontractors to provide the services to NDOL. 
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2. Technical Proposal 

a. Understanding of the business requirements; 
Thank you for providing the opportunity to conduct business with the State of Nebraska Department of Labor (“NDOL”, 

“State”). TSCTI is pleased to respond to the Request for Proposal (RFP) 121962 O3, titled Call Center Support for 

Unemployment Insurance services. 

 

Based on our two decades of experience in providing similar services to various government agencies such as  

 

 TSCTI understands that the NDOL is seeking a qualified and experienced vendor to 

provide first-tier inbound call center services to support the Unemployment Insurance (UI) Claims Center. The goal is to 

deliver timely, high-quality assistance to claimants seeking information or support related to their unemployment claims, 

while ensuring operational scalability, data security, and regulatory compliance.  

 

TSCTI understands that the awarded vendor is responsible for handling all first-level inquiries from claimants, resolving 

basic questions related to claim status, documentation, or UI program guidance, and accurately scheduling callbacks for 

more complex issues requiring NDOL staff expertise. We understand that approximately 71,000 calls annually, including 

9,000 callback requests, are expected, with seasonal peaks in call volume and higher loads on specific days and time slots. 

 

 

 

 understands that the NDOL requires all services to be delivered from a secure, U.S.-based 

physical call center, with no remote or telework setups allowed. TSCTI understands that this is critical for safeguarding 

claimant data and maintaining operational integrity, and we are fully equipped to deliver from compliant, dedicated call 

center facilities staffed by trained, bilingual (English-Spanish) professionals. TSCTI holds top-secret facility clearance 

from both the Department of Defense (DoD) and the Department of Homeland Security (DHS), underscoring our 

commitment to the highest levels of security. TSCTI has a suitable 60,000 Sq. Ft. Call Center is located in West Virginia. 

This facility has call center cubicles, management offices, conference rooms, training rooms, and computer and Internet 

infrastructure to establish the necessary connectivity. This facility is purpose-built with secure data and telecommunications 

rooms designed to meet strict environmental controls and prevent unauthorized access. 

 

TSCTI acknowledges that this is a turnkey operation, and as such, that the awarded vendors will be responsible for hiring, 

onboarding, training, and managing all personnel, providing all necessary hardware, software, telephony, and infrastructure, 

maintaining secure, monitored workspaces, ensuring real-time service monitoring, performance reporting, and KPI 

adherence, managing a dedicated CRM platform that is configurable, report-capable, and integrated with NDOL’s NEworks 

system.  

 

 

 

 

 

 TSCTI confirms that our CRM system supports configuration changes within 24–48 

hours of request, in accordance with NDOL’s requirements for flexibility and responsiveness. 

 

TSCTI recognizes that exceptional customer service is central to NDOL’s mission and is committed to meeting or exceeding 

all performance expectations.  

 

 TSCTI will maintain an after-call work (ACW) 

duration of 1.5 minutes or less, ensuring efficient documentation and prompt availability for the next call. We will ensure 

that no caller is placed on hold for longer than 2 minutes, adhering to NDOL’s service expectations and reducing caller 

frustration. TSCTI will establish clear escalation paths, after-call surveys, and issue tracking that will be in place to support 

continuous improvement. We are maintaining similar SLAs for our various clients and will continue to maintain the same 

for NDOL. We understand that accurate and timely callback scheduling is a core service feature. TSCTI will ensure all 

callbacks are scheduled within 24 business hours, with details logged in both our CRM and the NEworks system. We will 

provide NDOL with daily callback summaries, weekly status reports, and immediate notifications for any missed or delayed 
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follow-ups. Our CRM system enables NDOL staff to review, assign, and close out callback requests, with all daily callbacks 

assignable within 15 minutes to meet time-sensitive service needs. 

 

TSCTI understands that up to two weeks are required for the “Train the Trainer” training session to be conducted by NDOL, 

and our supervisors and information specialists will attend these sessions. Supporting NDOL’s “train-the-trainer” model, 

we will deliver comprehensive training for all staff covering UI policies, conflict resolution, system use, script adherence, 

and confidentiality. We will also implement a comprehensive QA process, including call recording, monitoring, 

performance feedback, and adherence to NDOL scripts and standards. TSCTI will implement an after-call survey 

mechanism approved by NDOL prior to deployment. Survey results will be regularly shared to support performance analysis 

and service enhancements. TSCTI will make all call recordings available to NDOL within 24 hours upon request and fully 

support on-site and online monitoring of our operations, allowing NDOL to directly observe performance and ensure 

transparency. To ensure accountability, TSCTI will deliver daily, weekly, and ad hoc reports, maintain a real-time KPI 

dashboard, and participate in regular meetings, including in-person sessions in Lincoln as needed. Our transparent 

communication and escalation protocols will help NDOL swiftly address any issues and maintain high-quality service. 

 

b. Detailed project work plan  
Successful implementation forms the foundation for everything that follows. TSCTI will implement a smooth and zero-risk 

transition to the NDOL as we provide similar services to Federal, State, and local government agencies. Through our 

experience, we understand that the NDOL requires a well-planned, standardized, comprehensive, and seamless transition to 

successfully support the NDOL with the assurance of no degradation of Service Levels. To accomplish this, TSCTI will 

provide well-structured and standardized communications and transition management through experienced, capable, and 

qualified resources, facilitating, managing, and executing structured knowledge transfer (KT) of programmatic information, 

knowledge, equipment, and resources. Our transition plan is swift, seamless, and based on the complexities of the 

requirements and the effort needed to ensure a risk-free transition. TSCTI recognizes that a structured work plan is essential 

for successful program implementation during the contract period. Our comprehensive work plan, displayed in the timeline 

chart below, outlines each development and implementation task, the month it will be carried out, and the designated person 

or position responsible for each task. 

 

Major Transition Phases, Activities, and Timeline 

The Project Manager will guide the Engagement Team, leads, and remaining staff through the proposed Plan of Action and 

Milestones (POA&M) schedule provided in the table below. Mobilization is mainly enacted by the Project Manager and the 

Engagement Team. When the execution phase occurs, it is led by the Project Manager, who has overall responsibility but 

is also enacted by the team as applicable. Our POAM schedule overviews phase-in activities and highlights key activities 

and timelines per phase for achieving full operational capacity within 30 days. Our management will tailor the POA&M 

during the first days of the transition period, adjusting to any new information received during data discovery. Before 

executing the engagement plan, we will obtain a consensus with the NDOL. 
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c. Deliverables and due dates. 
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Notes: 

• The project start date (Oct 1, 2025) follows a 25-day Pre-Engagement Phase after contract award on Sept 5, 2025. 

• Dates may vary based on the Award date and Kick-off meeting. 

• Full implementation and go-live with operational readiness are achieved within 30 calendar days from the start date. 

• Training phases include NDOL-led and TSCTI-led sessions to ensure complete staff preparedness. 

• Reporting and quality assurance continue throughout the contract term beyond initial implementation. 

 

d. Attachment #1: Required Bidder Responses. 
As per the instructions, Attachment #1 is attached separately. 

 

e. Attachment #2: Cost Proposal  
As per the instructions, Attachment #2 is attached separately. 
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Terms and Conditions 
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RFP Section V 
Project 
Description and 
Scope of work Mandatory Requirement See also Question Bidder response

1.b.

 b.Contractor shall ensure that agents have a secure and 
dedicated workspace that prevents unauthorized access to 
claimant data.  

2.a

 2.Legal Compliance
 a.Contractor shall operate in full compliance with all 

applicable federal and state laws and regulations throughout 
the contract term. 

6.b

 b.Contractor shall supply a method of telephonic 
interpretation for non-English and non-Spanish language 
interpretation services.  

Describe your language capabilities, including the percentage 
of call center staff who are bilingual in English and Spanish, and 
any other languages available. Describe how you will ensure 
that call
center staff are able to communicate with individuals in 
multiple languages.

TSCTI fully supports customers in languages beyond English through multiple integrated solutions. We have incorporated a telephonic interpretation solution via a

TSCTI supplies a comprehensive telephonic interpretation service that ensures claimants speaking languages other than English or Spanish can access immediate interpreter assistance. Callers with limited English 
proficiency (LEP) are supported through interactive voice response (IVR) options, which identify the preferred language and automatically route the caller to a qualified bilingual/multilingual agent or connect them 
directly to a certified live interpreter using our language line partner. In instances where a bilingual/multilingual agent is not available, callers are promptly connected to a certified live interpreter via our language line 
to guarantee uninterrupted language support. This method ensures seamless, timely, and accurate support for all LEP claimants, fully aligning with NDOL’s language access requirements.

To maintain high-quality service across all languages:
 •Bilingual and multilingual agents undergo specialized training in cultural sensitivity, proper interpretation practices, and customer service excellence
 •Language services are monitored under our QA protocols, and agents participate in ongoing assessments to validate continued language proficiency and compliance with client service standards.

Our telephonic interpretation services are available during all operational hours to ensure that language access is consistently provided without delay. This robust language support infrastructure ensures NDOL’s 
Unemployment Insurance Claimants receive consistent and equitable service, regardless of language spoken.

3.a  i thru iv 

 a.The IVR shall:
 i.Process calls per NDOL approved scripts
 ii.OƯer multi-language support 
 iii.Monitor system performance continuously
 iv.Provide detailed IVR reporting to NDOL.

 See also V.C.3.E.v
 The IVR shall provide 

monitoring and reporting 
capabilities to track the status 

and workload of agents, 
enabling management and 

NDOL to oversee queue 
performance and analyze key 

customer service metrics. 

Describe in detail your Interactive voice response system. 
Include the total capabilities and any self-service options. 

TSCTI provides a robust, scalable, and secure

 
 our proven capability to deliver reliable, secure, and effective IVR solutions tailored to complex program needs.

Key IVR Capabilities:
 1.Scripted Call Processing: The IVR processes all calls strictly according to NDOL-approved scripts, ensuring consistent messaging and compliance. Scripts are developed collaboratively with NDOL stakeholders and 

are fully configurable to adapt to any changes in policy or procedure.
 2.Multi-Language Support: The IVR oƯers multi-language support, enabling callers to select their preferred language at the outset. This feature integrates seamlessly with our telephonic interpretation services, 

ensuring claimants receive assistance in English, Spanish, or other languages as required.
 3.Self-Service Options: The IVR empowers callers to complete a range of self-service transactions, such as checking claim status, obtaining addresses, contact details, and website information, scheduling callbacks, 

and accessing frequently requested information. This reduces call volumes handled by live agents and expedites service for routine inquiries. Self-service options are customizable based on NDOL’s business rules and 
can be expanded to include options such as PIN resets, document submission instructions, and eligibility FAQs. All self-service transactions are logged for transparency and included in the IVR reporting suite. All IVR 
script changes or updates are version-controlled and implemented only after written approval from NDOL, ensuring regulatory compliance and consistent claimant communication.

 4.Real-Time Monitoring and System Performance: Our IVR system is continuously monitored for performance consistency and operational health. Monitoring includes metrics such as call volume, abandonment rates, 
average handling time, and system uptime to proactively detect and resolve issues. In addition to technical system health, our IVR solution also provides real-time queue performance analytics, including call wait 
times, queue lengths, and system utilization metrics, enabling NDOL to proactively manage call traffic and resource allocation.

 5.Automatic Call Distribution (ACD) Integration: The IVR works hand-in-hand with a multichannel Automatic Call Distribution system that supports skills-based routing and intelligent call handling. Information 
collected during IVR interactions “screens pops” to call center agents, reducing caller repetition and enabling agents to provide focused, personalized service.

 6.Queue Management and Callback Scheduling: The IVR manages queue status, oƯering callers options such as waiting in the queue or requesting scheduled callbacks, which helps maintain low abandonment rates 
and improves the caller experience.

 7.Comprehensive IVR Reporting: TSCTI provides NDOL with detailed real-time and historical reports that track:
 •IVR call volumes and interactions
 •Caller flow and drop-oƯ points
 •Agent workload and queue status
 •Key performance indicators (KPIs) such as Average Speed to Answer (ASA), Average Handle Time (AHT), and abandonment rates.

These reports enable NDOL and TSCTI management to analyze system performance, make data-driven adjustments, and continuously improve service delivery.
 8.Agent Workload and Status Monitoring: Our IVR system includes real-time queue dashboards and agent utilization reports that allow TSCTI supervisors and NDOL management to view live agent status (available, on 

call, after-call work), call distribution by skill group, and agent workload trends. This transparency enables informed staffing adjustments and SLA adherence. NDOL will have secure access to agent status dashboards 

5.b. iii a) thru e)

 iii.The Contractor shall train and manage agents assigned to 
the call center as follows:

 a)Develop, conduct, and maintain a comprehensive and 
continuous training program providing agents with the 
appropriate knowledge and current information to perform 
services required by the State Agency. 

 b)Ensure that all agents are trained in Federal, State, and 
Local policies, procedures, and State Agency operations, with 
approval/agreement by the State agency. 

 c)Develop and update training manuals and training records 
for the State Agency’s review and approval. 

 d)Provide copies of all training materials to the State Agency 
on an ongoing basis.  

 e)Implement a procedure and schedule for ongoing training, 
refresher training, and have a dedicated trainer onsite to 
conduct trainings that will be monitored by the State Agency. 

Describe your capacity of in-house trainers and approach to on-
boarding new call center staff to the project.

TSCTI maintains a robust in-house training team comprised of experienced training specialists, supervisors, and dedicated trainers who collaboratively develop and deliver a comprehensive and continuous training 
program tailored specifically to the needs of each client. Our training approach is proactive, thorough, and designed to equip agents with the knowledge, skills, and confidence required to deliver exceptional customer 
service in alignment with State Agency requirements. Our curriculum is designed in collaboration with NDOL to ensure that all agents are thoroughly trained in Federal, State, and Local regulations, including applicable 
unemployment insurance policies, State Agency operations, and claimant confidentiality requirements.

In-House Training Capacity
 

Onboarding and Training Program
TSCTI’s onboarding process for new call center staff is structured, detailed, and multi-phased, ensuring that agents are fully prepared before they begin live call handling:
 •Initial Training: Spanning approximately four weeks, new hires participate in an orientation that introduces TSCTI’s corporate culture, policies, ethics, client confidentiality, and basic business practices. Agents receive 

access to training handbooks and online resources.
 •Soft Skills Development: Trainees engage in customer service skills training, including active listening, call etiquette, conflict resolution, cultural sensitivity, and de-escalation techniques. Accent and cultural 

neutralization are mandatory components to ensure clear communication.
 •Systems and Procedures Training: Agents receive detailed instruction on using the client’s Customer Relationship Management (CRM) system and telephony platforms (e.g., Cisco), including call handling, transfer 

protocols, reporting, and documentation processes.
 •Scenario-Based Role Play: To reinforce learning, trainees participate in practical role-plays simulating common and complex customer interactions, ensuring skills can be applied eƯectively in real situations.
 •Get Started Guide and Help Desk Support: Each new agent receives a tailored “Get Started Guide” outlining key systems and processes, with ongoing access to TSCTI’s Customer Support Help Desk for technical 

assistance during onboarding.
 •Mentoring and Transition to Live Calls: Following classroom training, agents undergo a two-week mentoring phase with direct support from trainers, supervisors, and quality assurance personnel. One-on-one coaching 

addresses individual learning needs, ensuring agents meet performance standards before full call handling responsibilities.

Ongoing and Refresher Training

6. a i-vi

 Report Requirements
 a.The contractor shall provide a real-time dashboard that 

displays the most important KPIs. This dashboard should be 
accessible to NDOL daily, ensuring continuous monitoring and 
immediate visibility of the call center's performance. Required 
KPIs include, but are not limited to:
 i.Call Statistics Reports: Detail and summary reports, 

aggregated and detailed data for calls received, abandoned, 
answered, resolved, etc.

 ii.Interval Reports: Ability to filter and sort reports by specific 
intervals such as hourly, daily, weekly, etc.

 iii.Real-Time Call Volume: A live feed showing the current call 
volume and any fluctuations in real time.

 iv.Service Level Compliance: Monitoring adherence to agreed-
upon service levels (e.g., response time, abandonment rates).

 v.Agent Performance: Metrics on agent eƯectiveness, 
including call handling time, resolution rates, and customer 
satisfaction scores.

 vi.Call Categories: Detailed breakdowns of call categories, 
including volumes, common issues, and customer feedback.

Describe your ability to meet the reporting requirements set 
forth in Section V.C.6. including ad hoc reporting capabilities 
including online reporting capabilities and client accessibility.

TSCTI is fully committed to ensuring compliance with all federal, state, and other relevant reporting requirements. We understand the importance of adhering to regulatory frameworks and maintaining transparency 
throughout our operations. Our robust reporting capabilities are designed to support the accurate and timely submission of required reports, ensuring that we meet the legal and operational standards set by governing 
bodies.

 
 

In addition to standard reporting processes, TSCTI can generate specialized reports for compliance purposes, ensuring that all applicable reporting standards and deadlines are met. TSCTI works closely with clients to 
define specific reporting requirements and ensure that the report formats are optimized to meet their needs. The core of our reporting solution is powered by our telephony solution and call tracking system, which 
generates a standard set of reports on demand throughout the day and summarizes results daily, weekly, monthly, and annually as required by the contract. TSCTI’s reporting tools offer full transparency by providing 
real-time access to all reports, customizable filtering options, and the ability to generate ad-hoc reports on demand. NDOL users will be provided secure, role-based login credentials that grant 24/7 access to the 
reporting dashboard. This dashboard supports dynamic filtering by date, time interval, queue, agent, language, and call category, allowing NDOL to monitor KPIs in real time without requiring TSCTI intervention. Our 
real-time dashboard features a live feed displaying current call volume, queue status, and call fluctuation trends, enabling NDOL to identify surges and respond proactively. The NDOL can use these tools to filter by 
date, time, agent, queue, and call type, ensuring all performance metrics are accurately tracked and easily accessible. These reports will be delivered to clients or other designated recipients, offering critical 
performance data for monitoring, program forecasting, and quality customer service.

TSCTI will provide one dedicated login to the NDOL to access all historical reports, ensuring full transparency. This login will allow the NDOL to view and download reports on demand, providing real-time visibility into all 
assigned queues managed by the Contractor. TSCTI’s transparent, flexible, and accessible reporting tools provide our clients with the oversight and data needed to effectively monitor project activities, ensuring 
compliance with all relevant reporting requirements and supporting operational efficiency. Below is the list of reports available to the NDOL to measure TSCTI’s performance:

Daily Performance Metrics/Agent Activity Reports/ Service Level Rate:
 •Total call volume and call volume handled.
 •The total handle time for those calls 
 •QA satisfaction percentages
 •After Call Work 

 B.BUSINESS REQUIREMENTS: General Operational Requirements

 B.BUSINESS REQUIREMENTS: Call Center Service Requirements

Describe your site security and how you will maintain security. 
Both physical and technological security.  Describe your 

experience handling Personal Protected Information (PPI) and 
sensitive information. Describe how you will ensure that any 

data resulting from services provided is properly secured 
according to the requirements in this RFP and is not used, 

accessed, or disseminated by any manor for any reason not 
authorized by NDOL. 

1. Site Security and Protection of Claimant Data
TSCTI is fully committed to ensuring the highest standards of physical and technological security to protect all claimant data in alignment with NDOL’s requirements.

Physical Security:
TSCTI operates a dedicated 60,000 sq. ft. secure call center facility located in West Virginia, which is equipped with controlled access points, electronic badge entry systems, surveillance cameras, and on-site security 
personnel during business hours. The facility holds Top-Secret Facility Clearance from both the Department of Defense (DoD) and the Department of Homeland Security (DHS), ensuring stringent safeguards against 
unauthorized access. Each agent operates in a secure, dedicated workspace that is physically isolated from public access, in compliance with contract provisions to prevent unauthorized access to claimant data. All 
visitors are logged, verified, and escorted while on-site, and server rooms are restricted to authorized personnel only.

Technological Security:
TSCTI’s infrastructure is hosted on FedRAMP-certified AWS cloud platforms, ensuring end-to-end encryption, access control, and data residency compliance. Systems are SOC 2 Type II audited, and all data centers 
adhere to FISMA, HIPAA, and NIST 800-53 standards. Endpoint devices used by agents are hardened with antivirus, multi-factor authentication (MFA), endpoint encryption, and role-based access controls to ensure data 
is not accessible beyond authorized individuals. We utilize VPN-secured access for all systems and monitor agent activity in real-time to detect and mitigate any behavioral anomalies or potential breaches.

2. Legal Compliance and Experience with Sensitive Data
TSCTI operates in full compliance with all applicable federal and state laws and regulations, including but not limited to FERPA, HIPAA, FISMA, and state-specific unemployment insurance policies. Our Corporate Office 
of Information Security (OIS) leads enterprise-wide security governance and ensures our practices align with NIST, FIPS 199 High/High/High, and Federal Privacy Act standards.
We have extensive experience handling Personally Protected Information (PPI) and other forms of sensitive data across contracts with the U.S. Office of Personnel Management, Department of Health and Human 
Services, and various state agencies. Our staff is regularly trained on data handling protocols, confidentiality agreements, and incident response procedures. We perform routine internal audits, bi-annual disaster 
recovery/business continuity plan (DR/BCP) testing, and annual plan reviews to ensure continued alignment with client and regulatory expectations. In addition, all staff members who handle NDOL data are required to 
sign confidentiality and data use agreements prior to system access and must complete annual recertification training on secure handling of Personally Protected Information (PPI) and sensitive data.

3. Data Use, Access, and Dissemination Controls
All data resulting from NDOL services will be stored, accessed, and managed in strict accordance with the terms outlined in the RFP. Access to claimant data is strictly role-based and granted on a need-to-know basis 
only. No data is used, accessed, shared, or disseminated outside of the scope expressly authorized by NDOL. Our systems support complete audit trails, access logs, and security event monitoring, which are reviewed 
by our security operations center to flag and prevent unauthorized activity. TSCTI’s Corporate Privacy Official ensures that all data usage complies with contract-specific requirements and that any data access by staff 
is fully documented, tracked, and justifiable.



7. a.

 Disruption in service
 a.In the event of a disruption in service, Contractor shall notify 

NDOL POC immediately and provide a timeline for resolving 
the issue. 

3.A.v.

The contractor shall notify the NDOL POC if the queue wait time 
exceeds 3 minutes and provide the corrective action plan. 

3.B. iv

CRM shall integrate with third party systems and provide easy
access to data for integration with other systems, reports, and
data analysis.

3.B. v

v. CRM shall allow for data to be exported in multiple formats
(such as, excel, word, PDF)

3.B. vi

 vi.CRM shall allow for customizable workflows that allow for 
NDOL management to easily assign out callbacks and address 
NDOL management level escalations 

3.B. viii

 viii.The CRM shall contain at least the following functionality:
 1.Case management (real-time reporting)
 a.End-to-end case tracking
 b.Quality assessment
 c.Customer service representative performance rating
 2.Dashboard (real-time reporting)
 a.Review of team activity
 b.Team performance tracking
 c.Customer satisfaction tracking
 d.Key metrics
 e.Overall performance
 f.Team member performance
 g.Progression over time
 h.Reporting functions

3.B. ix

 ix.The CRM shall provide monitoring and reporting capabilities 
to track the status and workload of agents, enabling 
management and NDOL to oversee queue performance and 
analyze key customer service metrics. 

3.C. ix.

 ix.Contractor CRM shall provide for NDOL staƯ to review, 
prioritize, and assign out callback requests to optimize 
resource allocation.  Daily callbacks should be able to be 
assigned out by NDOL to several staff members within 15 
minutes time. 

TSCTI maintains a robust, in-house Customer Relationship Management (CRM) platform that can be offered to fulfill the Work, should NDOL choose to adopt our solution. TSCTI’s CRM is a proven, secure, and highly 
functional platform designed to support complex, multi-channel customer engagement. Our CRM is purpose-built to support government and enterprise-level case management, citizen engagement, workforce 
tracking, and performance analytics, and it integrates seamlessly with our  selected by NDOL for use, we are prepared to fully configure, secure, and share this platform 
for NDOL’s needs while ensuring transparency, accountability, and operational excellence throughout the contract period.

Key Features and Functions:
 Key features include:

 
 

1. Real-Time NDOL Access and Visibility
Role-based CRM access will be granted to designated NDOL staff, enabling them to view, search, and extract data across service tickets, call logs, chat records, performance metrics, and customer feedback. Users 
can monitor live dashboards displaying metrics such as call queue statuses, agent activity, resolution times, and customer sentiment. The CRM tracks each agent’s active, pending, and resolved cases, including 
callback assignments and open tickets, allowing NDOL supervisors to monitor individual workloads in real time. Supervisors can use this data to reassign tasks and balance workload across agents. Queue 
performance indicators are visible in the dashboard, including number of agents online, queue lengths, longest waiting call, and service level thresholds. Audit logs are maintained to track user actions and ensure 
system transparency.

2. Scheduled Operational and Performance Reporting
All CRM reports, dashboards, and raw data logs can be exported by NDOL users in multiple formats including Excel (.xlsx), Word (.docx), PDF (.pdf), and CSV (.csv). These export options enable easy integration with 
NDOL’s internal tools and simplify documentation for audits, compliance, and program reviews. TSCTI will configure and automate a comprehensive suite of scheduled reports to provide NDOL with insights into 
contact center operations, workforce productivity, and customer service outcomes. All reports are available in PDF, Excel, and CSV formats, and can be emailed directly or accessed via a secure reporting dashboard. 
Examples of standard scheduled reports include:
Daily Reports
 •Call volume and call type distribution by channel (phone, chat, email)
 •Unanswered calls and average wait times
 •Queue-level performance and agent availability

Weekly Reports
 •Ticket aging and resolution time trends
 •Agent-level productivity metrics
 •Escalation patterns and root cause categories

Monthly Reports
 •SLA adherence (response and resolution timelines)
 •Customer satisfaction (CSAT) scores and survey results
 •Trends in Language Support and Interpretation Service Usage

3. Ad-Hoc Reporting and Data Requests
NDOL stakeholders may request on-demand, customized reports to support investigations, audits, or special projects. TSCTI will fulfill such requests promptly through Custom filters (e.g., periods, issue types, agent 
IDs), Visual dashboards or pivot tables, and Drill-down reports on specific cases, agents, or issue trends. These ad-hoc reports ensure flexibility and allow NDOL teams to respond quickly to emerging concerns or 
performance anomalies.

4. Compliance and Data Security
All data shared with NDOL will adhere to stringent data privacy, ownership, and security requirements, including FedRAMP, HIPAA, and IL4 compliance, AES-256 encryption at rest, and TLS 1.2 encryption in transit. 
Regular data backups and secure storage in US-based, geographically dispersed data centers. Full data ownership and export rights are guaranteed to NDOL, including post-contract data transfer.

Describe the Customer Relationship Management (CRM) 
system used and weather it was developed in-house or off-the-
shelf. If off the shelf, please specify the product and company. 
Please describe the capabilities of the Customer Relationship 

Management systems in use.

  C.SCOPE OF WORK

TSCTI takes a structured and proactive approach to managing customer requests, complaints, concerns, and feedback. Our goal is to ensure prompt issue resolution while maintaining high service standards and 
minimizing operational disruptions. In accordance with NDOL’s requirements, TSCTI has a defined protocol to immediately notify the NDOL Point of Contact (POC) in the event of any service disruption or major system 
outage. This notification will include a timestamp of occurrence, an initial incident summary, known or suspected root cause, impacted systems or services, and an estimated time to resolution. TSCTI will continue to 
provide real-time updates until full restoration and submit a post-incident report with findings and corrective actions. This ensures NDOL has continuous visibility and can maintain oversight in critical operational 
situations.

 
 

 

 

 

 

 

 

 
 

 
 

 
 

 

 
are established within QAP. 

Describe your quality monitoring process.



3.D. ii

 ii.If the abandoned call rate exceeds 10%, corrective action 
shall be taken and the NDOL POC will be informed of 
performance issues and the corrective action plan.  

3. F. i

i.    The Contractor shall provide staff exclusively dedicated to
fulfilling the State’s/Agency’s stated requirements.

3. F.ii.

 ii.The Contractor shall have the ability to add/divert trained 
staff to handle increasing/decreasing call volume during 
peak/off periods in compliance of performance standards.  

3. F.iv.

 iv.The contractor shall achieve the following Key Performance 
Indicators (KPIs):  
 oAverage Speed to Answer (ASA):  ≤3 minutes
 oAverage Handle Time (AHT):  ≤10 minutes
 oAfter Call Work (ACW):  ≤1.5 minutes
 oAbandoned Call Percentage:  ≤10%
 oRepeat Caller Percentage:  ≤20%
 oScheduled Callback Percentage:  ≤20%
 oCustomer Satisfaction Score (CSAT):  85%

3. F.v.

Additional performance standards the contractor shall achieve 
are: 
 oCapturing accurate and detailed information within CRM and 

NEworks systems on ≥95% of all calls (including callbacks)
 oAnswer at least 98% of all incoming calls, one hundred 

percent (100%) of the time (calls dropped in the IVR are not 
counted towards this number).
 oCallers should not be placed on hold for longer than 2 

minutes.

3. I.  i.

 i.Contractor shall create and maintain audio recordings of all 
calls. Contractor shall maintain audio recordings of calls for at 
least thirty (30) days. 

3. I.  ii.
 ii.Contractor shall make call recordings available to NDOL 

within 24 hours upon request. 

Describe your approach to workforce planning, including the 
speed, agility, and flexibility necessary to match your workforce 

to the fluctuating demand of this contract. 
Include the processes in place to adjust staffing, workflows, or 

resource allocation in response to sudden changes in call 
volume or unexpected events.  How will you ensure KPIs are 

met in the performance of this contract?

TSCTI employs a dynamic, data-driven workforce planning model designed to ensure consistent adherence to NDOL’s performance standards across all operating hours and scenarios. All personnel supporting this 
contract will be exclusively dedicated to NDOL service delivery and will not be shared across other client engagements. Our model ensures that trained personnel are always available to manage fluctuating call 
volumes, minimizing abandonments, and maximizing customer satisfaction.

We utilize historical call volume and trend analysis, real-time monitoring, and predictive analytics via to forecast demand, preemptively adjust resources, and ensure optimal coverage during 
peak and off-peak hours. Our ITIL 4-based Service Level Management (SLM) framework governs all performance targets and staffing decisions through structured service level monitoring and incident response 
protocols.

We maintain a staffing buffer of trained backup agents who can be activated within minutes to handle sudden call volume surges or unplanned absences. This agility is enhanced by our flexible scheduling system that 
allows staff to be quickly added/diverted based on live queue status, ensuring no performance degradation. We also employ workforce optimization techniques such as staggered shifts, split shifts, and part-time agent 
pools to align with hourly demand. Escalation teams and supervisors receive live dashboards to reassign agents as needed for callback management or NDOL-level escalations.

KPI Component: Average Speed to Answer (ASA)
Target: ≤ 3 minutes 

 

KPI Component: Average Handle Time (AHT)
Target: ≤ 10 minutes

KPI Component: After Call Work (ACW)
Target: ≤ 1.5 minutes

KPI Component: Abandoned Call Percentage
Target: ≤ 10%

KPI Component: Repeat Caller Percentage
Target: ≤ 20%

KPI Component: Scheduled Callback Percentage
Target: ≤ 20%

KPI Component: Customer Satisfaction (CSAT)
Target: ≥ 85%

KPI Component: CRM/NEworks Call Documentation Accuracy
Target: ≥ 95% of all calls

KPI Component: Call Answer Rate (non-IVR)
Target: ≥ 98%

KPI Component: Hold Time
Target: ≤ 2 minutes

Contingency & Surge Readiness
In case of sudden volume spikes or disaster scenarios, TSCTI activates our Surge Response Protocol, which includes:
 •Deployment of remote agents from our cross-trained reserve pool.
 •Alert-based staƯing adjustments via
 •Auto-alerts to supervisors if KPIs are trending out of tolerance.
 •Callback queues dynamically reprioritized with real-time updates.

TSCTI digitally records 100% of all inbound and outbound calls managed through our CXConnect platform, including calls that result in scheduled callbacks. These recordings are automatically tagged with metadata 
such as timestamp, agent ID, caller ID, queue ID, and call resolution status to facilitate fast retrieval and audit readiness. All call recordings are securely stored for a minimum of thirty (30) days, in alignment with 
NDOL’s requirement. However, our system can be configured to maintain recordings for a longer period if needed for compliance or audit purposes. Client-requested recordings are made available within 24 hours of 
request, via a secure download link or direct access through the supervisor portal (if applicable). NDOL-authorized personnel will be provided with secure credentials to request or retrieve recordings directly from the 
system. All data, including call recordings, is stored in FedRAMP, HIPAA, and IL4-compliant environments, using AES-256 encryption at rest and TLS 1.2 encryption in transit. Access to recordings is role-restricted and 
logged to ensure security and accountability.

Explain percentage of calls are digitally recorded and how long 
are these recordings stored?  Client requested recordings must 

be made available within 24 hours of the request. 



Deliverable Section Summary of Total Project Costs Annual Cost Year 1 Optional Renewal One Annual Cost Optional Renewal Two Annual Cost Optional Renewal Three Annual Cost Optional Renewal Four Annual Cost

V.B.6.b.i Interpretation expenses (paid biweekly) $25,000.00 $25,000.00 $25,000.00 $25,000.00 $25,000.00

V.D. a Project Planning and Management $35,000.00 $0.00 $0.00 $0.00 $0.00

V.D. b Outline and phase management $5,000.00 $0.00 $0.00 $0.00 $0.00

V.D. c Daily First Tier Support and call reporting (paid biweekly) $1,007,068.80 $1,027,210.18 $1,047,754.38 $1,068,709.47 $1,090,083.66

             

  Total Project Costs $1,072,068.80 $1,052,210.18 $1,072,754.38 $1,093,709.47 $1,115,083.66

     

COST PROPOSAL
	NDOL Call Center Support for Unemployment Insurance Services

RFP 121962 - o3
Bidder’s Name:_22nd Century Technologies, Inc._____________________ 

Bidder to complete the following cost proposal, which shall include all costs of staffing including labor, employee benefits and all statutory employment costs and all other direct costs of operating the call center as described in Section V of the RFP. 
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