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Although trade secrets and confidential information must be provided to the Nebraska Department of 
Labor (NDOL) to fully respond to its RFP; protecting this information from public disclosure is critical to 
the success of AHS and even survival in its competitive market. As a result of the competitive bidding 
process, AHS has provided extensive information to NDOL, including descriptions of proprietary 
processes and systems to assist NDOL in making the most informed decision as to which proposal will 
provide callers the best services with the best management over the proposed contract.   

Moreover, the proposal provides NDOL with a comprehensive view of business structure and solidity of 
AHS, as well as its expertise and excellence, which AHS has successfully gained only by building 
specialized management systems and technical know-how through four decades of experience. We are 
happy to provide this information and believe that our comprehensive response will aid NDOL in making 
its selection. But this information has significant value to AHS and would benefit competitors 
significantly if disclosed.  

The internal processes developed by AHS have led to its success as one of the top companies nationwide 
specializing in health and human services administration. While there are other companies that provide 
similar services, competition for these state contracts is fierce. Procurements are relatively infrequent, 
and contracts often last for three years or more, intensifying the competition between AHS and other 
companies in the field.  

Although the government bidding process and public contracting necessarily involve transparency, AHS 
could not sustain its excellence and success without preserving the confidentiality of certain information 
and processes which it has developed through the many years AHS has provided state agencies with 
human program services.   

If confidential information is permitted to enter the public domain, all potential vendors, not just AHS, 
will become hesitant to provide information to NDOL, and therefore NDOL will be limited in making the 
best procurement decision it can. For these reasons (which are articulated more fully below within the 
legal framework of Nebraska’s Right-to-Know Law), AHS believes that the Confidential Materials should 
be deemed exempt and withheld from any requestor and not entered into the public domain.  

The Redacted Materials relate directly to a “process” within the “commercial concern” of AHS to 
produce a “service” which has “commercial value” to NDOL and provides AHS to the opportunity to 
obtain business advantages over our competitors, as contemplated under Nebraska’s Freedom of 
Information Law. In this sense, the information we provided is proprietary and by definition a trade 
secret entitled to protection under Nebraska law. There are several factors that are appropriate to 
consider when evaluating when a request to protect confidential trade secret information:   

 The extent to which the information is known outside of the business of the party seeking the 
protective order;  

 The extent to which it is known by employees and others involved in the party’s business;  

 The extent of the measures the party has taken to guard the secrecy of the information; 

 The value of the information to the party and competitors;  

 The amount of effort or money expended by the party in developing the information; and  

 The ease or difficulty with which the information could be properly acquired or duplicated by 
others.  

The Redacted Materials easily satisfy this test. First, AHS has taken measures to protect the 
confidentiality of the Redacted Materials. AHS has not shared the Redacted Materials with any party 
other than confidentially and as required by requests for proposals by other jurisdictions. In fact, the 
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information contained in the Redacted Materials, when submitted, has deemed confidential in other 
states.   

Second, the Redacted Materials are known only to individuals within AHS that need to know it and other 
states that procure our services. More particularly, with respect to the financial aspects of the Redacted 
Materials, only those needing access to the financial information of AHS are authorized to review such 
information. And the remaining information relating to staffing and data systems are accessed only by 
those employees needing to see the information. AHS does not broadcast its Redacted Materials 
generally to its employees or beyond the confines of the entity itself.  

Third, it is worth repeating that AHS has taken significant steps to protect this information. When it 
submits the information in the Redacted Material to other jurisdictions, it files the information as 
confidential and has not had an agency declare the information as public.   

As a privately held corporate, AHS’ audited financial statements are proprietary information.  



AUTOMATED HEALTH SYSTEMS 

300 ARCADIA COURT, 9370 MCKNIGHT ROAD, PITTSBURGH, PA 15237 • (412) 367-3030 • (412) 367-6184 FAX 

June 26, 2025 

Kyle McConnell 
Nebraska Department of Labor 
550 South 16th Street 
Lincoln, NE 68508 

Dear Mr. McConnell, 

Automated Health Systems (AHS) is pleased to submit our proposal in response to the Nebraska 
Depariment of Labor (NDOL) RFP #121962-03 for Call Center Support for Unemployment Insurance 
Services. 

AHS has over 35 years of experience managing contact centers for a range of government clients. Our 
experience includes more than ten years of experience providing eligibility operations and more than nine 
years of experience delivering outstanding service for the Nebraska Department of Health and Human 
Services as the State's Medicaid Enrollment Broker during which time, we have continuously provided 
Nebraskans with outstanding service. In May 2025, we achieved a 0.6% abandomnent rate, 9 second 
average speed to answer, and a O second average hold time. We look forward to providing this level of 
services to callers served by the NDOL Call Center. 

If you have any questions, please do not hesitate to contact me. I can be reached at the information below: 
Joseph P. Cain ill, CPA, Chief Financial Officer 
Address: 9370 McKnight Road, Suite 300 

Pittsburgh, PA 15237 
Phone: (412) 367-3030 ext. 2210
Fax: (412) 367-1213
Email: ahsexecutivegroup@automated-health.com

Thank you for the opportunity to submit a proposal in response to this RFP. We look forward to forming 
a partnership with NDOL. 

Sincerely, 

<2 <-:=> 
Joseph P. Cain III, CPA 
Chief Financial Officer 
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1 CORPORATE OVERVIEW 
Automated Health Systems (AHS) is excited to provide the Nebraska Department of Labor (NDOL) with 
our proposal to provide unemployment call center services (i.e., the Nebraska Call Center Project). Our 
successful performance has been well documented in Nebraska. As the State of Nebraska’s Medicaid 
Enrollment Broker for the Heritage Health Program, we have consistently achieved high levels of 
performance that we look forward to providing to NDOL. As of April 2025, our performance in our 
Nebraska Enrollment Broker Project was: 

 0.53% abandonment rate. 

 6 second average speed to answer (ASA). 

 0 second average hold time.  

1.a  Contractor 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. 

Our full corporate name is Automated Health Systems, Inc.  

The address of our headquarters is 9370 McKnight Road, Pittsburgh, PA 15237. 

AHS is a privately held C corporation incorporated in the Commonwealth of Pennsylvania.  

We currently operate call centers for various health and human service programs in North Carolina, 
Nebraska, Arkansas, Florida, Missouri, Massachusetts, Ohio, Tennessee, Maryland, Delaware, Missouri, 
South Carolina, Rhode Island, and Wyoming. 

AHS was first organized to do business in 1979. Our incorporation date in our current form is June 29, 
2000. 

1.b Financial Statements 
Please see Appendix A for our most recent audited financial statements.  

AHS has no judgements, pending or expected litigation, or other real or potential financial reversals, 
which might materially affect the viability or stability of the organization.  

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

AHS has no anticipated change of ownership during the 12 months following the proposal due date. 

1.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 use our established facility located in our Pittsburgh, PA headquarters at 9370 McKnight Rd., 
Pittsburgh, PA (Exhibit 1). Using this facility allows us to leverage our existing sophisticated technological 
infrastructure (which will be customized to meet the specific needs and demands of the Nebraska Call 
Center Project) to deliver first-class, comprehensive call center services. It allows us to leverage access 
to established recruiting networks and will also be under the direct oversight of several members of our 
Senior Executive Team. 
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Exhibit 1. Pittsburgh Call Center Facility 

 
Our proposed office location will meet all Nebraska Call Center Project needs. 

1.e  Relationship 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. 

We currently have a contract with the State of Nebraska, Contract Number 71172 O4, to provide 
Medicaid Enrollment Broker services. In 2016, we were selected as the prime contractor for the 
Department of Health and Human Services (DHHS) Medicaid Enrollment Broker as they rolled out the 
Heritage Health Initiative. We utilized a disciplined methodology to meet deliverables, implement them 
on time, and ensure customers were supported as they selected a Health Plan and learned to navigate a 
new program. We executed our implementation in a coordinated manner that resulted in a successful 
readiness review. Additional details on our performance as Nebraska’s Enrollment Broker Contractor are 
provided in Section 1.h.  

1.f  Contractor’s Employee Relations to the State 
If any Party named in the bidder's proposal 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. 

We declare that no party named in this proposal response is or was an employee of the State of 
Nebraska within the past 12 months.  

1.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. 

We have never had a contract terminated for poor performance or for default. 

AHS has a mutual separation agreement in place with the Florida Healthy Kids Corporation (FHKC) 
regarding the contract for Customer Relationship Management and Customer Engagement Center 
services for the Florida Healthy Kids (FHK) Program. The FHK contract was not cancelled or terminated 
for lack of performance. Contact information is as follows: 
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Florida Healthy Kids Corporation 
1203 Governors Square Blvd #400 
Tallahassee, FL 32301 

1.h  Summary of Contractor’s Corporate Experience 
Provide narrative descriptions to highlight the similarities between the contractor’s experience and this solicitation. 
These descriptions should include: 

 The time period of the project; 
 The scheduled and actual completion dates; 
 The bidder’s responsibilities;  

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 

 Each project description should identify whether the work was performed as the prime Contractor or as a 
Subcontractor. If a contractor performed as the prime Contractor, 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.  

 Bidder and Subcontractor(s) experience should be listed separately. Narrative descriptions submitted for 
Subcontractors should be specifically identified as Subcontractor projects. 

 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.  

We have extensive experience that demonstrates our comprehensive understanding of call center and 
unemployment operations. In the pages that follow, we provide descriptions of our most relevant 
projects. AHS was the prime contractor for each of the contracts described in the following pages.  

Nebraska Enrollment Broker Project  

In 2016, we were selected as Nebraska’s Enrollment Broker as they rolled out their Heritage Health 
Initiative, which is the State’s health care delivery system that combines Nebraska’s physical health, 
behavioral health, and pharmacy programs into a comprehensive and coordinated system. The 
Nebraska Enrollment Broker Project serves both Medicaid and Children’s Health Insurance Program 
(CHIP) members.  

We utilized a disciplined and strategic takeover methodology to not only meet all deliverables and 
implement on time, but equally as important, to ensure members were fully supported as they selected 
a new health plan and learned to navigate a new delivery system. We executed our implementation in a 
coordinated manner that resulted in a successful and rigorous readiness review. One noteworthy aspect 
of our implementation was the detailed protocols we implemented for handoffs during the first three 
months of operations. From September to December 2016, we took all calls and performed all services 
for individuals as related to the Heritage Health Program, which went live on January 1, 2017. However, 
during these months, the incumbent enrollment Contractor continued to perform enrollment services 
for the existing program. We: 

 Developed helpful scripting. 

 Coordinated protocols to track enrollment activity. 

 Transferred appropriate cases to the incumbent Contractor.  

 Kept members up to date on all related program information.  

Our efforts also included a rigorous outreach-based strategy, which was vital during the early months of 
the transition when confusion was at its peak.  
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We worked with the State on its Medicaid Expansion rollout, which increased Medicaid enrollment by 
35%. Our role was vital, as many customers in the Medicaid expansion population had little or no 
experience with managed care. Our training, scripting, system tools, and knowledge management 
system prepared our staff to: 

 Work with consumers who need help applying for Medicaid. 

 Explain managed care and how to effectively navigate the care delivery system. 

 Deliver empowering choice counseling so new eligibles are ready to make a best-fit choice. 

Throughout our tenure, we have maintained a strong history of meeting SLAs, achieving high satisfaction 
rates, supporting effective enrollments, and responding to caller questions. Our Nebraska Enrollment 
Broker Project achievements are provided in Exhibit 2. Reference information is provided in Exhibit 3. 

Exhibit 2. Project Achievements 
Achievement Details 

Implemented 
Outreach Protocols 

 Used an intense field-based effort with ongoing relationships to programs that serve 
consumers with special needs. 

 Identified fragile populations and connected with appropriate community-based 
organizations (CBOs) for full support. 

 Developed a series of PowerPoint materials, handouts, and fact sheets. 

 Publicized upcoming outreach events on the Project website calendar. 

Implemented 
Innovative Consumer 
Techniques 

 Launched live chatting into Enrollment Broker operations. 

 Earned high satisfaction rates for live chat services among consumers. 

 Included a mobile-friendly website for anytime, anywhere information. 

 Implemented specialized procedures to assist adoptive individuals with name and 
case changes to assure continuity of care in the plan preferred by the adoptive 
parents. 

Incorporated 
Innovations 

 Incorporated dynamic scripting that correctly populates the words for staff based on 
a caller’s answer to a previous question to support consistency and accuracy. 

 Incorporated chatting. 

 Incorporated an enrollment page specific to open enrollment that is available 
September through December 15th. 

Supported Medicaid 
Expansion 

 Managed the increase in volume. 

 Trained staff on the new population, potential questions, and how to support this 
population in navigating managed care.  

Our services successfully supported Nebraska through a monumental transition. 

Exhibit 3. Reference Information for the Nebraska Enrollment Broker Project  
Requested Information Description 

Client organization’s name  Nebraska Department of Health and Human Services 

Contact information Jeshena Walker, DHHS Plan Management Administrator 1 
(531) 530-7424 
Jeshena.Walker@nebraska.gov 

Brief description of the scope of 
work 

AHS provides Medicaid Enrollment Broker services.  

Time period 2016-Present  

Our Nebraska Enrollment Broker Project reference will attest to our excellent performance.  

North Carolina Unemployment Project  

In 2021, the North Carolina Department of Commerce, Division of Employment Security (DES) selected 
us as the successful contractor to provide unemployment insurance call center services. We provide Tier 
1 services related to unemployment insurance. Common topics that we address are: 
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 Login/password information for the State’s unemployment system. 

 Application assistance. 

 Claims status. 

 Weekly certification. 

 General information and education regarding unemployment insurance. 

 Appeals status. 

 Fraud. 

The implementation was conducted entirely during the pandemic and involved: 

 Hiring a team of staff to respond to the fluctuating call volumes. 

 Developing a training program. 

 Collaborating with the State regarding training and call flows. 

 Learning the State’s Southeast Consortium for Unemployment Benefits Integration (SCUBI) system 
and the State’s NCWorks tools for job seekers. 

 Integrating with the State’s unemployment system. 

 Configuring our systems to meet the State’s requirements, including developing, testing, and 
hosting a chatbot. 

 Developing customized reports for the State. 

Since our launch on January 18, 2022, we have responded to a steadily increasing call volume. We 
respond to fluctuating call volumes with exceptional service. In April 2025, we addressed 44,064 calls 
with high levels of performance: 

 97% first call resolution rate. 

 90.5% customer satisfaction score. 

 4.5% abandonment rate. 

 0.3% call error rate. 

 91.2% Customer Service Representative (CSR) quality score.  

Project accomplishments are summarized in Exhibit 4. 

Exhibit 4. North Carolina Unemployment Insurance Call Center Project Achievements 
Achievement Details 

Timely 
Implementation 

 The Project launched during the COVID-19 pandemic and included omnichannel 
system installation, staff hiring and training, and CRM system configuration. 

 We completed the implementation phase and launched on time. 

Assumed Tier 2 
Responsibilities 

 The Contract originally contemplated that DES would provide all Tier 2 
responsibilities. 

 During our administration, we have assumed Tier 2 responsibilities for all applicant 
calls. DES has retained Tier 2 responsibilities for employer calls.  

We continue to ensure the State’s vulnerable citizens have access to benefits.  

Reference information is provided in Exhibit 5. 

Exhibit 5. Reference Information for the North Carolina Unemployment Call Center Project  
Requested Information Description 

Client organization’s name  North Carolina Department of Commerce, Division of Employment 
Security 

Contact information Michael Jackson, Customer Call Center Director 
(919) 819-8055 
Michael.jackson@commerce.nc.gov 
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Requested Information Description 

Brief description of the scope of 
work 

AHS provides unemployment insurance call center services.  

Time period 2021-Present 

Our North Carolina Unemployment Call Center Project reference will attest to our excellent performance.  

Rhode Island Exchange Contact Center  

In December 2015, AHS was selected as the successful contractor for Rhode Island’s HealthSource 
Rhode Island (HSRI) Contact Center, which performs Medicaid and Qualified Health Plan (QHP) 
application intake and task-based eligibility processing utilizing the integrated eligibility system (RI 
Bridges) and the Exchange Worker Portal. We successfully transitioned the Rhode Island Exchange 
Contact Center Project from the incumbent contractor in approximately 60 days. Our implementation 
included collaborating with HSRI to develop comprehensive scripts and training materials, which we 
have continued to refine throughout our contract. We currently respond to approximately 15-20,000 
calls per month in steady state and significantly more during open enrollment, which features a wide 
range of topics from simple case maintenance to in-depth insurance purchasing support.  

This Project has several similarities to the Nebraska Call Center Project, including: 

 Providing assistance with qualifying for benefits. 

 Providing status checks. 

 Providing assistance navigating State systems. 

 Providing status checks. 

 Documenting and processing updates to a case. 

 Responding to fluctuations in call volume. 

Starting mid-April 2020, we have served as a supplemental Call Center for the Department of Labor and 
Training (DLT) COVID-19 unemployment hotline. The implementation included creating a new phone 
number and tree and specially training staff. Our work for DLT involved: 

 Assigning English and bilingual Spanish-speaking staff to serve the hotline. 

 Providing reporting twice daily that provide optimal visibility into the call drivers, which helped 
support DLT in understanding how to best meet their needs. 

 Incorporating messaging and reporting to support DLT strategies to support issues related to 
unemployment fraud. 

 Reporting issues of potential unemployment fraud, which provided DLT with the ability to quickly 
address potential fraud. 

 Responding to over double our monthly call volume. 

 Linking callers to application assistance for healthcare if needed. 

We are also the main information center for the Pandemic EBT Benefits card, which is distributed to 
households with one or more children who have temporarily lost access to free or reduced-price meals 
at school or education centers due to COVID-19 school closures.  

Since our launch, we have executed approximately 20 expansions in scope, including the following: 

 Verifications Backlog: We worked through the backlog of approximately 23,000 Medicaid and QHP 
verifications and processed new Medicaid verifications as received (approximately 4,500/month). 
This work included determining if the task can be verified/closed, forwarding a request to the 
Triage Team if a ticket was needed for a system problem, identifying if outreach is needed, 
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completing outreach, receiving inbound calls in response to outreach, and processing documents 
received in response to requests for information. 

 Escalation Backlog: We worked through the backlog of approximately 7,900 QHP and Medicaid 
Escalations and work new Department of Human Services (DHS) Escalations as received 
(approximately 1,400/month). The work included researching the issue, forwarding requests to the 
Triage Team if tickets were needed for system problems, applying workarounds, reporting training 
needs, and closing resolved escalations. 

 Future Customers: In 2019, we began logging potential new customers who did not qualify for a 
special enrollment period (SEP) at the time they applied with their preferred contact information. 
Once Open Enrollment begins in November, we call the future customers to let them know Open 
Enrollment has begun and they may now qualify. 

 Outbound Calling for DHS: We performed ongoing outbound calling campaigns for DHS including 
reminders about Supplemental Nutrition Assistance Program (SNAP) appointments. We also 
performed a mass call campaign during the government shutdown, with important information for 
SNAP customers on when their SNAP benefits would be loaded into their accounts. 

Project achievements are presented in Exhibit 6. Reference information is provided in Exhibit 7. 

Exhibit 6. Rhode Island Project Achievements 
Achievements Details 

Developed Scripts 
and Workflows 

 During the implementation, we worked with HSRI to develop scripts and workflows. 

 The incumbent Contractor had no scripts or workflows, resulting in quality issues. 

Accommodate 
Fluctuating 
Volume 

 Our call volumes double during Open Enrollment, and we respond with a complement of 
additional staff to accommodate the increase. 

 We conducted multiple successful Open Enrollment periods. 

Expanded Scope 
of Contract 

 We expanded the scope of the Contract with multiple Amendments that included: 

− The Integrated Care Initiative (ICI) Call Center for dual eligibles. 

− Expanding resources to overcome increased talk times and system issues from the RI 
Bridges launch. 

− Incorporating medical eligibility document verification and escalation resolution. 

− Providing support during critical periods, including our role as a supplemental Call 
Center for the DLT’s COVID-19 unemployment hotline. 

Performed User 
Acceptance 
Testing 

 We performed user acceptance and defect testing for HSRI for RI Bridges to connect the 
consumer experience with new functionality. 

Analyzed 
Potential System 
Defects 

 We forecasted the impact of known system defects before Phase 2 of RI Bridges was 
launched. We provided detailed reporting to HSRI and the Governor’s office for 
assessment of system launch impact. 

Implemented 
Triage Team 

 We developed a triage team for the DHS Call Center that experienced three hour wait 
times, so that we could properly direct consumers. 

 We developed enhanced reporting so our client can properly report measures to CMS. 

Implemented 
Efficiency 
Measures 

 We implemented RPA for password resets to decrease the handle time by approximately 
15 minutes. 

 We implemented special projects to manage handle time. 

High Satisfaction 
Rates 

 We have supported our client in improving their experience. 

 Achieved high consumer satisfaction rates (approximately 4.6 out of 5 stars). 

We have a strong history of excellent performance.  

Exhibit 7. Reference Information for the Rhode Island Exchange Contact Center Project  _PENDING  
Requested Information Description 

Client organization’s name  HealthSource Rhode Island 
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Requested Information Description 

Contact information Matt Goupil, Chief Operating Officer 
(603) 540-1633 
Matt.goupil@exchange.ri.gov 

Brief description of the scope of 
work 

AHS provides Exchange Call Center services.   

Time period 2016-Present 

Our Rhode Island Contact Center Project reference will attest to our excellent performance.  

1.i Summary of Personnel/Management Approach 
NDOL needs the Contractor’s Key Personnel to have relevant call center knowledge and proven 
experience meeting SLAs in a call center environment. Our Key Personnel include our Account Manager 
who will guide the Project’s success. Our Account Manager, Mr. Christian Nutini, MS, will direct, 
manage, and coordinate all work for the Nebraska Call Center. Please refer to Appendix B. For Mr. 
Nutini’s resume. Responsibilities for our Account Manager and Supervisor are summarized in Exhibit 
1Exhibit 8. 

Exhibit 8. Leadership Responsibilities  
Position Responsibilities 

Account Manager  Ultimate point of accountability who manages and implements contract requirements 
and initiates continuous improvement initiatives. 

 Responsible for all delivery, client satisfaction, and administration with authority to 
drive production, realign staff, and ensure deliverable quality/timeliness. 

 Provides proactive expertise and feedback on opportunities and challenges. 

 Works closely with NDOL to ensure training curricula and knowledgebase material are 
sufficient for Quality Assurance purposes. 

Supervisor  Responsible for overall  staff scheduling, training, monitoring, etc. 

 Directs real-time forecasting to meet service levels and advises the Account Manager 
on efficient strategies to meet or exceed SLAs. 

 Assigns work among call center staff, monitors day-to-day operations, and tracks 
performance reports. 

 Manages escalations of critical issues, questions, or complaints from callers. 

 Participates in the development and implementation of training to maintain CSR 
competencies. 

 Generates call center reports and monitors the ongoing operational health of call 
center systems. 

 Ensures optimal productivity in providing accurate and consistent information as well 
as first class customer service to customers. 

 Reports all activities, trends, and concerns (and recommended solutions, as 
appropriate) to the Account Manager 

 Responsible for ensuring all mail fulfillment, back-office processes, outreach activities, 
and ad hoc special requests are performed to the specifications of NDOL. 

We have assigned responsibilities to manage the scope of the Nebraska Call Center.  

1.j  Subcontractors 
No subcontractors will be employed as part of this contract.  

TECHNICAL RESPONSE 
We understand the requirements for the Technical Response and have included them in our proposal as 
described below: 
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 Understanding the Business Requirements: Please see our completed Attachment #1 Required 
Bidder Responses, which has been separately provided.  

 Detailed Work Plan: Please see Appendix C for our detailed work plan. Additionally, AHS prefers a 
longer implementation period and would like to negotiate the start date for services if possible.  

 Deliverables and Due Dates: Deliverables and due dates are included in our work plan, provided in 
Appendix C. 

 Attachment #1: Required Bidder Responses: Our completed Attachment #1 has been separately 
provided. 

 Attachment #2: Cost Proposal: Our completed Attachment # 2 has been separately provided.  
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Christin D. Nutini, MS 
Account Manager 

Summary of Qualifications 
Mr. Nutini has more than 15 years’ experience working in the human services arena with a diverse background 
that includes work with various state call centers and programs.  Mr. Nutini has also over ten years of call center 
management experience, in positions of increasing responsibility.  Mr. Nutini has served a wide range of callers 
and is adept in understanding how to best deliver services that meet their needs. He possesses a Master’s 
degree in Counseling Psychology, and is fluent spoken and written bilingual Spanish skills.    

Professional Experience 

Automated Health Systems, Inc. ------------------------------------------------------------------------------------- 2004 – Present 
Pittsburgh, PA 

Interpretation Call Center Unit Manager (2010-Present) 

 Manages a team and provides oversight to a team of Customer Service Representatives (CSRs) who speak 
multiple languages. 

 Assigns work to staff and schedules staff to support multiple call centers.  

 Evaluates telecommunications system reports. 

 Facilities new hire orientations and staff training.  

 Provides company-wide support for language interpretation across AHS’ contracts. 

 Assists with the interpretation of call center scripts and written translation of Project materials. 

 Collects, formats and presents to management team monthly data regarding number of foreign language 
requests by callers to ensure caller’s needs are met.  

Assistant Hotline Manager (2007-2010) 

 Oversaw a group of CSRs for the New York Child Health Plus Project.  

 Assisted the Hotline Manager in providing oversight and monitoring of CSRs and the day-to-day operations 
of the Hotline.  

 Primarily responsible for all aspects of new staff training and orientation, as well as for yearly CSR 
performance evaluations.  

 Participated in developing and implementing trainings to increase Project staff’s knowledge of Medicaid, 
Child Health Plus, and related services and to enhance their cultural competency and customer service 
orientation.  

  Acted as liaison between staff and management.  

 Orchestrated weekly feedback meetings with CSRs. Effectively handled supervisor requests by consumers.  

 Efficiently took consumer complaints and forwarded them to the client in a timely fashion.  
 Developed and implemented training seminars to address CSR proficiencies and skills. 

 Provided weekly feedback and guidance to CSRs regarding essential Hotline standards such as accurate 
data entry, call time, hold time and aftercall time. 

 Managed day-to-day Hotline activities such as scheduling and tracking of CSR time off. 

 Collected, formatted and presented to management team monthly data regarding CSR reward systems, 
number of foreign language requests by callers and forced disconnection calls.  

 Fielded daily CSR questions regarding program material and company policies and procedures. 

 Assisted with troubleshooting technical difficulties within the Hotline and serves as liaison with the IT 
department when necessary.  

 Developed and implemented a training program for Spanish-English interpreters. 
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Customer Service Representative (2004-2007) 

 Maintained a working knowledge of the New York State Department of Health’s Child Health Insurance 
Program (Child Health Plus).   

 Handled inbound and outbound calls in English and Spanish and provided education to consumers 
regarding program policies and procedures including enrollment, termination and maintenance of 
insurance coverage.   

 Assisted with application assistance and logged complaints and incident reports. Handled and followed-up 
with erroneously received mail.  

 Logged and followed up on Spanish/English voicemail and answering service messages 

University of Pittsburgh, Graduate School of Public Health ---------------------------------------------------------------- 2004 
Pittsburgh, PA 

Research Interviewer 

 Conducted telephone interviews as part of survey which examined mental health and adjustment issues in 
children and adolescents.   

 Made out-bound calls to set-up interview appointments and performed follow-up as necessary.  

 Used Cati software to document telephone interview. 

Family Health Council, INC. -------------------------------------------------------------------------------------------------- 2003-2004 
Pittsburgh, PA 

Translator 

 Provided translation services for transcriptions of Spanish-language focus groups dealing with Hispanic 
women’s health issues. 

Fordham University, Counseling Center --------------------------------------------------------------------------------- 2002-2003 
Bronx, NY 

Psychology Extern 

 Assisted in the provision of individual psychotherapy (i.e., case load of five to seven culturally diverse 
college students).  

 Wrote treatment plans and termination summaries. Responsible for the development of and 
implementation of outreach programs.   

 Received one hour of supervision per week. 

Center for Cognition and Communication ------------------------------------------------------------------------------- 2001-2002 
New York, NY 

Cognitive Rehabilitation Therapist 

 Provided neuropsychological rehabilitation to traumatic brain injury patients.   

 Assisted in treatment management and report writing for seven to ten patients.  

 Also administered and scored neuropsychological assessment instruments. 

Fordham University, Career Aspirations Research Project --------------------------------------------------------- 1991-2001 
New York, NY 

Senior Research Assistant 

 Implemented semi-structured interviews and on-site coordination of data collection for this research 
project, which involved qualitative and quantitative data analysis.   

 Responsible for the administration of vocational and cultural assessment inventories.  

 Trained new research assistants. 

Arts & Marketing Services, INC. The Pittsburgh Public Theater ----------------------------------------------------------- 1999 
Pittsburgh, PA 
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Sales Representative 

 Made initial customer contact via outbound customer service call center to sell tickets and also followed-
up with customers to confirm seating arrangements for performances.  

Pittsburgh Trust for Cultural Resources, The Benedum Center ---------------------------------------------------- 1998-1999 
Pittsburgh, PA 

Customer Service Representative 

 Provided customer service and ticket sales for various performance companies (i.e., opera, ballet, theater, 
symphony) via an inbound customer service call center. 

Education 
Fordham University  

 Master of Science in Counseling Psychology, 2004 

Saint Mary’s College of Maryland 

 Bachelor or Arts in Psychology, 1997 

Professional Skills 
 AVAYA Telephony, Basic Call Management System (BCMS) 

 Bi-lingual: Fluent written and spoken Spanish 

Technical Skills 
Windows, Microsoft Office (Excel, Word, PowerPoint, Access), AVAYA Telephony, Call Management System 
(CMS), and Ultra VNC) 

References 
Marcie Sabina, Director of Finance 
9370 McKnight Road 
Pittsburgh, PA 15237 
msabina@automated-health.com 
412-303-4706 
 
Kimberly Baker, Project Director 
9370 McKnight Road 
Pittsburgh, PA 15237 
kbaker@automated-health.com 
412-260-7852 
 
Christine DiFrancesco, Vice President 
1108 N. Lombard Ave. 
Oak Park, IL 60302 
312-282-0143 
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ID ID Task Name Duration Start Finish Resource Names

1 1 Nebraska Department of Labor Unemployment Insurance - Project Timeline 266 days Wed 9/10/25 Thu 10/1/26

2 2 Initiation Phase 15 days Wed 9/10/25 Tue 9/30/25
3 3 Contract Executed 1 day Wed 9/10/25 Wed 9/10/25 PRESIDENT
4 4 Internal Project Management Standup Tasks 3 days Thu 9/11/25 Mon 9/15/25
14 14 Identify Stakeholders 11 days Thu 9/11/25 Thu 9/25/25
20 20 Governance Structure 14 days Thu 9/11/25 Tue 9/30/25
26 26 Key Management Team (Project Organization Chart and Roles and Responsibilities Chart) 11 days Thu 9/11/25 Thu 9/25/25

32 32 Project Charter 11 days Thu 9/11/25 Thu 9/25/25
38 38 Implementation Begins 1 day Wed 9/10/25 Wed 9/10/25
39 39 Project Kick-Off Meeting with Nebraska Department of Labor 1 day Wed 9/10/25 Wed 9/10/25 PRJ MGR
40 40 Planning 15 days Thu 9/11/25 Wed 10/1/25
41 41 Requirements Analysis and Development 14 days Thu 9/11/25 Tue 9/30/25
62 62 Project Management Plan (PMP) 15 days Thu 9/11/25 Wed 10/1/25
69 69 Disaster Recovery Plan 15 days Thu 9/11/25 Wed 10/1/25
76 76 Test Plan 15 days Thu 9/11/25 Wed 10/1/25
83 83 Execution: Operations 15 days Wed 9/10/25 Wed 10/1/25
84 84 Equipment 12 days Wed 9/10/25 Fri 9/26/25
92 92 Operations Staffing 14 days Thu 9/11/25 Tue 9/30/25

100 100 Contact Center Operations 15 days Thu 9/11/25 Wed 10/1/25
126 126 Execution: Azure and Network Infrastructure 11 days Wed 9/10/25 Wed 9/24/25
127 127 Cloud Network Infrastructure 11 days Wed 9/10/25 Wed 9/24/25
152 152 Execution: Telecom 15 days Wed 9/10/25 Tue 9/30/25
153 153 Procure Five9 Development Organization 6 days Wed 9/10/25 Wed 9/17/25
157 157 Forecasting Workforce Management Solution 9 days Thu 9/18/25 Tue 9/30/25
163 163 IVR and ACD 9 days Thu 9/18/25 Tue 9/30/25
169 169 TDD/TTY 7 days Thu 9/18/25 Fri 9/26/25
172 172 Execution: HealthTrack CRM 13 days Fri 9/12/25 Tue 9/30/25
173 173 Calls 5 days Fri 9/12/25 Thu 9/18/25
189 189 Case Management 9 days Fri 9/12/25 Wed 9/24/25
196 196 Complaints, Appeals, and Fair Hearing System 13 days Fri 9/12/25 Tue 9/30/25
206 206 Integrations 6 days Tue 9/23/25 Tue 9/30/25
213 213 Data Migration and Loading 6 days Tue 9/23/25 Tue 9/30/25
221 221 Execution: Reporting and Dashboards 14 days Thu 9/11/25 Tue 9/30/25
228 228 Execution: Audit and Compliance 9 days Thu 9/18/25 Tue 9/30/25
233 233 Customer Satisfaction Surveys (C-SAT) 10 days Wed 9/17/25 Tue 9/30/25
241 241 Monitoring 265 days Thu 9/11/25 Thu 10/1/26
242 242 Implementation Status Meetings 265 days Thu 9/11/25 Thu 10/1/26
250 250 GO LIVE 253 days Mon 9/29/25 Thu 10/1/26
259 259 Closing 12 days Thu 10/2/25 Mon 10/20/25
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ID ID Task Name Duration Start Finish Resource Names

596 596
597 597
598 598
599 599
600 600
601 601
602 602
603 603
604 604
605 605
606 606
607 607
608 608
609 609
610 610
611 611
612 612
613 613
614 614
615 615
616 616
617 617
618 618
619 619
620 620
621 621
622 622
623 623
624 624
625 625
626 626
627 627
628 628
629 629
630 630
631 631 1 day Fri 8/2/19 Fri 8/2/19
632 632
633 633
634 634
635 635
636 636
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ID ID Task Name Duration Start Finish Resource Names

637 637
638 638
639 639
640 640
641 641
642 642
643 643
644 644
645 645
646 646
647 647
648 648
649 649
650 650
651 651
652 652
653 653
654 654
655 655
656 656
657 657
658 658
659 659
660 660
661 661
662 662
663 663
664 664
665 665
666 666
667 667
668 668
669 669
670 670
671 671 1 day Fri 8/2/19 Fri 8/2/19
672 672
673 673
674 674
675 675
676 676
677 677
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ID ID Task Name Duration Start Finish Resource Names

678 678
679 679
680 680
681 681
682 682 1 day Fri 8/2/19 Fri 8/2/19
683 683
684 684
685 685
686 686 1 day Fri 8/2/19 Fri 8/2/19
687 687 1 day Fri 8/2/19 Fri 8/2/19
688 688 1 day Fri 8/2/19 Fri 8/2/19
689 689
690 690 1 day Fri 8/2/19 Fri 8/2/19
691 691 1 day Fri 8/2/19 Fri 8/2/19
692 692 1 day Fri 8/2/19 Fri 8/2/19
693 693
694 694 1 day Fri 8/2/19 Fri 8/2/19
695 695 1 day Fri 8/2/19 Fri 8/2/19
696 696 1 day Fri 8/2/19 Fri 8/2/19
697 697
698 698 1 day Fri 8/2/19 Fri 8/2/19
699 699 1 day Fri 8/2/19 Fri 8/2/19
700 700 1 day Fri 8/2/19 Fri 8/2/19
701 701
702 702 1 day Fri 8/2/19 Fri 8/2/19
703 703 1 day Fri 8/2/19 Fri 8/2/19
704 704 1 day Fri 8/2/19 Fri 8/2/19
705 705
706 706 1 day Fri 8/2/19 Fri 8/2/19
707 707 1 day Fri 8/2/19 Fri 8/2/19
708 708 1 day Fri 8/2/19 Fri 8/2/19
709 709 1 day Fri 8/2/19 Fri 8/2/19
710 710 1 day Fri 8/2/19 Fri 8/2/19
711 711 1 day Fri 8/2/19 Fri 8/2/19
712 712 1 day Fri 8/2/19 Fri 8/2/19
713 713 1 day Fri 8/2/19 Fri 8/2/19
714 714 1 day Fri 8/2/19 Fri 8/2/19
715 715 1 day Fri 8/2/19 Fri 8/2/19
716 716 1 day Fri 8/2/19 Fri 8/2/19
717 717 1 day Fri 8/2/19 Fri 8/2/19
718 718 1 day Fri 8/2/19 Fri 8/2/19
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ID ID Task Name Duration Start Finish Resource Names

719 719 1 day Fri 8/2/19 Fri 8/2/19
720 720 1 day Fri 8/2/19 Fri 8/2/19
721 721
722 722
723 723 1 day Fri 8/2/19 Fri 8/2/19
724 724
725 725
726 726
727 727 1 day Fri 8/2/19 Fri 8/2/19
728 728
729 729
730 730
731 731 1 day Fri 8/2/19 Fri 8/2/19
732 732
733 733
734 734
735 735 1 day Fri 8/2/19 Fri 8/2/19
736 736
737 737
738 738
739 739 1 day Fri 8/2/19 Fri 8/2/19
740 740
741 741
742 742
743 743 1 day Fri 8/2/19 Fri 8/2/19
744 744
745 745
746 746 1 day Fri 8/2/19 Fri 8/2/19
747 747
748 748
749 749
750 750
751 751
752 752
753 753 1 day Fri 8/2/19 Fri 8/2/19
754 754 1 day Fri 8/2/19 Fri 8/2/19
755 755 1 day Fri 8/2/19 Fri 8/2/19
756 756 1 day Fri 8/2/19 Fri 8/2/19
757 757 1 day Fri 8/2/19 Fri 8/2/19
758 758 1 day Fri 8/2/19 Fri 8/2/19
759 759 1 day Fri 8/2/19 Fri 8/2/19
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ID ID Task Name Duration Start Finish Resource Names

760 760 1 day Fri 8/2/19 Fri 8/2/19
761 761 1 day Fri 8/2/19 Fri 8/2/19
762 762
763 763
764 764
765 765
766 766
767 767
768 768
769 769
770 770
771 771
772 772
773 773
774 774
775 775
776 776
777 777
778 778
779 779
780 780
781 781
782 782
783 783
784 784
785 785
786 786
787 787
788 788
789 789
790 790
791 791
792 792
793 793
794 794
795 795
796 796
797 797
798 798
799 799
800 800

NDOL Call Center Work Plan

Page 14



ID ID Task Name Duration Start Finish Resource Names

801 801
802 802
803 803
804 804
805 805
806 806
807 807
808 808
809 809
810 810
811 811
812 812
813 813
814 814
815 815
816 816
817 817
818 818
819 819
820 820
821 821
822 822
823 823
824 824
825 825
826 826
827 827
828 828
829 829
830 830 1 day Fri 8/2/19 Fri 8/2/19
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Successors

33,5,7,8,9,10,11,12,13,21,15,27,94

43,243,244,245,247,248,249,246,63,70,121,8
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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.  

All of our contracts require us to handle Personal Protected Information (PPI). We routinely handle PPI for 750,000 callers per month. We recognize the 
importance and breadth of physical and environmental security controls and have developed protocols that mirror the principles established in NIST SP 
800-53 “Physical and Environmental Protection.” These principles will be the guiding framework we use to protect the Nebraska Call Center facility. 

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. 

All access doors remain locked at all times. Each authorized user (AHS employees, Contractors, Vendors, or others) is provided an Access Control Card for 
entrance into the facility. The main lobby to the facility is the only publicly accessible area of the building. Any individual not deemed an authorized AHS 
user is defined as a “visitor.” Visitor entrance into the building is allowable through the main door only. All visitors are required to announce themselves 
and sign the AHS Visitor’s Log. The log documents the visitor’s first and last name, authorized person whom they are visiting, purpose of visit, arrival 
time, departure time, and signature.  An assigned staff member provides each visitor with a Temporary Visitor Badge. Upon assigning the badge, the 
staff member logs the number of the badge on the Visitor Log. Visitors are escorted by an authorized user into the secure areas of the facility. Upon 
leaving the facility  visitors are escorted by an AHS authorized user to the reception area where the visitors log their departure time and return their 

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.

We have a comprehensive approach to serving individuals who speak languages other than English:
•	For non-English-speaking callers, our bilingual Customer Service Representatives (CSRs) will assist callers speaking several other languages. Approximately 
15% of CSRs are bilingual.
•	For languages not spoken by our in-house staff, we will access Language Line Services, which interprets 170  languages.

We have a strong history of hiring bilingual staff. For example, in our Ohio Medicaid Hotline, we have staff who speak French, Spanish, Somali, Arabic, 
Russian, Italian, Amharic, Twi, Tigrigna, and Fanti. We have a strong complement of staff who speak Haitian Creole in our Florida Enrollment Broker Project. 
New hires who are bilingual will be required to pass a fluency test as part of the hiring process. 

For callers who need assistance in languages other than those spoken by our bilingual staff, we will first seek the services of our in-house Interpretation Unit. 
Members of the Interpretation Unit speak several languages. These staff members have an extensive background in human services contracts and have 
assisted numerous callers throughout the country. When a call comes in and the caller needs assistance in a language spoken by one of our Interpretation Unit 
staff, we will conduct a three-way call to the Interpretation Unit. Using our customer relationship management (CRM) system to guide the interaction, the CSR 
and Interpretation Unit staff address the caller's needs during the call. Because the Interpretation Unit is in-house, we can provide Interpretation Unit staff with 
targeted training on the Nebraska Call Center Project. This allows us to provide specialized training to Interpretation Unit staff, so that the service delivered to 
callers in languages other than English achieves our first-class standards. 

When callers reach the Nebraska Call Center and speak a language not spoken by one of our bilingual or Interpretation Unit staff, they will briefly be placed on 
hold while the CSR contacts the Language Line. Then, the CSR puts the caller back on, and the call is conducted in the caller’s native language, with the 
Language Line Representative acting as a translator. At no time will any cost associated with using the Language Line ever be passed on to a caller. Language 
Line provides training to their staff on HIPAA and other relevant topics. Language Line Services has achieved ISO 9001 certification. 

Our staff training plan includes a strong cultural competency component. In our approach, our understanding of two principal challenges (being able to 
provide information in a culturally relevant and educationally appropriate manner) guides our decisions about the selection of Project staff, their training, the 
content of interactions, and the process of assisting callers. Our training staff conducts periodic sensitivity training for our CSRs that focuses on items such as 
dealing with culturally diverse populations, populations with special needs, and the elderly and disabled.

3.a  i thru iv 

a.	The IVR shall:
i.	Process calls per NDOL approved scripts
ii.	Offer 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. 

                  
•	Best practices to facilitate self-service.
•	Tools to couple the IVR with the Automatic Call Distribution (ACD) to leverage skills-based routing.
•	Recommendations on what information is collected in the IVR that can be presented to a CSR to result in more informed service.
•	Recommendations on how to utilize the IVR to more efficiently streamline service so that CSRs can focus on providing personalized support.

We will use the Five9 omnichannel system that includes an integrated IVR. The Five9 IVR includes touch-tone telephony and conversational IVR features. Its 
features include, but are not limited to, skills-based integration routing, computer telephony integration (CTI) screen pop, seamless integration with all 
channels, call reporting, custom reporting, and staff scripting. Through the IVR prompts, we will locate the caller’s case in the system and connect them to a 
CSR or provide self-service options. When developing the IVR, we utilize four best practices to allow callers to access assistance using the fewest number of 
prompts:

•	Staff Input: Elicit input from Managers, Telecommunications Professionals, and CSRs.
•	Good Instructions: Use low-literacy language and provide clear prompts and options to repeat instructions. 
•	Keep Short: Minimize the number of options at each level and provide options to access help.
•	Testing: Test functionality, test prompts, and test with multiple audiences.
 
The Five9 IVR includes both dual-tone multi-frequency (DTMF) capabilities. Our IVR will be fully integrated with our CRM. The caller's IVR journey is shown in 
the CRM so that all data collected through the IVR is presented to staff without requiring the caller to repeat information.

Once deployed, we can trend call traffic patterns and identify common points when IVR users elect to speak with a CSR. We will identify options with low 
uptake rates and determine if additional scripting or changes will make these options more effective. We will use these analyses to identify potential 
improvements in IVR structure and scripting. No changes will be made to the IVR without NDOL approval.

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. 



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.

We have a team of experts who can support training. The Nebraska Call Center Project's Account Manager, Supervisor, and Quality Assurance Analyst will also 
participate in train-the-trainer sessions and support staff training. The NDOL train-the-trainer sessions will be the foundation of our training program. We have 
widely incorporated train-the-trainer models within our contracts. We apply multiple best practices to these sessions:
•	Hold Train-the-Trainer Sessions Early in the Implementation: We will work with NDOL to hold train-the-trainer sessions early in the implementation, 
providing us sufficient time to build and refine training modules, develop full assessments, and incorporate training content into SOPs.
•	Build Ongoing Training Sessions: We will incorporate the content provided by NDOL into our ongoing training sessions, including our quality monitoring 
training topics, to create a comprehensive training program.
•	Incorporate Case Scenarios: As we receive content from NDOL and participate in train-the-trainer sessions, we will develop a series of case scenarios that 
encompass real-world scenarios and progress in difficulty throughout the training.
•	Incorporate Resources into the Knowledgebase: As we participate in ongoing sessions with NDOL, we will develop a series of reference materials that align 
with the training modules and incorporate them into the knowledgebase that we prioritize for staff. 

Our training program is comprised of New Hire Training, Quality Improvement Training, and Ongoing Training.

New Hire Training : New Hire training consists of a comprehensive overview of the Nebraska Call Center. New Hire Training will be based on NDOL-provided 
train-the-trainer sessions. Training is conducted as a series of modules and includes multiple computer-based training (CBT) modules, lectures, discussions, 
role-play, hands-on practice, and self-learning modules. Training includes the use of scenarios based on real-world examples. All staff must pass the final 
post-test evaluation before taking calls. 

Quality Improvement Training: All staff who do not meet the requirements outlined as part of our monitoring policy are required to receive individualized 
targeted training. Quality Improvement Training provides intense, focused training in areas where the agents scored poorly on their monitoring scorecard.  We 
will provide the agent with immediate results of monitoring as well as direct links to training. The Supervisor and quality staff will monitor completion and 
evaluation results. 

Ongoing Refresher Training: We conduct regular refresher training for agents to reinforce pertinent customer service and quality metrics. 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 effectiveness, 
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.

A key component of Five9 is its reporting capabilities, which include over 120 standard reports such as queues, staff, interactions, campaigns, contacts, DNC, 
and more. Examples of reports are:
•	ACD Queue Quality of Service: By date and queue, summary information about the number of calls that meet NDOL’s quality of service objectives.
•	ACD Queue Time by Campaign, Queue: By campaign and queue, the time that each call spent in each call state.
•	CSR Call Time/CSR Call Time Percent: By CSR group and CSR, comparison of average talk, handle, and call statistics. 
•	CSR Disposition Summary: By CSR group, CSR, number, or percentage of calls assigned to each disposition. 
•	CSR Occupancy: By CSR and date, time spent in each state. 
•	CSR Productivity by Skill: By CSR group and CSR, information about each queue. 
•	Call Log: Detailed information about each call ID and percentage of call volume by campaign and disposition that provides an overview of call details and 
call transfers. 
•	Calls by Time of Day: Call distribution for each half hour.
•	Inbound Call Distribution by Area Code: Information for each Automatic Number Identification (ANI) area code or county.
•	Inbound Call Log: Detailed information about inbound call IDs.
•	Contact Record Export: Detailed information about each contact ID.
•	CSR Achievement Report: Outreach indicator and summary performance by CSR. 
•	CSR Average Handle Time (AHT) SLA: AHT for each queue, CSR, and media type. 
•	CSR Max Handle Time: For each queue and CSR, the maximum handle times. 

Extensive ad hoc reporting capabilities are also available.

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. 

 C.	SCOPE OF WORK

To objectively monitor staff performance, we will develop Evaluation Forms for performance assessment. The Evaluation Form will specify the items that are 
being monitored and the criteria to pass or fail each item. Broad based categories are described below; the exact form will be configured for NDOL’s needs for 
the Nebraska Call Center Project. 

•	Greeting and Verification: Greeted the caller and verified who was calling, verified the primary customer’s information, and verified detailed relationship 

            
               

      
             

               
      

              

                          
           

                   
      

              
 
         

                         
                           

             

                         
                      

                         
                     

                 

    



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. 

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.

                      
                           

     

	Greeting and Verification: Greeted the caller and verified who was calling, verified the primary customer s information, and verified detailed relationship 
questions.
•	Call Purpose: Identified/logged the purpose of the call and followed the appropriate script.
•	Call Transfer: Documented the name of the agency/phone number if transferred and documented all call transfers.
•	Program Information: Demonstrates accurate knowledge of policy.
•	Call Actions: Completed all necessary call actions and entered correct notes in the CRM.
•	Customer Service: Demonstrated courteous behavior, listened effectively, asked appropriate probing questions, demonstrated professional behavior, used 
proper communication skills, and thanked the caller.
•	Documentation: Completed the closing survey for caller type and documented all actions in the CRM.

Once the form is established, we will load the form into Five9 and implement appropriate flows that will drive emails and notifications to the staff and 
management team based on the results of the evaluation. Five9 features include:
•	Immediate notifications to employees through customized emails with targeted training, and training based on evaluation results to trigger immediate results.
•	Notifications to the Supervisor of critical fails.
•	Flexible scoring to accommodate various scales (e.g., yes/no, 1-10, partial scoring for specific elements, etc.).
•	Weighting options.
•	Extensive analytics to carry out root-cause analysis and compare performance.

We further observe data on employees’ attendance and performance. For example, if employees have a dip in quality or productivity scores, it may be an 
indicator that the employee is dissatisfied and preparing to find a new position. As mentioned, we are acutely tuned into these signs so that we can either 
counsel the employee and identify causes of dissatisfaction or request that Human Resources intervene.

We leverage Five9 to create custom flows that are triggered automatically when a staff member is monitored and scored. Flows are customized based on the 
specific deficiencies that were identified during the monitoring. A Quality Assurance Analyst completes the monitoring, then uses the custom flows that trigger 
an immediate email that is sent to staff members, which provides the Evaluation Form, so they can identify where they need to improve. We specifically 
developed our emails to include several components to further drive performance, including positive comments on items that scored well, courteous language 
(e.g., “please be mindful,” etc.), direct links to assigned CBT and video training, and deadlines for completing training.

Describe your quality monitoring process.

Our state-of-the-art, proprietary CRM  will serve as our call logging and task tracking solution for the Nebraska Call Center Project. Our CRM is an example of 
our innovative and out-of-the-box engineering. We rethought and redesigned the system from the ground up, leaning on our staff’s experience and technical 
abilities. Our priorities were to build our CRM to be professional-looking, clean, highly intuitive, easier, and more intuitive for our staff. Many of our clients 
prefer using our CRM over their State-provided tools due to its user-friendly configuration, comprehensive tools, and easy access framework (the CRM is web-
based). Our CRM currently supports over 3,000 clients and internal users. Our agile development software methodology encourages tight-knit integration 
between the software development team and the end-users. The result is much “better-looking” software that is intuitive and productive for client and internal 
users. The most important aspects of an enterprise software system like our CRM are user-friendliness, flexibility, and ease of real-time integration with other 
systems. 

Our CRM results in overall contract improvements. The value of our CRM includes the following:
•	Lack of License Fees: We do not charge NDOL user fees for accessing or using our CRM; we will provide access to our CRM to all NDOL-specified users.
•	Purpose-Created: We created our CRM with a laser focus on improving our overall administration of similar contracts, improving the user experience, 
incorporating efficiencies, and advancing the overall customer experience.
•	Own Full Stack of the Platform: We own our CRM and its supporting infrastructure, which results in tighter control and efficiency.
•	Integration between IT and Operational Teams: Our IT Team works in tandem with our operational teams, which drives operational performance and 
service.
•	Embedded Business Rules: We bring unmatched understanding of business rules related to similar contracts and governing regulations. We embed these 
business rules into the configuration, which drives compliance with NDOL policies.
•	Retain NDOL Configuration: We will configure a NDOL-specific version of our CRM; NDOL will retain control over all business rules for each of the programs 
and populations served by NDOL.
•	Industry Specific Benefits: We are constantly enhancing our CRM for other related contracts. As enhancements are rolled out to other contracts, we will 
bring them to NDOL to identify if they can improve the Nebraska Call Center Project.
•	Accommodate Customized Reporting: We are committed to full transparency and reporting. We commit to delivering NDOL-specific reports and modifying 
them as needed during the contract. 

Our CRM is hosted on Microsoft Azure, a cloud storage solution for modern applications that require scalable, durable, and highly available storage for their 
data. We monitor storage usage and can easily add additional capacity if needed. Microsoft Azure has achieved extensive compliance certifications that 
ensure security of the data, including HIPAA/HITECH, IRS 1075, PCI-NDOL, NIST 800-171, FIPS 140-2, FISMA, SOC 1, SOC 2, SOC 3, and countless others. 

Our CRM will be fully configured to meet all NDOL specifications, requirements, and business rules. The CRM modules are:
•	Call Logging: Our CRM includes a Call Wizard, which is used to document all details of a call, including the call direction, caller type, and caller’s name. The 
Call Wizard includes a Customer Search, where staff can search for a specific customer and access their full case information; Call Caddy, where staff can 
document call actions and notes; Call Actions Screen, which is used to document discrete categories of actions on the call and will be configured and refined 
with NDOL to capture the broad-based applicable categories of the Project; Dynamic Scripting, which automatically presents the correct content based on a 
caller’s response to a previous question; End Call Screen, which summarizes what was documented during the call and allows CSRs to review, add, or delete 
information; and Call Notes, which we have automated based on each discrete call actions to result in maximum accuracy (e.g., no typos, full consistency 

  
                             

                         
                     

  
                         

                        
                            
                           

                     
                    

                        
                           

     
                   

                      
                         
   

                     
                     
                   

                
        

                       
                         

         



3.C. ix.

ix.	Contractor CRM shall provide for NDOL staff 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. 

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):  
o	Average Speed to Answer (ASA):  ≤3 minutes
o	Average Handle Time (AHT):  ≤10 minutes
o	After Call Work (ACW):  ≤1.5 minutes
o	Abandoned Call Percentage:  ≤10%
o	Repeat Caller Percentage:  ≤20%
o	Scheduled Callback Percentage:  ≤20%
o	Customer Satisfaction Score (CSAT):  85%

3. F.v.

Additional performance standards the contractor shall 
achieve are: 
o	Capturing accurate and detailed information within CRM 
and NEworks systems on ≥95% of all calls (including 
callbacks)
o	Answer 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).
o	Callers 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?

We have identified several appropriate staffing models that we can utilize based on Call Center volumes and needs. We conduct call forecasting on an ongoing 
basis where we analyze historical and recent trends in volumes. We have established standard operating procedures (SOPs) related to conducting workforce 
analyses that we use to refine the precise number of staff for each day, week, and month. Because we provide a mix of full-time and part-time staff, we are 
better able to scale up or scale down coverage based on call volumes. The blend of full-time and part-time staff increases our flexibility and ability to respond 
appropriately to anticipated and unanticipated changes in Call Center activity without compromising performance.

For short-term increases in call volumes, we will employ several strategies:
•	Suspend Non-Essential Time from Phones: We will suspend all non-essential time away from processing (e.g., for training, meetings, or special projects).
•	Manage Paid Time Off (PTO) and Vacation Time: We manage PTO and vacation time to ensure full attendance.
•	Overtime: Where appropriate, we increase overtime so that non-phone work is processed during non-business hours.
•	Leverage Part-Time Staff: Our staffing model includes a complement of part-time staff. When needed, we increase their hours to boost the capacity of 
existing staff.
•	Leverage Temporary Staff: We will leverage temporary staff and use them to assist.
•	Operational Improvements: We evaluate our operations to identify if there are improvements that will improve processing and AHT.

On a long-term basis, we will hire additional staff. We will conduct a careful and ongoing analysis guided by workforce management data for Hotline 
interactions to identify the correct numbers and types of personnel needed for each position. Corporate HR personnel will be actively engaged to assist with 
recruitment activities.

We will record 100% of calls. Call recordings are stored per the retention requirements of the Contract. All call recordings are stored in an indexed manner, 
which allows for easy searching and retrieval. Calls can be searched for by date of call, phone number, time of day, and CSR. We will store all recordings for a 
minimum of 30 days and then archive them per NDOL protocols. The Account Manager will be the primary point of contact for NDOL regarding all call 
recordings and will provide NDOL with access to all requested recordings within one business day of the request.

Call recordings are a key component of our quality and training programs. We embed call recordings into our trainings to begin to show staff the breadth of 
calls we will answer, strategies for providing good customer service while controlling the call, and how to apply scripts in a conversational and natural manner. 

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. 

                           
                      

                         
                      

                   
                       

                       
 

              
                           

                     
       

                    
                     

                    
          

                         
    

                       
              

                   
      

                        
                     

                        

                  
                            

                         
                          

                      
                         

information; and Call Notes, which we have automated based on each discrete call actions to result in maximum accuracy (e.g., no typos, full consistency 
among staff, etc.).
•	Call History: The entire caller history (i.e., a detailed list of all actions taken on a customer) can be accessed from our CRM. Our CRM displays all history in 
reverse chronological order, and users can select to expand the view of any entry for more details. Historical events are coded with intuitive icons. All 
applicable interactions include appropriate details (e.g., the interaction type, nature of the question, and resolution detail). Even notes ultimately become part 
of the history.
•	Task Module: Our CRM includes a Task Module that allows us to assign and track work among internal staff. The Task Module identifies outstanding work, 
open items, and routes and tracks tasks that coordinate services across all stakeholders. Assigned individuals can then access their task queues to see all 
work assigned to them. Additionally, many of our clients use our CRM’s task tracking to allow us to route tasks to them (such as exemption requests) or route 
work among their staff. For example, in Rhode Island, the Department of Human Services (DHS) embarked on a pilot to use our CRM to log escalation tasks 
and track tasks across programs (e.g., SNAP, Constituent Referrals, Cash Assistance, Child Care Assistance Program, etc.). Further, the Florida Agency for 
Health Care Administration (AHCA) currently uses our Task Module to research complaints, manage special conditions, process appeals, manage just cause 
transfer requests, etc. Users can select a task and double-click to access all specific details. Users can take extensive actions on each task, including 
research, complete the task, return to sender, edit the task, transfer the task, log contact, update follow-up date, and cancel the task. All data in the Task 
Module is available for reporting. 
•	Dynamic Scripting: Dynamic scripting automatically populates the next question based on a previous answer, thereby ensuring interactions align with 
policies and increasing consistency, accuracy, and speed among staff. For example, the scripting may change based on the caller’s verification. In the 
verification example, when our CSR attempts to verify a caller and the caller can provide two of three verification points, our CRM presents the additional 
verification items needed. 
•	Knowledgebase: We include a robust, searchable knowledgebase that is populated with articles, tools, and resources for internal staff use. We use 
SharePoint for its document sharing, management, and versioning capabilities, all of which allow us to instantly update information and track changes. 
SharePoint provides many benefits, including keyword search functionality and an intuitive, similar, and familiar user experience, which simplifies training 
needs, extensive security settings, storage policies, and includes auditing functionality, centralized administration, seamless interface with common 
technologies (e.g., MS Office and MS Exchange Server). 
•	Helpful Hints: We will incorporate our CRM’s “Helpful Hints,” which allow staff to access context-specific help from our knowledgebase. We will embed a 
series of question marks throughout our CRM. When staff need assistance with a specific area, they can click on the question mark icon, and our 
knowledgebase will open to the correct page about that topic.



Instructions
Bidder must complete the following tabs.

 The  Minimal Requirements tab consists of yes/no questions. 
Bidder shall reply Yes or No in column C confirming if the 
bidder is able to meet requirements. Column A references the 
origin of the requirement in Section V. of the RFP.
The Required Response tab has a field with questions and 
spaces provided for bidder responses.  Please be sure to 
address mandatory requirements referenced next to the 
questions in response.



RFP Section V Project Description and Scope of work

1.a.

3.a vi

3.a vii

A.    PR  

B.	BUSINESS REQUIREMENT    

Bidder will indicate yes or no that bidder is able to meet Ma   
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3.C. iii

3.C. v.

3. F.iii.

3. G iii.

3. H. i

3. H. ii



Mandatory Requirement Bidder Respond: Yes or No

Additionally, the day following State holidays 
sees a significant increase in calls, which the 
vendor shall be prepared to manage 
effectively. Yes

Callbacks shall be scheduled and tracked
accurately, ensuring all necessary claimant
information is captured and reported.

Yes

Given the high volume and fluctuating 
demand, the vendor shall operate an onshore 
call center from a secure, dedicated office 
within the United States. Yes

The vendor shall ensure sufficient levels and 
resource allocation to maintain service levels 
during peak times and manage increased call 
volumes after State holidays. Yes

1.	Contractor Location and Eligibility
a.	The Contractor shall be based and operate 
within the United States. 

Yes

vi.	Contractor shall provide an (800) number 
for routing of calls. Contractor shall also be 
able to work with an existing (800) number. 

Yes

vii.	Contractor shall ensure all agents are 
supplied with telephony software, telephony 
equipment, computer equipment and 
software, including customer relationship 
software and all network infrastructure to 
provide the service.  Yes

    ROJECT OVERVIEW

 TS: General Operational Requirements

            andatory Minimum Requirements.



4.	Service Hours
a.	Contractor shall provide inbound call 
services for NDOL UI claimants from 8:00 AM 
to 5:00 PM CST, Monday through Friday, 
excluding State holidays as defined by state 
law.
b.	Any adjustments to service days or hours 
shall be mutually agreed upon in writing. Yes

b.	Contractor will integrate their system with 
NDOL’s phone system.

Yes

c.	Contractor shall develop call scripts.  All 
scripts shall be approved by the State before 
being used by the contractor. Yes

2.	Data Entry Services
a.	Contractor shall input the name, address, 
claim number, phone number, mother’s 
maiden name, at a minimum into the 
contractors CRM as well as the NEworks Yes

ii.	Contractor shall assign a dedicated 
contact who will serve as the primary point of 
contact for all program-related matters. This 
contact should have experience in managing 
call center operations, preferably in the 
government or public sector. 
iii.	Contractor shall have a direct supervisor 
and quality assurance analyst onsite during 
service hours. Yes

x.	Contractor shall develop and implement an 
after-call survey. The survey shall be approved 
by the state before first utilization. Survey 
results will be provided to NDOL. Yes

i.	Contractor shall provide and utilize a CRM 
system to document claimant information.  Yes

 TS: Call Center Service Requirements

 COPE OF WORK



iii. Callback details shall include the caller’s 
name, phone number, last four (4) of their 
social security number, the reason for the call 
(disposition), a summary of the issue, and, if 
applicable, the scheduled callback time. Yes

v.	Callback resolution shall be tracked to 
ensure that NDOL Staff follows up promptly 
and effectively addresses customer inquiries Yes

Established performance standards for call
center services that shall be maintained
throughout the term of the contract to provide
acceptable customer service and satisfy the
scope of work under the contract.  

Yes

iii.	Contractor shall be available to meet in 
person with NDOL representatives on an as-
needed basis for such situations as periodic 
updates and changes in unemployment 
insurance laws, rules, and claim processes. Yes

Agency shall be entitled to “on site” as well as
“on-line” monitoring of call center specialists
and call center operations.

Yes
Contractor shall allow NDOL representatives
to visit and observe the call center operation
as needed. Yes



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) $36,000.00 $36,000.00 $36,000.00 $36,000.00 $36,000.00

V.D. a Project Planning and Management $167,523.00 $0.00 $0.00 $0.00 $0.00

V.D. b Outline and phase management $167,523.00 $0.00 $0.00 $0.00 $0.00

V.D. c Daily First Tier Support and call reporting (paid biweekly) $1,782,925.00 $1,689,690.00 $1,738,746.00 $1,789,278.00 $1,841,317.00

             

  Total Project Costs $2,153,971.00 $1,725,690.00 $1,774,746.00 $1,825,278.00 $1,877,317.00

     

COST PROPOSAL
	NDOL Call Center Support for Unemployment Insurance Services

RFP 121962 - o3
Bidder’s Name: Automated Health Systems 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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