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Good afternoon Mr. Mcconnell,
 
We have reviewed our response materials and can confirm there is no need to redact
any portion of our proposal.
 
Thank you again for your consideration.
 
Carmen
 
 
 

 

Carmen Tapio
Chief Executive Officer
2120 S 72nd Street, Ste 100
Omaha, Nebraska 68124
402-934-5182 (direct)
www.northendteleservices.com 
 
 

 
*This communication (including any attachments) may contain confidential and/or privileged information.  If it has been sent
to you in error, please contact the sender for instructions concerning return or destruction, and do not use or disclose the
contents to others.

 
From: Carmen Tapio 
Sent: Tuesday, August 12, 2025 3:51 PM
To: Kyle Mcconnell <Kyle.Mcconnell@nebraska.gov>
Cc: Kristina Janssen <kJanssen@northendteleservices.com>; Procurement NDOL
<NDOL.Procurement@nebraska.gov>
Subject: Re: [EXTERNAL] 121962 -o3 North End Solicitation Response

 
Dear Mr. Mcconnell, 
 
We are confirming receipt and will review and respond timely and appropriately.
 
Thank you for your message and consideration.
 
Thank you,

mailto:ctapio@northendteleservices.com
mailto:Kyle.Mcconnell@nebraska.gov
mailto:kJanssen@northendteleservices.com
mailto:NDOL.Procurement@nebraska.gov
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.northendteleservices.com%2F&data=05%7C02%7CKyle.Mcconnell%40nebraska.gov%7Cdfb80f3fe77b44a02d8708ddd9ece9b2%7C043207dfe6894bf6902001038f11f0b1%7C0%7C0%7C638906333743316271%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=ZH8K0mOnBaT7A72LDXr48yy%2FuY4GPsL3sMvrQY6O%2FDw%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.northendteleservices.com%2F&data=05%7C02%7CKyle.Mcconnell%40nebraska.gov%7Cdfb80f3fe77b44a02d8708ddd9ece9b2%7C043207dfe6894bf6902001038f11f0b1%7C0%7C0%7C638906333743336918%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=YIerdl%2Fr6RXL1SQQ23FfBoGt%2BAkhfC0WKqAZqpZAlnI%3D&reserved=0
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Carmen Tapio

On Aug 12, 2025, at 3:01 PM, Mcconnell, Kyle
<Kyle.Mcconnell@nebraska.gov> wrote:

﻿
 
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:
 
<image001.png>
 
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 have if they had access to the information marked proprietary or
confidential, and 2) what specific competitors may gain such advantage.  A
statement for each item/response/section is needed – not just a general
blanket statement as to how it is all proprietary or confidential.
 
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,
 

mailto:Kyle.Mcconnell@nebraska.gov


 
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
 
dol.nebraska.gov  |  Facebook  |  X
 
This email and any attachments may contain confidential material and is solely for the use of the intended
recipient(s). If you have received this email in error, please notify the sender immediately and delete this
email. If you are not the intended recipient(s), you must not use, retain or disclose any information contained
in this email.

 

http://dol.nebraska.gov/
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.facebook.com%2FNebraska.DOL&data=05%7C02%7CKyle.Mcconnell%40nebraska.gov%7Cdfb80f3fe77b44a02d8708ddd9ece9b2%7C043207dfe6894bf6902001038f11f0b1%7C0%7C0%7C638906333743350631%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=MZT2v%2F1DUmQNcfCpLRpr3OeO7lmpd3e9UxawNN%2BY8Kc%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Ftwitter.com%2FNE_DOL&data=05%7C02%7CKyle.Mcconnell%40nebraska.gov%7Cdfb80f3fe77b44a02d8708ddd9ece9b2%7C043207dfe6894bf6902001038f11f0b1%7C0%7C0%7C638906333743363828%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=uOe2zH6bFD7v3T4qkWshLZdKHmgarlhLXHMue2jT3m4%3D&reserved=0


From: Mcconnell, Kyle
To: ctapio@northendteleservices.com; kJanssen@northendteleservices.com
Cc: NDOL Procurement
Subject: 121962 -o3 North End Solicitation Response
Date: Tuesday, August 12, 2025 3:01:39 PM
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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:
 

 
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 have if they had access to the information marked
proprietary or confidential, and 2) what specific competitors may gain such advantage.  A statement for each
item/response/section is needed – not just a general blanket statement as to how it is all proprietary or
confidential.
 
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
 

mailto:Kyle.Mcconnell@nebraska.gov
mailto:ctapio@northendteleservices.com
mailto:kjanssen@northendteleservices.com
mailto:NDOL.Procurement@nebraska.gov

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.






Nebraska Department of Labor
550 S. 16th Street
Lincoln, NE 68508-4600
Office Phone: 402-471-9944
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This email and any attachments may contain confidential material and is solely for the use of the intended recipient(s). If you have received this email in
error, please notify the sender immediately and delete this email. If you are not the intended recipient(s), you must not use, retain or disclose any
information contained in this email.
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1500 N 24th St. Suite 111
Omaha, NE 68110

402-934-3624
northendteleservices.com

June 26th, 2025
Request for Proposal #121962 O3
Attn: Kyle McConnell Procurement Contract Officer
Department of Labor
550 South 16th Street
Lincoln, NE 68508

RRE:: Requestt forr Proposall #1219622 O33 

To the Evaluation Team,

On behalf of North End Teleservices, LLC (NET), I am pleased to submit our proposal in response to 
the Nebraska Department of Labor’s (NDOL) solicitation for First-Tier Call Center Services in support 
of the Unemployment Insurance Claims Center.

NET is honored to continue serving as a trusted partner to the State of Nebraska. Since the inception 
of our relationship with NDOL, we have remained deeply committed to delivering high-quality 
claimant support, maintaining operational excellence, and continuously evolving to meet the needs 
of Nebraska’s citizens. Our proposal reflects this ongoing commitment, drawing from our proven 
experience supporting NDOL, Nebraska Department of Health and Human Services (DHHS), and 
other public-sector programs.

This proposal outlines NET’s comprehensive technical approach, staffing model, infrastructure 
capabilities, and unwavering focus on service continuity, data security, and innovation. We have 
designed our response to reflect not only the technical requirements outlined in the RFP, but also the 
shared values and forward-thinking vision of our partnership with NDOL.

For convenience, NET has included the required Bidder Questions in both Microsoft Excel and Word 
formats. 

We thank you for the opportunity to continue this vital work and remain committed to advancing 
NDOL’s mission. Please don’t hesitate to contact me directly should any questions arise.

Primaryy Contractt POC:: Secondaryy Contractt POC:: 
Carmen Tapio Chris Phillips
Owner & CEO Chief Operating Officer
ctapio@northendteleservices.com cphillips@northendteleservices.com
402-703-6767 (fax) 402-703-6767 (fax)
402-934-5182 (direct) 402-506-5975 (direct)



Presented to:  
Nebraska Department 
of Labor
Solicitation Number 
121962 O3
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Corporate Overview 

a.. Bidderr Identificationn andd Informationn  

North End Teleservices LLC (NET) is headquartered in Omaha, Nebraska. NET’s corporate 
headquarters is located at 1500 N. 24th Street, Suite 111, Omaha, NE 68110, with a second
call center location at 2120 S 72nd Street, Suite 400, Omaha, NE 68124. Additional 
information about the company and its service offerings can be found on our official website 
at www.northendteleservices.com.

NET is organized as a limited liability company (LLC) and has remained under the same legal 
name and business structure since its formation. The company was officially organized in the 
State of Nebraska in 2015 and has continuously operated under the North End Teleservices, 
LLC name since its inception.

NET has established a strong brand identity as a mission-driven, performance-based contact 
center and business process outsourcing provider. Our facilities, in Omaha, Nebraska, serve
as the central operational hub for our government and commercial programs, including our 
ongoing service delivery partnership with the Nebraska Department of Labor (NDOL).

NET is proud of its local roots and national reach and will continue delivering compliant, high-
quality, and responsive solutions in alignment with NDOL’s program and organizational goals.

b.. Financiall Statementss 

North End Teleservices, LLC (NET) is a privately held limited liability company established in 
2015 and headquartered in Omaha, Nebraska. As of June 2025, NET employs 510
individuals and serves clients across the public and private sectors, including local, state, and 
federal government agencies, as well as commercial partners. NET specializes in call center 
operations, workforce solutions, and business process outsourcing.

NET maintains a strong financial foundation and has consistently demonstrated fiscal 
responsibility and operational scalability in its multi-year partnerships. While NET is not a 
publicly traded entity and is therefore not required to file audited financial statements, 
additional financial information, including banking references and internal financial statements, 
can be made available upon request under appropriate confidentiality agreements.

NET affirms that it has no judgments, pending or expected litigation, or other financial reversals 
that would impact the financial viability or stability of the organization.
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c.. Changee off Ownershipp 

NET does not anticipate any change in ownership or control of the company within the twelve 
(12) months following the due date of this solicitation response. NET remains a privately held, 
woman- and minority-owned business and is committed to operational continuity and 
leadership stability throughout the duration of any resulting contract.

Should any change in ownership or control be considered in the future, NET acknowledges its 
obligation to notify the State in accordance with contractual and legal requirements. At this 
time, no such transition is planned or under consideration.

d.. Officee Locationn 

The Nebraska Department of Labor (NDOL) Unemployment Insurance Contact Center 
operations are currently and will continue to be performed out of NET’s office located at 2120 
S. 72nd Street, Omaha, NE 68124. This dedicated facility is fully equipped with NIST-compliant 
infrastructure, systems, and secure environment required to deliver all NDOL program services. 
NET has strategically established this location to ensure continued performance, scalability, 
and alignment with State program requirements. The site is staffed with trained personnel and 
supervised by leadership assigned specifically to support NDOL’s objectives.

e.. Relationshipss withh thee Statee 

NET has maintained an active and collaborative relationship with the State of Nebraska over 
the past five (5) years. During this period, NET has successfully partnered on multiple contracts 
to provide contact center services and administrative support across various state agencies, 
including the Nebraska Department of Labor. These engagements reflect NET’s proven ability 
to meet State program standards and deliver results in compliance with contractual and 
operational requirements.

State Agency Project Contract Year Signed
Nebraska Department of 
Labor

Unemployment Insurance 023-0013-2020 2020

NE Department of Health 
and Human Services

Contact Tracing 93064-O4 2020

NE Department of Health 
and Human Services

EA/MED/P-EBT 90235-O4 2020

NE Department of Economic 
Development

Grant Inquiry Program 20-01-101 2020

NE Department of Labor Unemployment Insurance 023-0091-2020 2021
NE Department of Health 
and Human Services

EA/MED 103947-O4 2023

NE Department of Labor Unemployment Insurance 023-0001-2024 2024
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f.. Bidder’ss Employeee Relationss too thee Statee 

NET confirms that no Party named in this solicitation response is or has been an employee of 
the State of Nebraska within the past twelve (12) months. Additionally, as of the due date for 
this solicitation response submission, NET does not employ or subcontract with any individual 
who is currently employed by any agency of the State of Nebraska. NET affirms that no conflicts 
of interest exist or are anticipated in relation to personnel and the State. Should any such 
relationship arise, NET will promptly disclose the relevant details in accordance with State 
requirements. 

g.. Contractt Performancee 

NET confirms that it has not experienced any contract terminations for default within the past 
five (5) years.

NET has experienced two contract terminations for convenience during this time period, both 
of which were unrelated to performance. NET maintained excellent relationships with the 
respective clients and consistently met or exceeded all performance expectations throughout 
the duration of each engagement.

1. Werner Enterprises
Address: 14507 Frontier Road, Omaha, NE 68138
Point of Contact: Rich Johnson, Vice President of Business Readiness – (531) 895-4710
Contract Term: Initial contract 11/01/2022; renewal 02/21/2024
Circumstances: NET consistently performed to contract expectations and met all service level 
requirements. In May 2025, Werner notified NET that its organizational restructuring resulted 
in a reduced need for external support. NET valued the partnership and still maintains a positive 
relationship with Werner Enterprises and would welcome future opportunities to collaborate 
should their needs change.

2. Nelnet Diversified Services
Address: 401 S. 21st Street, Lincoln, NE
Point of Contact: Jenni Burke, Director of Program Management – (402) 458-2211
Contract Term: Initial contract 12/02/2019 – 12/31/2020; contract performance through 
April 2025
Circumstances: NET provided consistent Tier 1 support and met all performance expectations 
throughout the duration of the agreement. In February 2025, Nelnet informed NET that due to 
changes in student loan volume, external support services would be discontinued. NET 
appreciates the opportunity to have partnered with Nelnet over the course of nearly six years 
and is proud of the collaborative success achieved during that time.

These terminations for convenience were administrative in nature and not reflective of any 
performance deficiencies. NET remains committed to excellence in service delivery and values 
its long-standing reputation for reliability and results.
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h.. Summaryy off Bidder’ss Corporatee Experiencee 

NET is not only familiar with the scope of work outlined in this RFP, we are currently performing 
these services for the Nebraska Department of Labor and doing so with measurable success. 
NDOL leadership has expressed satisfaction with NET’s performance, citing our ability to meet 
service levels, maintain high-quality interactions, and respond proactively to changing program 
needs. NET brings extensive experience delivering call center solutions to government agencies 
across state and federal programs, including unemployment insurance, economic assistance, 
and regulated benefit support. The matrix below summarizes NET’s past and ongoing 
engagements that are aligned in size, scope, and complexity with the requirements defined in 
this solicitation:

Client Project Services FTE Duration
NE Dept of Labor Unemployment Insurance Call Center 

Services
15 02/20/2024-

Present
NE Dept of Health and 
Human Services

EA/MED Call Center 
Services

140 04/15/2020-
Present

Omaha Public Schools 
Transportation

School Bus Transportation Call Center 
Services

50 11/14/2017-
Present

Guilford County 
Schools

School Bus Transportation Call Center 
Services

50 12/1/2021-
Present

Maximus Federal 
Services

Centers for Medicare & 
Medicaid Services / CCO 
Contract

Call Center 
Services

200 07/30/2023-
Present

Werner Enterprises Tier One Tech Support Call Center 
Services

5 11/01/2022-
07/19/2025

NE Department of 
Health and Human 
Services

Contact Tracing Call Center 
Services

175 11/21/2020-
07/28/2021
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Subcontractorr Participationn 
NET confirms that no subcontractors are being proposed or utilized for this project. All services 
will be performed directly by NET personnel from our dedicated facilities.

Core Values - Driving Purpose
NET’s core values form the foundation of its organizational culture and align closely with the 
mission and guiding principles of the NDOL. This alignment supports a collaborative 
partnership grounded in trust, shared purpose, and a steadfast commitment to workforce 
excellence and community impact.

NETT Coree Valuess 
Respect: Cultivating mutual appreciation across teams, clients, and communities
Integrity: Maintaining ethical standards and transparent operations
Truth: Promoting honesty in communication and relationships
Improvement: Embracing innovation, growth, and continuous learning
Service: Placing client and community needs at the center of every action
Diversity: Celebrating inclusive representation and perspectives
Fun: Fostering an energized workplace where achievement is celebrated

Shared Mission and Alignment with NDOL
NDOL’s mission to “Connect People to Employment Success” directly aligns with NET’s purpose 
of “Creating Jobs and Changing Lives.” Both organizations are committed to strengthening 
Nebraska’s workforce, enhancing economic opportunities, and delivering services that improve 
the lives of individuals and families across the state.

Valuee Alignmentt withh NDOLL 
Workforcee Empowerment reflects NET’s values of SService and IImprovement, 
emphasizing outcomes that prioritize career development and economic advancement.
Integrity and AAccountability align with NET’s values of IIntegrity and TTruth, reinforcing 
trust in service delivery and program administration.
Innovation and MModernization correspond with NET’s IImprovement value, as both 
organizations embrace technology and continuous evolution to meet changing labor 
market demands.
Customer Focus and EEquity mirror NET’s values of RRespect and DDiversity, ensuring 
inclusive service strategies that support all populations, including underserved and 
marginalized communities.
Collaboration resonates with NET’s commitment to RRespect and SService, encouraging 
public-private partnerships that deliver measurable, sustainable workforce outcomes.

Together, North End Teleservices and the Nebraska Department of Labor are positioned to 
deliver transformational employment solutions, advance workforce equity, and strengthen the 
economic well-being of Nebraskans statewide.  
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Experiencee Descriptionss 

1.. Nebraskaa Departmentt off Laborr (NDOL)) 

Timee Period: February 2024 – Present
Scheduledd vs.. Actuall Completion: Ongoing (Fully operational)
NET’ss Role: Prime Contractor
Scopee off Services:: NET serves as the Tier 1 contact center provider for NDOL’s 
Unemployment Insurance (UI) program. Responsibilities include responding to claimant 
inquiries, triaging calls, managing callback scheduling, documenting interactions, and 
escalating complex issues to NDOL staff. NET provides bilingual support 
(English/Spanish), real-time reporting, IVR call routing, and system integration with 
NEworks and NDOL CRM platforms.
Keyy Metrics: ~71,000 annual calls; service levels exceeded >95% consistently; less 
than 1% abandons
Pointt off Contact:: Andi Bridgmon, UI Director
andi.bridgmon@nebraska.gov | (402) 471-4474
Alignmentt withh NDOLL Scope:: NET’s services for NDOL mirror the required RFP 
functions: full call center operations, real-time performance monitoring, trained 
bilingual representatives, and continuity planning for seasonal volume spikes. All 
functions are performed onshore at NET’s dedicated Omaha facility.

2.. Maximuss Federall Servicess (Centerss forr Medicaree && Medicaidd Servicess // CCOO Contract)) 

Timee Period: July 2023 – Present
Scheduledd vs.. Actuall Completion: Ongoing (Fully operational)
NET’ss Role: Subcontractor
Scopee off Services:: Under the CMS Contact Center Operations (CCO) contract with 
Maximus Federal Services, NET provides Tier 1 contact center services supporting 
Medicare beneficiaries. NET manages high-volume inbound inquiries, including 
eligibility, claims status, and system navigation support. Services include multi-language 
interpretation, quality assurance, workforce scheduling, and compliance with federal 
service levels.
Key Metrics: 200 FTEs; 100% compliance with CMS security and scripting requirements; 
94.04% Customer Satisfaction Score (CSAT)
Pointt off Contact:: Rick Graybill, Senior Director, CCO
rickdgraybill@maximus.com | (928) 482-5230
Alignmentt withh NDOLL Scope:: NET’s CMS work demonstrates scalable government call 
center experience, data protection compliance (FISMA/NIST), and multi-channel service 
capabilities. NET’s operational maturity under a federally regulated program directly 
aligns with NDOL’s expectations for performance, quality, and responsiveness.
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3.. Nebraskaa Departmentt off Healthh andd Humann Servicess (DHHS)) 

Timee Period: April 2020 – Present
Scheduledd vs.. Actuall Completion: Ongoing
NET’ss Role: Prime Contractor
Scopee off Services:: NET provides Tier 1 contact center support to DHHS across Economic 
Assistance and EBT programs. Services include inbound application assistance, 
eligibility navigation, benefit replacement requests, and call documentation. NET 
supports 125+ representatives across multiple program lines, delivers bilingual support, 
and supplies structured QA and real-time performance dashboards.
Keyy Metrics: 125+ FTEs; call volumes in excess of 400,000 annually, ASA less than 
2:00 minutes; Abandons less than 7%
Pointt off Contact:: Dinah Wetindi, Deputy Director – Economic Assistance
Dinah.Wetindi@nebraska.gov | (531) 310-1721
Alignmentt withh NDOLL Scope:: NET’s execution of multi-program support for DHHS 
exemplifies its ability to manage large-scale government contact centers, meet 
performance standards, and support complex policy navigation, all highly relevant to 
NDOL’s UI program needs.
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i.. Summaryy off Bidder’ss Proposedd Personnel/Managementt Approachh 

NET’s proposed management approach is built on an integrated leadership model with 
centralized oversight, direct accountability, and clear communication channels. NET has 
already established a dedicated management structure for NDOL and will continue this 
structure under the new contract to ensure performance alignment, operational transparency, 
and exceptional service delivery.

NET has a dedicated CCustomerr Successs Manager, PProgramm Manager, assigned to the NDOL 
contract who will continue to support operations. Reporting directly to the Customer Success 
Manager is a dedicated CCustomerr Successs Accountt Supervisor,, Operationss Supervisor, who 
serves as the primary point of contact responsible for contract performance, service level 
compliance, and NDOL relationship management. Reporting to NET’s Customer Experience 
Team, under our Manager of Customer Experience, is a team of QQualityy Assurancee Analysts
and TTrainingg Specialists, all of whom are based on site at NET’s secure Omaha facility. These 
leaders are supported by a cross-functional network of centralized departments, including 
Workforce Management, Information Technology, Compliance, and Human Resources, 
working collaboratively to ensure operational efficiency, real-time data accuracy, infrastructure 
stability, and consistent program excellence.

Proposedd Teamm Members:: 
Directorr off Customerr Successs –– Patrickk Sanders,, Serves as NET’s ddedicatedd contactt forr 
alll program-relatedd matters and is the senior-most leader responsible for the strategic 
oversight of the NDOL program. Patrick ensures full contract compliance, performance 
alignment, and serves as the primary escalation point for NDOL leadership. He oversees 
program governance, long-term planning, and interdepartmental coordination to 
ensure the program continues to meet and exceed expectations.
Customerr Successs Managerr –– Vanessaa Spencer serves as the CCustomerr Successs 
Manager for the NDOL program and is a key member of NET’s leadership team 
supporting this contract. She currently provides direct oversight of KPI performance, 
service-level compliance, and strategic alignment between NDOL’s objectives and 
NET’s operational execution. Vanessa supports the Director of Customer Success and 
functions as the ssecondaryy pointt off contact for the State, managing cross-functional 
coordination across Workforce Management, Quality Assurance, and frontline 
operations to ensure ongoing service excellence.
Vanessa has been eembeddedd inn thee NDOLL programm sincee itss inceptionn inn 2020, 
bringing unparalleled firsthand experience and institutional knowledge. She began her 
career at NET as a customer service representative specifically assigned to NDOL. Her 
performance and subject matter expertise led to her advancement into the NDOL 
Appeals Team, followed by promotions to Team Lead and then into a senior leadership 
role. Today, she continues to lead the program with the same dedication and insight 
that she built from the ground up.
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In 2022, Vaanessaa graduatedd fromm NET’ss U.S.. Departmentt off Labor–registeredd 
Supervisorr Apprenticeshipp Program, the only registered apprenticeship of its kind in the 
contact center industry. This nationally recognized program provided her with formal 
training in leadership, operational management, coaching methodologies, and 
workforce strategy, strengthening her ability to lead with precision, confidence, and 
accountability. Vanessa’s journey from frontline support to program leadership 
exemplifies NET’s commitment to cultivating internal talent and reinforces the strength 
and continuity of our service model. She remains dedicated to the NDOL program and 
will continue serving in this capacity throughout the life of the contract.
Customer Success Account Supervisor – Jorden Myers currently serves as the CCustomer
Successs Accountt Supervisor for the NDOL contact center and is fully dedicated to the 
program. She is responsible for leading the day-to-day operations of the NDOL service 
team, including real-time management of floor activity, SLA adherence, escalation 
resolution, and frontline staff performance. Jorden brings a rare, firsthand 
understanding of the NDOL program, having originally joined NET in 2020 as a 
customer service representative assigned to the NDOL contract. Her exceptional 
performance and deep knowledge of the program led to a promotion to Team Lead on 
NDOL, and ultimately to her current supervisory leadership role.
In 2022, Jorden became a graduate of NNET’ss U.S.. Departmentt off Labor–registeredd 
Supervisorr Apprenticeshipp Program, the only program of its kind in the contact center 
industry. Through this nationally recognized initiative, she completed formal coursework 
and hands-on leadership training in operations management, coaching, scheduling 
adherence, workforce planning, and compliance. This unique blend of frontline 
experience, structured professional development, and NDOL program tenure equips 
Jorden with the strategic insight and tactical capability required to lead her team 
effectively. Under her leadership, NET has consistently delivered high-performance 
outcomes for NDOL, and she remains committed to driving excellence throughout the 
life of the contract.
Qualityy Assurancee Analystt –– Stephaniee Basurto,, Leads call quality monitoring and 
compliance with NDOL standards. Stephanie conducts daily call evaluations, provides 
actionable feedback to representatives and supervisors, and identifies opportunities for 
service enhancement. She ensures that all claimant interactions meet quality, accuracy, 
and customer experience benchmarks.

Each individual proposed for this contract is currently performing in their respective roles 
supporting NDOL and brings firsthand experience with the program’s operational procedures, 
claimant interactions, and integrated systems. This team has a proven track record of 
successfully managing NDOL’s service delivery requirements and is fully equipped to ensure 
immediate continuity, performance stability, and seamless execution upon contract award. 
Their familiarity with NDOL’s expectations and workflows eliminates any onboarding lag and 
reinforces NET’s readiness to continue delivering at a high standard.
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Please see Attachmentt for resumes of key personnel. Each resume includes academic 
background, certifications, professional experience, and references as required. NET affirms 
that any changes in proposed personnel will only be implemented with prior written approval 
from the State, in accordance with contractual obligations.

Commitmentt too Innovationn andd Partnershipp Alignmentt 

Throughout NET’s existing and highly collaborative relationship with the State of Nebraska, 
innovation has been more than a value, it has been a practice. NET has consistently identified 
opportunities to enhance service delivery, optimize workflows, and implement scalable solutions 
that directly align with NDOL’s evolving needs and the expectations of Nebraska’s citizens.

As a true partner, NET has not only responded to NDOL’s programmatic shifts, we’ve 
anticipated them, delivering system enhancements, reporting improvements, and service 
refinements that demonstrate our proactive investment in the State’s success. From 
implementing tailored CRM configurations to expanding language access features and 
optimizing telephony infrastructure, NET has ensured that every solution deployed serves the 
best interest of claimants and NDOL alike.

Looking ahead, NET remains deeply committed to this partnership. We will continue to listen, 
innovate, and evolve in step with NDOL, always prioritizing transparency, security, and service 
excellence. As needs shift and expectations rise, NET will remain agile and engaged, 
continuously leveraging technology and expertise to help the State deliver equitable, efficient, 
and impactful workforce services.

j.. Subcontractorss  

NET confirms that it has no plans to subcontract any portion of the services related to this 
solicitation. NET will act as the Prime Contractor and will perform 100% of the required work 
using internal personnel, systems, and resources. All service delivery will be executed in-house 
from NET’s secure and fully equipped facilities, ensuring direct oversight, accountability, and 
consistency across all performance areas.  
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Technical Response

Business Requirements

General Operational Requirements 

1. Contractor Location and Eligibility 

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

Understanding: Nebraska Department of Labor (NDOL) requires that the Contractor be based 
and operate within the United States.

Response: NET confirms ffulll understandingg andd compliance with this requirement. NNETT iss 
headquarteredd locallyy inn Omaha,, Nebraska,, andd operatess entirelyy withinn thee Unitedd States. All 
services associated with this contract are, and will continue to be, delivered from NET’s ssecure,
dedicatedd officee spacee locatedd inn Omaha, where a call center environment has been purpose-
built to support the Nebraska Department of Labor.

Additionally, NNETT iss proudlyy locatedd inn aa federallyy designatedd HUBZone (Historically 
Underutilized Business Zone), which reinforces our organizational mission of ““Creatingg Jobss 
andd Changingg Lives.” Operating in a HUBZone allows NET to directly support economic 
revitalization in underserved communities while delivering high-quality, contract-compliant 
services. 

Through this model, NET creates aaccessiblee careerr pathways for individuals who have 
historically faced barriers to employment, fueling both wworkforcee development and local 
economicc growth,, addingg overr $5000 millionn inn economicc impactt too date. Our ability to deliver 
best-in-class outcomes for NDOL is directly linked to the strength and dedication of our 
community-based workforce. This contract not only represents ooperationall excellence, but also 
a mmeasurablee sociall impact for the State of Nebraska.

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

Understanding: Contractor representatives must have secure, dedicated workspaces that 
prevent unauthorized access to claimant data.

Response: NETT currentlyy fulfillss thiss requirementt inn full and has implemented sstrictt physicall andd 
cybersecurityy protocols to ensure NDOL claimant data always remains protected. All NDOL 
operations are housed within NET’s secure, Omaha-based facility, which is badge-access 
controlled and monitored 24/7. NDOL-dedicated workstations are physically segregated within 
designated zones and overseen by onsite supervisory personnel to eliminate the risk of 
unauthorized access.
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As a standard practice, aalll NDOL-assignedd representativess signn Non-Disclosuree Agreementss 
(NDAs) prior to system access and receive fformall trainingg onn handlingg sensitivee information. 
NET’s IT infrastructure includes eendpointt protection,, firewalls,, network segmentation,, andd multi-
factorr authentication to safeguard digital assets. These controls are actively monitored and 
regularly reviewed to ensure compliance with federal and state data protection standards.

NET’ss securee workspacee environmentt iss thee currentt operatingg standardd alreadyy inn placee forr 
NDOL. These protocols will continue without interruption upon contract execution, reflecting 
NET’s long-standing commitment to data integrity, confidentiality, and claimant trust.

c. Telework/remote work setups are not authorized under this contract. 

Understanding: Telework and remote work are not authorized.

Response: NETT alreadyy operatess inn fulll compliancee withh thiss requirement. All NDOL-related 
services are currently and will continue to be delivered exclusively oonsitee fromm NET’ss securee 
Omahaa facility. Remote or telework arrangements are strictly prohibited for NDOL-assigned 
staff, and NET enforces this policy through controlled physical access, onsite supervision, and 
designated workspace assignments within our NDOL-dedicated operational area. This model 
is not a planned adjustment; it is the ccurrentt standardd activelyy inn placee and audited to ensure 
compliance with confidentiality and performance oversight requirements.

2. Legal Compliance 

a. Contractor shall operate in full compliance with all applicable federal and state 
laws and regulations throughout the contract term. 

Understanding: Contractor must comply with all applicable federal and state laws throughout 
the contract.

Response: NETT operatess inn fulll compliancee withh alll applicablee federal,, state,, andd locall lawss 
andd regulations, and this standard is aalreadyy embeddedd acrosss alll facetss off ourr currentt servicee 
deliveryy forr NDOL. NET conducts scheduled internal compliance audits and ongoing policy 
reviews to validate adherence with employment law, labor regulations, program-specific 
statutes, and data protection mandates, including HHIPAAA andd PIII requirements. These efforts 
are supported by cross-functional collaboration between NET’s Legal, Human Resources, and 
Operations teams to ensure that all contractual and regulatory obligations are consistently 
upheld. LLegall compliancee iss nott aa reactivee measuree att NET;; itt iss aa foundationall partt off ourr 
governancee andd qualityy assurancee practices.
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3. Turnkey Solution 

a. Contractor is required to deliver a complete call center operation including: 

Understanding: NET understands that the State of Nebraska requires a fully self-managed, end-
to-end call center operation to support NDOL’s Unemployment Insurance program. This 
includes delivering trained personnel, dedicated infrastructure, and all necessary systems and
equipment, without reliance on State-provided assets.

Response: NET is ccurrentlyy deliveringg aa comprehensive,, turnkeyy solution for NDOL and will 
continue to do so throughout the life of the contract. NET’s model includes ttrainedd staff,, 
purpose-built workspace, ssecure network infrastructure, iintegrated systems, and eenterprise
telephony. All services are provided from NNET’ss controlledd environmentt inn Omaha,, Nebraska, 
which has been specifically configured to meet NDOL’s standards for availability, compliance, 
and security. NET assumes full accountability for performance delivery and ensures that no 
aspect of the operational framework requires support or provisioning from the State.

i. Trained staff 

Response: NET ccurrentlyy supportss NDOLL operationss withh aa teamm off trainedd professionals
who are fully certified in UI program protocols. All staff undergo NET’s eestablishedd 
onboardingg program, which incorporates NDOL-specific content, mock call scenarios, 
and compliance assessments. OOurr trainingg curriculumm iss alignedd withh NDOL’ss servicee 
standards and includes policy, scripting, regulatory requirements, and system navigation. 
Staff complete assessments and mock call evaluations before going live. NET maintains
ongoing refresher training schedules and Quality Assurance (QA) coaching cycles to 
uphold performance and compliance.

ii. Adequate workspace 

Response: NET ccurrentlyy operatess fromm aa secure,, state-compliantt facilityy inn Omaha,, 
Nebraska, with workspace areas designed exclusively for NDOL service delivery. These 
areas include ergonomic furniture, sound-controlled layouts, and designated supervisor 
workstations to ensure oversight and efficiency. NNDOLL personnell havee previouslyy 
operatedd onsitee alongsidee NET’ss teamm andd havee complimentedd thee layout,, infrastructure,, 
andd professionall atmospheree off thee space. This direct engagement underscores the 
strength of the facility and its alignment with NDOL’s expectations. NNETT willl continuee too 
maintainn andd enhancee thiss dedicatedd NDOLL spacee throughoutt thee lifee off thee contract.

iii. Telephony and computer equipment 

Response: NETT currentlyy providess alll representativess withh enterprise-gradee computers,, 
duall monitors,, securee networkk access,, andd Voicee overr Internett Protocoll (VOIP)-enabledd 
headsets. The telephony infrastructure supports call routing, hold queues, and recording 
functionalities required for high-volume UI environments. NET’s IT team actively 
manages these systems for peak performance.
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North End Teleservices (NET) maintains a robust and compliant call recording protocol 
aligned with the Nebraska Department of Labor’s (NDOL) operational and quality 
assurance requirements.

Percentage of Calls Recorded
NET digitally records 1100%% off inboundd andd outboundd customerr interactions, including 
scheduled callbacks and transfers, across all communication channels managed within 
the Five9 telephony system. This ensures comprehensive documentation of all UI-related 
transactions and supports our quality assurance, training, and dispute resolution 
protocols.

Recordingg Retentionn Policy
All call recordings are securely stored and maintained for a mminimumm off thirtyy (30)) days
in accordance with the RFP requirement. Recordings are stored in a secure, access-
controlled environment within our Five9 cloud-based infrastructure, which is compliant 
with industry standards for data protection, including SOC 2 Type II and HIPAA (where 
applicable).

Should NDOL require an extended retention period, NET can accommodate ccustomm 
retentionn policiess forr upp too twenty-fourr (24)) months. These extended retention 
configurations can be established at the start of the contract or implemented at any 
point upon request, ensuring full alignment with NDOL’s auditing, compliance, or 
historical analysis needs.

iv. Necessary software and hardware 

Response: NET’s operations for NDOL ccurrentlyy utilizee aa fullyy integratedd suitee off 
platforms that include CCRMM (Customer Relationship Management), qquality assurance, 
workforce management, and aanalytics tools. Importantly, NET developed and 
customized the CRM specifically for NDOL’s program requirements, ensuring alignment 
with UI claim workflows, scripting protocols, callback scheduling, and data capture 
fields unique to NDOL operations.

This ccloud-hostedd CRMM system is equipped with eencryptedd accesss controls, rrole-bbased
user permissions, and ddetailed auditt logs to track system usage and protect sensitive 
claimant data. The platform supports seamless integration with NEworks and is designed 
for operational scalability and data transparency. NET’s IT and business intelligence 
teams actively maintain and enhance these systems to meet evolving program needs. 
Thesee solutionss aree nott theoretical;; theyy aree alreadyy inn placee andd successfullyy supportingg 
NDOLL servicee deliveryy today.
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v. Telephone and data line installation and maintenance 

Response: NET’s in-house IT and Workforce Management departments maintain all 
telephony and data infrastructure. The Omaha facility is equipped with dual-carrier 
failover systems to ensure no disruption in service. NET’s team provides proactive system 
checks and immediate incident response coverage.

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

Response: NETT iss currentlyy managingg thiss requirementt forr NDOLL andd willl continuee too 
doo soo underr thee neww contract. NET currently supports call routing through NDOL’s 
existing toll-free (800) number, utilizing session border controllers and SSIP trunking to 
ensure rreliable, ssecure, and sscalable connectivity. This integration is fully operational 
and maintained by NET’s Workforce Management team. Additionally, NET is fully 
equipped to provision a dedicated toll-free number if requested and can configure 
routing preferences based on NDOL’s evolving program needs. TThesee capabilitiess aree 
alreadyy inn placee andd activelyy supportingg NDOL’ss inboundd calll managementt withoutt 
issue.

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. 

Response: NET ccurrentlyy providess aa turnkeyy desktopp environment for each NDOL 
representative, including VVOIP-eenabled headsets, ssoftphone applications, and ssecure
workstation configurations. NET manages all lifecycle maintenance and support of these 
assets to eliminate downtime and ensure representative readiness. 

viii. The State will not provide any equipment. 

Response: NETT confirmss itt willl continuee too providee 100%% off thee equipmentt andd 
infrastructuree requiredd forr successfull contractt execution. NET’s capital and operating 
plans already include investment to maintain, upgrade, and replace technology 
components as needed without requiring any provision of State-owned assets.
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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. 

Understanding: Contractor shall provide services from 8:00 AM to 5:00 PM CST, Monday 
through Friday, excluding State holidays.

Response: NET affirms full compliance with NDOL’s designated hours of operation and is 
currently delivering services from 88:000 AMM too 5:00 PMM CST, MMondayy throughh Friday, excluding 
State holidays as defined by state law. NET’s staffing and service model is intentionally 
structured around NDOL’s operational schedule, with proactive planning to accommodate 
known peak periods, particularly Monday mornings and days immediately following State 
holidays.

NET uses a combination of historical trend analysis, real-time call forecasting, and surge 
staffing to prepare for these high-volume intervals. For example, on TTuesday,, Mayy 27,, 2025, 
the day following MMemoriall Day, NET successfully handled 44233 calls, maintaining a 999.04%% 
servicee level, an AAveragee Speedd too Answerr (ASA)) off 322 seconds, and an aabandonn ratee off onlyy 
0.47%, despite elevated volume. Similarly, on MMonday, April 28, 2025, the first day opened
after being closed a long weekend for AArborr Day, NET achieved a 999.37%% servicee level with a 
6-secondd ASA across 33199 calls. These outcomes demonstrate NET’s ability to forecast and 
execute peak readiness plans effectively.

NET’s Workforce Management and Operations teams work in tandem to pre-schedule 
supplemental coverage, extend supervisory oversight, and activate support resources ahead of 
expected spikes. Through this model, NET ensures uninterrupted service delivery, high 
responsiveness, and consistently exceeds NDOL’s SLA thresholds, even during the most 
demanding periods.

NETT hass aa provenn trackk record of maintaining high service levels and low abandonment rates 
during these intensified demand windows. Our agile scheduling capabilities and layered 
support approach ensure that NDOL claimants receive uninterrupted, timely assistance, even 
during surge conditions. NNETT willl continuee too upholdd thiss levell off preparednesss andd 
responsivenesss throughoutt thee lifee off thee contract.  
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b. Any adjustments to service days or hours shall be mutually agreed upon in writing. 

Understanding: Adjustments to hours must be mutually agreed upon.

Response: NET acknowledges that any changes to the standard service hours must be mutually 
agreed upon in writing. NET has a proven track record of responsiveness and adaptability with 
NDOL and maintains strong communication channels with NDOL’s program leads. NET will 
continue to engage collaboratively and transparently should adjustments to hours be required 
due to evolving program needs.

5. The Contractor is responsible for all oversight and management of 
staff including hiring, training, onboarding, tracking time sheets and 
performing payroll, performance management and termination. 

Understanding: Contractor must manage all aspects of staffing, including hiring, training, 
onboarding, payroll, performance, and terminations.

Response: NETT iss alreadyy successfullyy fulfillingg thiss requirementt ass partt off ourr currentt deliveryy 
off servicess too NDOL. Every element of wworkforce oversight, from hhiringg andd onboarding to 
payroll, pperformance management, and tterminations, is mmanagedd directlyy byy NET’s in-house 
Human Resources and Operations teams with precision and care.

NET’ss recruitmentt pipeline is built to attract mmission-aligned, ccommunity-bbased talent, and all 
NDOL-assigned representatives are vvetted, ttrained, and oonboarded throughh aa structured,, 
compliance-readyy process. Timekeeping and payroll are managed using enterprise platforms 
with real-time reporting, while individual performance is actively tracked through QQA
evaluations, ccoaching plans, and eescalation protocols. Terminations, when necessary, follow 
documented procedures aligned with both labor law and NDOL service expectations.

Whatt setss NETT apart is not just ccompliance, but eeffectiveness. Our leadership team is 
embedded within NDOL operations and engages daily in coaching, capacity planning, and 
performance optimization. These systems have allowed NET to consistently meet NNDOL'ss 
staffing,, quality,, and SLAA benchmarks, and will continue to drive success under the new contract.

NETT willl continuee too upholdd andd enhancee thesee processes throughout the term of the new 
contract to ensure uuninterruptedd andd high-qualityy servicee delivery.
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6. Contractor should provide English to Spanish and Spanish to English 
language interpretation services. 

a. At all times during Business Hours, at least 10% (ten percent) of agents should be 
fluent in reading, writing, and speaking in Spanish and English. 

Understanding: Contractor must provide English/Spanish bilingual services with at least 10% 
of representatives fluent in both.

Response: NETT currentlyy meetss andd exceedss NDOL’ss languagee accesss requirements. At all 
times during business hours, aat least 15% of NET’s Customer Service Representatives assigned 
to NDOL are ffullyy bilinguall inn Englishh andd Spanish, demonstrating proficiency in rreading, 
writing, and sspeaking both languages. This staffing strategy ensures SSpanish-speaking
claimantss consistentlyy receivee accurate, ttimely, and eeffectivee support. Bilingual staff complete 
a structured fluency verification process, including oral and written assessments, and are trained 
in cultural competency to ensure respectful and inclusive interactions. NNETT willl continuee thiss 
approach under the new contract, with plans to maintain bilingual capabilities in alignment 
with NDOL’s evolving claimant demographics and service expectations. 

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

Understanding: NET understands that NDOL requires telephonic interpretation support for 
claimants whose primary language is neither English nor Spanish. This ensures all Nebraskans, 
regardless of language proficiency, have equitable access to Unemployment Insurance services.

Response: NET partners with a nationally certified language service provider to deliver real-
time telephonic interpretation in ooverr 2000 languages. This capability is ffullyy integratedd intoo 
NET’ss calll workflows and allows representatives to qquicklyy andd efficientlyy supportt multilinguall 
claimants while maintaining service continuity and compliance.

i. Contractor shall include cost of interpretation services in cost proposal. 

Understanding: NET understands that all interpretation-related costs must be clearly 
defined and included in the official cost proposal submitted to NDOL.

Response: NET has included all interpretation service costs in its submitted cost proposal. 
These services are offered as part of our ccomprehensivee supportt model and are priced 
to reflect ffulll accessibility, ccompliance, and ccostt transparency without requiring 
additional charges to the State.  
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Call Center Service Requirements 

1. Inbound Call Handling 

a. The contractor should handle all inbound calls for NDOL, including: 

Understanding: The contractor should handle all inbound calls for NDOL, including: i. Claim 
inquiries ii. Scheduling callbacks

Response: NETT iss currentlyy responsiblee forr handlingg alll inboundd callss andd currentlyy servess ass 
thee first-tierr contactt centerr forr thee Nebraskaa Departmentt off Labor and will continue to provide 
this service under the new contract. AAlll inboundd callss fromm claimantss aree routedd throughh NET’ss 
trainedd representatives, who manage the full caller experience from intake to resolution or 
escalation. NET utilizes a secure, NDOL-approved telephony system with advanced call routing 
and real-time monitoring to ensure optimal call flow and service level adherence. TThesee 
capabilitiess aree alreadyy activee andd willl continuee too supportt NDOL’ss objectives under the new 
contract.

i. Claim inquiries 

Response: NET'ss frontlinee representativess aree currentlyy trainedd too efficientlyy resolvee 
unemploymentt insurancee claimm inquiries, including questions related to bbenefit eligibility, 
paymentt status, and cclaimm navigation. Representatives follow pre-approved scripts and 
use NET’s internal knowledge base aligned with NDOL guidelines. Supervisors and QA 
Analysts monitor calls daily to ensure that responses are aaccurate, eempathetic, and 
compliant with all applicable standards.

ii. Scheduling callbacks 

Response: NETT currentlyy performss thiss functionn as part of its active service to NDOL. 
When a caller’s inquiry cannot be resolved by a NET Customer Service Representative 
(CSR), or requires subject matter expertise from NDOL staff, the CSR sscheduless aa 
callbackk usingg NET’ss structuredd workfloww inn thee Customerr Relationshipp Managementt 
(CRM)) system. This workflow captures kkeyy claimantt details,, issuee classification,, and
callbackk rationale.

Callbackss aree scheduledd withinn aa 1-hourr windoww forr thee nextt businesss dayy andd alwayss 
withinn 244 businesss hours. If no appointments are available within that window, the CSR 
selects the next earliest available time slot. The representative confirms the selected 
window with the caller and clearly communicates that NDOL staff will follow up. 
Callbackk schedulingg iss integratedd withh NEworkss andd trackedd byy NETT too ensuree 
adherencee too servicee levelss andd claimantt satisfaction.. Thiss iss nott aa futuree implementation,, 
itt iss ann establishedd andd provenn practicee alreadyy inn placee too supportt NDOLL programm 
objectives.  
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b. Contractor will integrate their system with NDOL’s phone system.

Understanding: Contractor will integrate their system with NDOL’s phone system.

Response: NETT iss alreadyy fullyy integratedd withh NDOL’ss phonee system and has been successfully 
executing this integration as part of our current service delivery. CCallss aree activelyy routedd 
throughh NDOL’ss designatedd (800)) number using established SSIPP trunkingg protocolss andd sessionn 
borderr controllers, allowing for reliable, real-time communication between systems. This setup 
ensures that callers experience a seamless connection and that all NDOL telephony 
configurations are preserved. TThesee integrationn protocolss aree inn place,, tested,, andd proven, and 
will remain fully operational throughout the life of the new contract.

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

Understanding: Contractor shall develop call scripts. All scripts should be approved by the State 
before being used by the contractor.

Response: NETT collaboratess closelyy withh NDOLL too draft, rreview, and ffinalize calll scriptss usedd 
byy representatives. NET has established procedures for script creation, version control, and 
submission to NDOL for approval. CCurrentt calll scriptss aree alignedd withh NDOL’ss policyy 
frameworkk andd claimantt guidancee expectations, and NET will continue this collaborative 
approach with built-in reviews and revision tracking.

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. 

Understanding: Contractor shall input name, address, claim number, phone number, mother’s 
maiden name, at a minimum, into the contractor’s CRM as well as the NEworks system.

Response: NETT iss currentlyy responsiblee forr thee accuratee capturee andd duall entryy off claimantt dataa 
intoo bothh NET’ss internall CRMM andd thee State'ss NEworkss platform. Representatives are trained on 
data validation procedures, privacy protocols, and NEworks data standards to ensure pprecision
and ccompliance. NET’s QA team conducts weekly audits on data entry accuracy and has a 
corrective action loop in place for any discrepancies identified. TThesee proceduress willl remainn 
inn placee andd continuee too bee enhancedd throughoutt thee termm off thee neww contract.  
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3. Interactive Voice Response (IVR) System 

a. The IVR shall: 

Understanding: 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

Response: NET understands that NDOL requires a ffullyy functionall andd compliantt IVRR system
capable of delivering seamless caller experience, supporting multiple languages, and 
maintaining real-time operational visibility. NET’s IVR infrastructure is aalreadyy fullyy deployedd inn 
support of NDOL’s UI program and is designed to meet each of the specified performance and 
compliance expectations. NET’s IVR platform is integrated into our telephony environment, 
supports dynamic call routing, and is actively monitored by internal IT and Workforce teams. 
All IVR configurations are developed in coordination with NDOL, tested prior to deployment, 
and regularly reviewed to ensure they reflect current policy and program requirements.

i. Process calls per NDOL approved scripts 

NET’ss IVRR systemm iss configuredd too followw pre-approvedd calll floww scriptss providedd byy 
NDOL. These scripts guide callers through initial selection options and streamline 
routing to the appropriate service queue. NET updates IVR scripts in coordination with 
NDOL policy changes and ensures all modifications are reviewed and approved before 
deployment.

ii. Offer multi-language support 

NET’ss IVRR systemm alreadyy supportss bothh Englishh andd Spanish,, thee twoo mostt frequentlyy 
requested languages among NDOL claimants. Upon contact, callers are presented with 
clear IVR menu options in both languages, enabling them to navigate the system with 
ease and confidence. All voice prompts are delivered through professionally recorded 
scripts that have been reviewed and approved for cultural and linguistic accuracy. To 
ensure consistency and quality, bilingual Quality Assurance Analysts validate these 
recordings and periodically audit live interactions for clarity, compliance, and 
effectiveness.

In addition to built-in English and Spanish support, NNETT iss fullyy preparedd too continuee to
meett thee needss off claimantss whoo speakk otherr languages. All NET representatives are 
trained to engage a certified third-party telephonic interpretation provider that offers 
real-time access to interpreters in ooverr 2000 languages. This process is seamless and 
efficient: the representative remains on the line, facilitates the three-way conversation, 
and ensures that all claimants, regardless of language, receive accurate and respectful 
assistance.
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iii. Monitor system performance continuously 

NET’ss IVRR systemm iss equippedd withh automatedd performancee monitoringg toolss thatt deliverr 
alertingg capabilitiess continuously,, enablingg NETT too detectt andd respondd too anyy 
irregularitiess inn calll flow,, latency,, orr systemm degradation. These real-time alerts are 
routed to designated technical and operations personnel for immediate triage and 
escalation.

In addition to automated monitoring, NNETT deployss dedicatedd Reall Timee Analystss (RTAs)) 
duringg alll NDOLL operationall hours. These RTAs actively oversee live call volume, queue 
health, representative availability, and IVR performance to ensure system proficiency 
and adherence to service level targets. RTAs are empowered to make real-time 
adjustments, escalate technical concerns, and coordinate with Workforce Management 
and IT to resolve any anomalies before they impact the claimant experience.

The IVR environment is also subject to routine reviews by NNET’ss Workforcee Managementt 
and ITT teams, who analyze performance data, optimize call routing logic, and track 
long-term system trends. Together, these controls ensure ccontinuouss monitoring,, rapidd 
response,, andd consistentt operationall excellencee forr NDOLL claimants.

iv. Provide detailed IVR reporting to NDOL. 

NET currently provides ccomprehensivee monthlyy IVRR performancee reports to NDOL that 
go far beyond standard call routing data. These reports include ccalll volumes,, dropp andd 
disconnectt rates,, menuu selectionn paths,, averagee timee spentt inn thee IVRR system,, andd 
transferr successs rates, all aligned to NDOL’s expectations for transparency and 
operational insight.

In addition, NET has developed a suite of ccustomizedd IVRR reports specifically tailored to 
support NDOL’s analysis and continuous improvement efforts. These reports include:

IVRR Messagingg Effectivenesss Reports, which analyze where callers disconnect 
within the IVR flow, allowing NDOL to evaluate the clarity and impact of 
automated messages and make adjustments to reduce caller frustration.
Repeatt Callerr Analysis, which tags and tracks repeat interactions through the IVR 
to determine where claimants may be encountering confusion, delays, or lack of 
resolution, helping inform both scripting improvements and representative
training priorities.
Post-IVRR Surveyy Reporting, which integrates claimant feedback gathered after 
navigating the IVR and transferring to a representative, offering insight into the 
usability and perceived helpfulness of the IVR menus.

These customized reports are reviewed in mmonthlyy performancee meetings and updated 
based on NDOL feedback. NET’s Business Intelligence team remains available to 
develop additional ad hoc or trend-based IVR reporting as requested, ensuring that 
NDOL always has the tools and insights necessary to make data-informed decisions 
about IVR configuration and service delivery.
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4. Performance Monitoring 

a. NDOL will monitor and review monthly performance 

Understanding: NDOL will monitor and review monthly performance.

Response: NET is already actively supporting NDOL’s performance oversight through a robust,
transparentt monitoringg framework that includes daily, weekly, monthly, and quarterly reporting. 
These reporting packages track key operational metrics such as AAveragee Speedd too Answer (ASA), 
Abandonmentt Rate, FFirstt Calll Resolution (FCR), AAveragee Handlee Time (AHT), CCustomerr 
Satisfaction, and SServicee Levell Achievement, all aligned directly with NDOL’s contractual 
requirements.

Beyond data delivery, NNETT takess aa proactive,, collaborativee approachh too performancee 
management. We conduct wweeklyy cross-functionall performancee meetings that bring together 
Operationss Leadership, WWorkforcee Management, and QQualityy Assurance to review real-time 
performance trends, evaluate root causes of any anomalies, and develop targeted action plans. 
These meetings serve as a platform for operational alignment and enable us to respond swiftly 
to changes in call volume, staffing impacts, or quality indicators.

NET’ss Qualityy Assurancee programm iss embeddedd intoo dailyy operations and includes call 
monitoring, calibration sessions, and QA scoring tied to KPIs. Performance insights are directly 
tied to individual coaching plans, led by Supervisors and supported by QA Analysts. Coaching 
is tailored, ongoing, and focused on both corrective actions and skill development. This model 
ensures that pperformancee gapss aree addressedd immediately, and that service delivery remains 
aligned with NDOL standards.

In addition, NET supports NDOL’s mmonthlyy performancee reviewss withh executivee summaries,, 
commentaryy onn trends, and fformall responsee plans for any metric variances. Our ddata-driven,, 
team-basedd approach has enabled NET to consistently meet or exceed NDOL’s service 
expectations, and we are fully committed to maintaining this standard under the new contract.

b. Monthly assessment of staffing and phone line adequacy with adjustments made 
at the Contractor’s expense to meet performance standards. 

Understanding: Monthly assessment of staffing and phone line adequacy with adjustments 
made at the Contractor’s expense to meet performance standards.

Response: NETT iss alreadyy performingg monthlyy assessmentss andd continuouslyy adjustingg staffingg 
andd infrastructuree too ensuree fulll compliancee withh NDOL’ss performancee standards. In practice, 
NET goes beyond monthly assessments by conducting wweeklyy staffingg meetingss withh cross-
functionall stakeholders,, includingg Workforcee Managementt (WFM),, Operations,, andd QA.
During these meetings, NET reviews current performance data, upcoming volume trends, and 
representative-level metrics to proactively identify resourcing needs.
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NET’s WWFMM teamm forecastss calll volumee andd staffingg requirementss weekly, leveraging real-time 
call trends, historical data, and input from NDOL. Adjustments are made immediately if 
performance trends suggest potential SLA risks, including representatives schedule rebalancing, 
supervisor floor support allocation, or standby representative activation. These changes are 
made aat NET’s expense, without burdening the State.

NET also evaluates ttelephonyy infrastructuree onn ann ongoingg basis, ensuring routing performance, 
call quality, and network redundancy remain optimized to handle volume fluctuations. These 
reviews are documented and included in monthly operational reporting to NDOL.

NET’ss proactive,, data-drivenn approach,, combinedd withh fulll financiall accountabilityy forr 
resourcing, has enabled us to consistently meet and exceed NDOL’s expectations, and we will 
continue to uphold that standard throughout the new contract term.

c. Any missed standards may lead to penalties and corrective measures 

Understanding: Any missed standards may lead to penalties and corrective measures.

Response: NETT fullyy acknowledgess andd acceptss thiss requirement. NET is committed to 
consistently meeting, and frequently exceeding, all contractual performance standards. We 
have built a strong and trusted reputation with NDOL by delivering sustained service excellence 
and maintaining superior operational consistency.

To reinforce accountability, NNETT upholdss aa formal Qualityy Assurancee Actionn Plan, which 
outlines corrective pathways, real-time escalation protocols, and performance recovery 
strategies. This plan is actively managed by NET’s leadership and Quality Assurance teams and 
includes structured call monitoring, representatives coaching, and workforce optimization 
strategies designed to identify and resolve any issues before they escalate into service failures.

Importantly, in NET’s 10-year operating history, we have never faced any penalties or required
correctivee measuress underr anyy contractt orr partnership. This record reflects our organizational 
discipline, performance management systems, and our proactive culture of continuous 
improvement.

In our work with NDOL specifically, NNETT hass consistentlyy mett alll contractuall KPIss andd servicee 
expectations. We will continue leveraging these proven systems, and if corrective action were 
ever required, NET would take full responsibility and implement immediate resolution measures 
at no cost to the State.

Please see Attachment 1 – “NET Quality Assurance Action Plan” for a sample of our 
performance management protocol.
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5. Staffing and Training Requirements 

a. Staffing Requirements 

i. Adjust staff levels to meet projected call volumes: 

Understanding: NET understands that NDOL expects the contractor to maintain staffing 
flexibility by adjusting personnel levels, across all critical roles, based on call volume 
forecasts and program needs, including during seasonal fluctuations.

Response: NETT iss alreadyy executingg thiss requirementt andd hass aa provenn trackk recordd off 
successfullyy scalingg resourcess too meett NDOL’ss operationall demands. Using rreal-timee 
reporting, hhistorical trend analysis, and fforecasting tools, NET proactively adjusts 
staffing levels across all functional roles to ensure consistent coverage and 
responsiveness.

This includes ppre-schedulingg surgee support,, activatingg splitt shifts,, extendingg supervisorr 
coverage,, andd deployingg additionall representativess duringg volumee spikes. NET’s 
Workforce Management team collaborates with operations leadership to anticipate 
needs and implement staffing strategies that preserve service level performance. 

This approach has allowed NET to maintain hhighh servicee levels,, loww abandonmentt rates,, 
andd minimall Averagee Speedd too Answerr (ASA) even during historically high-volume 
periods for NDOL. NNETT willl continuee too executee thiss agilee staffingg modell throughoutt thee 
lifee off thee contract. 

a) Account Manager 

NET’ss currentt Customerr Successs Manager, VVanessaa Spencer, has been assigned 
to the NDOL program since its implementation and will continue in this role 
throughout the life of the contract. This individual ensures ccontractt compliance,, 
overseess escalations,, managess keyy performancee metrics,, andd maintainss strategicc 
communicationn withh NDOLL leadership.

b) Supervisor 

NET’ss Accountt Supervisorr assignedd too NDOL,, Jordenn Myers, is already 
managing the day-to-day operations of the program providing rreal-timee 
guidancee too frontlinee staff,, overseee schedulingg adherence,, managee escalations, 
and eensuree SLAA compliance. Jorden successfully completed NNET’ss registeredd 
Supervisorr Apprenticee Program, through which she gained structured training 
and practical experience in ccontactt centerr leadership,, performancee 
management,, andd teamm development. NET’ss Supervisorr iss well-versedd inn NDOLL 
protocols and will remain dedicated to the program throughout the life of the 
contract.
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c) Quality Assurance Analyst 

NET’ss Qualityy Assurancee Analyst, SStephaniee Basurto, supporting NDOL has
been trained specifically on UUII policy,, NDOLL scripting,, andd compliancee metrics. 
They conduct ddailyy calll evaluations,, flagg coachingg opportunities,, andd facilitatee 
feedbackk loops with representatives and Supervisors to reinforce high-quality 
claimant interactions. These ssame QAA stafff willl continuee too supportt thee programm 
withoutt disruption.

d) Call Center Agents 

NET’ss NDOLL programm iss alreadyy staffedd withh trained,, tenuredd representatives
who are proficient in hhandling claimant inquiries, navigating NEworks, following
NDOL-approvedd scripts,, andd documentingg interactionss inn CRMM systems. These 
representatives are experienced, performance-tested, and will remain in place to 
ensure immediate continuity and service excellence.

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. 

Understanding: NDOL requires a single, accountable leader with government call 
center expertise to serve as the main liaison for all aspects of program oversight and 
communication.

Response: As the current service provider for the Nebraska Department of Labor, NNET
has an established lleadershipp andd qualityy assurancee structure in place that fully aligns 
with the requirements outlined in this RFP.

NET’ss dedicatedd contactt forr alll program-relatedd matterss iss Patrickk Sanders,, Directorr off 
Customerr Success, who has overseen the NDOL project since its inception. Patrick 
brings eextensivee experiencee managingg large-scalee governmentt calll centerr operations,
including programs for the CCenterss forr Medicaree && Medicaidd Servicess (CMS) and the 
Nebraskaa Departmentt off Healthh andd Humann Servicess (DHHS), with ooverr threee yearss off 
directt experiencee supportingg complexx governmentt contracts. He leads all aspects of 
operational oversight, strategic planning, and stakeholder engagement for the NDOL 
program, ensuring consistent service delivery, performance compliance, and client 
satisfaction.

Supportingg Patrickk iss Vanessaa Spencer,, Customerr Successs Manager, who serves as the 
secondaryy pointt off contact. Vanessa oversees cclientt communications,, performancee 
monitoring,, andd continuouss improvementt initiatives. Alsoo supportingg Patrickk iss Deonn 
Wells, a seasoned operational leader focused on driving day-to-day excellence across 
functions. Deon plays an active role in iidentifyingg performancee trends,, streamliningg 
workflows,, andd implementingg tacticall solutions to optimize service delivery and ensure 
that NET consistently exceeds NDOL’s expectations.
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iii. Contractor shall have a direct supervisor and quality assurance analyst 
onsite during service hours. 

Understanding: NDOL expects a Supervisor and QA Analyst to be physically onsite 
during all operating hours to ensure service quality, immediate response capability, and 
real-time issue management.

Response: NET meets and exceeds this requirement through a dedicated supervisory 
and quality assurance structure that is fully embedded in daily operations at our Omaha, 
Nebraska facility.

Jordenn Myers,, NET’ss dedicatedd Accountt Supervisor, started on the NDOL program in
2020, bringing yyears of direct experience and a deep understanding of NDOL’s service 
expectations, claimant interactions, and operational workflows. Jorden is a graduate of 
NET’ss Registeredd Supervisorr Apprenticeshipp Program, where she developed formal 
leadership capabilities in coaching, performance management, and compliance 
oversight. Her role includes dday-to-dayy stafff supervision,, schedulee adherence,, issuee 
resolution,, andd frontlinee engagement to ensure real-time alignment with performance 
metrics.

In partnership with Jorden, NNETT maintainss aa full-time,, onsitee Qualityy Assurancee (QA)) 
Analyst who actively monitors live and recorded interactions throughout the day. This 
individual is specifically trained on NNDOL’ss policies,, scriptingg standards,, andd 
compliancee protocols, and is responsible for conducting QQAA evaluations,, documentingg 
performancee insights,, andd coordinatingg coachingg sessions with supervisors.

Vanessaa Spencerr (Customerr Successs Manager),, Jordenn Myerss (Supervisor),, andd 
Stephaniee Basurtoo (QAA Analyst)) aree alll physicallyy onsitee duringg NDOL’ss designatedd 
operatingg hourss off 8:000 AMM too 5:000 PM. This structure ensures continuous leadership 
presence, rreal-timee servicee oversight, and iimmediatee responsiveness to operational or 
client-related needs.

Together, this tri-level leadership model provides the Nebraska Department of Labor 
with eend-to-endd accountability,, consistentt qualityy assurance,, andd uninterruptedd programm 
continuity throughout the life of the contract.
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b. Training 

i. NDOL Responsibilities: 

a) Initial training by NDOL: Up to two weeks for “Train the trainer” 
training for supervisors and information specialists. NDOL will provide 
training materials and resources that focus on the top reasons 
applicants and claimants contact the call center, which account for 
approximately 85% of total call volume. 

Understanding: NDOL provides initial training and materials for up to two weeks 
via “Train the Trainer.”

Response: NET has successfully completed NDOL’s “Train the Trainer” program 
and fully integrated the NDOL-provided materials into our LLearningg 
Managementt Systemm (LMS) to support standardization, scalability, and 
consistency across all training initiatives. This foundational training equips NET’s 
internal training team, supervisors, and operations leadership with the necessary 
subject matter expertise to effectively onboard new hires and deliver continuous 
education.

To ensure knowledge retention and alignment with NDOL priorities, NET 
conducts QQA-ledd andd Operations-ledd reviews of the training curriculum at 
regular intervals. These sessions include detailed evaluation of training materials 
against recent policy updates, real-world call trends, and identified quality gaps. 
NET also leverages ccalll interactionn data,, QAA trends,, andd representativee feedback
to continuously refine training content to ensure it is relevant, actionable, and 
reflective of the top contact drivers.

Our ttrainingg methodology includes:

A bblendedd adultt learningg approach combining instructor-led sessions, 
guided walkthroughs, system navigation exercises, and interactive 
scenario-based training.
Daily knowledge checks and post-module assessments to evaluate 
comprehension and identify areas for individual coaching.
Immediate nesting after training with side-by-side floor support to 
reinforce key concepts and allow for real-time correction and confidence 
building.

NDOL training content is treated as llivingg documentation, and all updates are 
coordinated with NDOL stakeholders, then translated into our LMS and training 
guides. These materials are version-controlled and consistently audited by our 
QA and Training teams to ensure accuracy and relevance.
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b) Training support: NDOL will make itself available for a mutually 
agreed-upon period to assist with the training process and ensure 
proper implementation. 

Understanding: NET understands that NDOL plays a critical role in the successful 
implementation of the training program by providing subject matter expertise, 
clarification on policy nuances, and ongoing support during the initial and 
refresher training phases.

Response: NET maintains a collaborative training partnership with NDOL to 
ensure that training implementation and reinforcement are accurate, effective, 
and aligned with current policy and operational priorities. During both initial 
onboarding and refresher training, NET engages NDOL for clarification on 
complex or evolving topics, ensuring consistent interpretation and application 
across all staff.

NET and NDOL participate in rroutinee clientt calibrations, during which both 
parties review call interactions, discuss emerging themes, and align on training 
gaps and updates. These calibrations are attended by QA, Training, and 
Operations leaders and often inform changes to the training curriculum, quick 
reference materials, and coaching guides.

Additionally, NET’s TTrainingg andd QAA teamss jointlyy ownn thee feedbackk loop
between NDOL, frontline staff, and internal leadership. This ensures that training 
materials are not only comprehensive at launch, but are continually updated to 
reflect new policies, claimant trends, and systemic changes. NDOL-provided 
feedback is captured, evaluated, and promptly incorporated into relevant 
training content.
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c) The Agency will update the Contractor on an as needed basis 
concerning policy updates. 

Understanding: NDOL updates the contractor as needed.

Response: NET currently receives, tracks, and implements NDOL policy and 
procedural updates on an ongoing basis as part of our established operations. 
To formalize and ensure structured handling of these updates, NET utilizes a 
Changee Orderr Process, which provides a standardized mechanism for 
documenting, approving, and deploying any NDOL-issued modifications.

Each change order is reviewed by OOperationss Leadership,, Workforcee 
Management, Training, and Quality Assurance to assess impact and assign 
appropriate action items. Approved updates are then integrated into NET’s 
Learningg Managementt Systemm (LMS), internal reference materials, and live 
training modules, ensuring frontline representatives have immediate access to 
the most current guidance.

To complement this structure, NNETT alsoo maintainss detailedd Programm Summaryy 
Logs, which capture a historical record of all updates, changes, and 
enhancements made to the NDOL program from its inception. This log serves 
as a full lifecycle summary and provides NDOL and NET leadership with a 
centralized, time-stamped reference of every operational or policy-related 
change, ensuring total transparency and continuity over time.

In addition, NET maintains vversionn controll onn alll knowledgee assets and requires 
staff acknowledgment through LMS sign-offs, ensuring full alignment, policy 
compliance, and audit-readiness. This structured and responsive process 
guarantees that NDOL updates are accurately captured, consistently 
communicated, and promptly implemented to uphold service quality and 
program integrity.
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d) The Agency will provide current desk reference guide material and 
other reference information as needed and as available. 

Understanding: NDOL provides reference guides.

Response: NET incorporates NDOL-provided desk reference materials into a 
centralized KKnowledgee Managementt Systemm (KMS) and integrates this content 
directly into representative workflows. These materials are used across training 
manuals, live call tools, and performance coaching documentation.

To ensure consistency and accuracy:

NET implements vversionn controll protocols to track all updates and ensure 
representatives only access the most current documents.
Reference guides are regularly reviewed as part of QQAA andd Trainingg jointt 
sessions to assess whether updates are needed based on live call 
monitoring trends and policy shifts.
NET’s cclientt calibrationn sessions often identify opportunities to revise or 
expand reference content, which are addressed in coordination with 
NDOL.
Updates are pushed through our LMS and internal alert systems with 
required representative acknowledgment, ensuring changes are both 
seen and understood.

NET’s approach guarantees that all NDOL-issued materials are operationalized 
in a way that drives high-quality service, accuracy, and compliance at every 
touchpoint.
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ii. Contractor Responsibilities: 

a) The Contractor will follow all NDOL procedures provided through 
training, using a “Train the Trainer” method, initially during the contract 
startup of the contract and as needed for any new processes amended 
into the contract. 

Understanding: NET must follow all NDOL-approved procedures provided 
through “Train the Trainer.”

Response: NET fully adheres to NDOL’s procedural expectations as delivered 
through the “Train the Trainer” method, both at contract launch and when new 
processes are introduced. During these sessions, NET engages in ccollaborative
trainingg development with NDOL subject matter experts to mirror the State’s 
procedures, tone, and service philosophy. This ensures that training not only 
covers the required content but also reflects NDOL’s values, claimant approach, 
and communication standards.

Our iinstructionall designn team, QA, and Operations leaders participate in these 
sessions to capture process nuances, translate policies into actionable behaviors, 
and build job aids, reference materials, and LMS modules directly aligned with 
NDOL expectations.

Following “Train the Trainer” sessions, NET develops and deploys rrole-specificc 
learningg paths for trainers, supervisors, and representatives. These include 
scenario-based learning, scripting compliance, system navigation, and claimant 
interaction modeling. Training effectiveness is tracked through pre- and post-
assessments, call simulations, and instructor observations.

Training content is consistently reviewed and calibrated through NET’s internal 
QA-Training-Operationss alignmentt meetings and in cclientt calibrationn sessions
to ensure all procedural changes are reflected accurately and without delay.

b) The Contractor will bear all training costs unless otherwise 
authorized. The state will not accept separate invoicing for training 
and/or associated expenses unless specifically authorized and agreed to 
by each party in advance and in writing. 

Understanding: NET bears all training costs unless otherwise authorized.

Response: NET assumes full financial responsibility for all new hire training, 
refresher courses, materials, and trainer staffing unless explicitly agreed upon in 
writing by NDOL.
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c) Ongoing training is the Contractor’s responsibility for all new hires in 
addition to refresher training for all staff. 

Understanding: NET provides ongoing, new hire, and refresher training.

Response: NET maintains a ccomprehensivee trainingg program that supports the 
full lifecycle of learning, from onboarding through tenure. Our ongoing training 
model includes:

Neww Hiree Training: Structured, instructor-led sessions delivered by 
certified trainers, supplemented with interactive system walkthroughs, 
NDOL scripting exercises, and job simulations. New hires complete 
assessments, participate in roleplay, and enter a nesting period where 
they receive real-time support and feedback before going live.
Refresherr Training: Conducted on a rolling basis, tied directly to 
emerging policy updates, performance metrics, and QA findings. These 
sessions are scheduled proactively or on-demand when individual, team-
wide, or systemic needs are identified. Topics range from process 
changes to soft skills, documentation standards, and compliance 
reinforcement.
Performance-Drivenn Training: QA Analysts work in tandem with 
Supervisors to identify coaching trends and training gaps. This data is 
shared with the Training team to drive targeted micro-trainings or 
coaching clinics that address specific needs.
Trainingg Revieww Cycles: Training materials are reviewed quarterly in joint 
QA/Training/Operations sessions. This ensures that training content 
remains aligned with current NDOL standards and call center realities. 
Any procedural updates provided by NDOL are formally documented, 
versioned, and implemented across all training artifacts and knowledge 
systems.
LMSS Integrationn andd Tracking: All NDOL training is deployed through 
NET’s Learning Management System (LMS), which tracks employee 
participation, performance, and recertification schedules. Training 
completion is mandatory and monitored by HR and Operations to ensure 
100% compliance.

Through this multi-tiered, performance-aligned approach, NET ensures that all 
representatives remain proficient, compliant, and ready to deliver consistent, 
high-quality service in line with NDOL expectations.  



121962 O3 North End Teleservices

06/25/2025                  Proprietary & Confidential Page 336 of 554

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. 

Understanding: NDOL expects the contractor to develop, conduct, and maintain 
a comprehensive and continuous training program that equips representatives
with the necessary knowledge and tools to effectively perform all duties required 
by the State.

Response: NET has established and continues to deliver a ccomprehensive, multi-
phasee trainingg program specifically tailored to the NDOL project. This program 
is strategically designed to equip representatives with the knowledge, technical 
skills, and behavioral competencies required to support claimants effectively. The 
curriculum is built on a layered approach that includes:

Foundationall training via classroom instruction, simulations, and system 
navigation exercises.
Scenario-basedd modules addressing common and complex claim issues, 
policy applications, and scripting compliance.
Livee casee observation, allowing trainees to shadow tenured 
representatives and receive real-time commentary from trainers.
Nestingg support, where representatives transition from training to 
production with direct, side-by-side coaching from certified leads.

This program is mmanagedd throughh NET’ss securee Learningg Managementt Systemm 
(LMS), which supports version control, user tracking, mandatory certifications, 
and reporting. The LMS allows for rrapidd deploymentt off contentt updates, ensuring 
staff are always aligned with the most recent guidance.

NET’s approach has resulted in hhighh first-calll resolutionn rates,, strongg customerr 
satisfactionn metrics,, andd qualityy assurancee scoress thatt consistentlyy exceedd 95%. 
The program is scalable and adaptable, supporting onboarding, cross-training, 
and surge readiness in direct response to NDOL’s operational needs.
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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. 

Understanding: All representatives must be fully trained in Federal, State, and 
Local policies, procedures, and NDOL operations, with training materials 
approved or agreed upon by the State.

Response: NET ensures strict compliance with all applicable Federal, State, and 
NDOL-specific regulations by incorporating policy content into the core training 
curriculum and reinforcement cycle. NET’s training team:

Works directly with NDOL stakeholders to review and validate all material 
prior to deployment.
Conducts jjointt calibrationn sessions between QA, Training, and NDOL to 
ensure content alignment and reinforce policy understanding.
Embeds updates into the LMS and pushes mandatory completions for all 
affected staff.
Verifies policy comprehension through sscenario-basedd assessments and 
knowledge checks integrated into representative certification 
requirements.

As a result, NET maintains a hhighlyy compliantt representativee workforce that can 
navigate regulatory complexities while meeting service level objectives.

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

Understanding: The contractor must create and maintain training manuals and 
documentation for State review and approval.

Response: NET’s training documentation is maintained through a fformall versionn 
controll system, supported by a quarterly review process conducted jointly by 
Training, Quality Assurance, and Operational leadership. NET:

Produces ccomprehensive,, role-basedd trainingg manuals covering NDOL 
systems, procedures, call handling, and documentation protocols.
Ensures that every manual, SOP, and quick reference guide is vversioned,, 
tracked, and tagged for revision history.
Submits updated materials to NDOL for review and approval on a rolling 
basis or immediately following procedural changes.

All materials are available digitally through NET’s ttrainingg SharePointt repositoryy 
andd LMS, ensuring real-time access and transparency for NDOL staff.
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d) Provide copies of all training materials to the State Agency on an 
ongoing basis. 

Understanding: The contractor must furnish the State with copies of all training 
materials on an ongoing basis.

Response: NET provides NDOL with ccomprehensivee accesss too alll trainingg 
materials, including full curriculums, slide decks, manuals, assessments, and 
coaching templates. NET maintains an oopenn accesss for NDOL reviewers and 
also delivers updated content via secure email or SharePoint submission as 
changes occur when requested.

Materials are shared:

At program launch and upon onboarding cohorts.
Following any update due to policy, scripting, or operational changes.
In response to ad hoc NDOL requests.

This practice promotes oongoingg collaboration,, transparency,, andd real-timee 
alignment with NDOL expectations.

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. 

Understanding: The contractor is required to implement a recurring training cycle, 
including refreshers, and provide a dedicated onsite trainer whose sessions may 
be monitored by the State.

Response: NET has established a fformall trainingg calendar supported by a full-
time trainer who manages all NDOL-related training delivery. The schedule 
includes:

Initiall onboarding for all new hires.
Quarterlyy refresherr training targeting known risk areas, updated policies, 
and QA-identified trends.
Add hocc sessions launched in response to NDOL updates or performance 
insights.
Monthlyy knowledgee checks and mini-learning modules deployed through 
the LMS.

All training sessions are conducted onsite, and NDOL is welcome to mmonitor,, 
participatee in,, orr revieww anyy session to ensure transparency and consistency.
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iv. Training including but not be limited to: 

Understanding: NET acknowledges NDOL’s expectation that all representatives must be 
thoroughly trained across a wide range of interpersonal, technical, and program-
specific competencies to ensure high-quality claimant support. NET understands that 
this training must be both comprehensive and continuous to maintain service integrity 
and uphold the standards set forth by NDOL.

Response: NET’s training program is deeply integrated with our Quality Assurance (QA) 
and Operations functions to ensure that training is not a one-time event, but an oongoingg 
cyclee off development,, reinforcement,, andd improvement. All modules below are 
embedded in our Learning Management System (LMS) and reviewed in collaboration 
with NDOL through ccalibrationn sessions,, QAA insights,, andd performancee trends. Our 
training framework includes: 

a) Sensitivity awareness training 

Response: NET delivers structured Cultural Awareness and Sensitivity Training 
that equips representatives to serve claimants with empathy, respect, and without 
bias. Our content covers:

Unconsciouss biass training
Avoidingg assumptionss andd recognizingg stereotypes
Identifyingg emotionall cuess andd demonstratingg culturall intelligence

This module is reinforced through rrefresherr workshops,, supervisorr one-on-ones,, 
andd livee coachingg tiedd too QAA trends.

b) Projecting positive and helpful attitude 

Response: NET trains representatives to embody a service-oriented mindset 
through workshops that emphasize:

Tonee awareness
Empatheticc phrasing
Customer-firstt language

Supervisors reinforce these principles through llivee calll evaluations,, QAA coaching
sessions,, andd monthlyy refresherr trainingg focusedd onn attitudee andd professionalism.
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c) Conflict resolution 

Response: All representatives are equipped with aadvancedd de-escalationn 
techniques to manage heightened emotions, diffuse conflict, and transition 
conversations to productive outcomes. Role-play, call reviews, and targeted 
coaching are used to sstrengthenn theirr emotionall resiliencee andd conversationall 
control.

d) Communicating with confidence and competence 

Response: Through guided scripting, structured call flows, and situational 
exercises, NET representatives are trained to:

Speak with clarity
Convey authority on complex policy matters
Demonstrate confidence even during escalated or high-pressure 
interactions

Our trainers evaluate and coach these skills during mmockk calll assessments,, QAA 
calibration,, andd floor-levell observation.

e) Adhere to confidentiality policies and procedures 

Response: NET maintains strict adherence to confidentiality protocols, including:

HIPAAA compliance
PIII safeguardingg procedures
NDOL-specificc dataa handlingg standards

Additionally, all NET employees assigned to the NDOL program are required to 
sign a comprehensive Non-Disclosure Agreement (NDA) as part of their 
onboarding process. This NDA reinforces the critical importance of 
confidentiality and legally binds each employee to uphold the highest standards 
of data security and privacy.

f) Customer Service Enhancement. 

Response: NET continuously refines our customer service standards through:

Monthlyy performancee huddles
Behavior-based coaching
Scriptt reinforcementt strategies

Our training promotes cconsistency,, clarity,, andd proactivee issuee resolution, 
ensuring every claimant receives an experience marked by care and accuracy.
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g) Product knowledge 

Response: Representatives undergo rigorous instruction on:

UII programm policies
Eligibilityy criteria
Appealss processess andd documentationn standards

This knowledge is continually refreshed in ppolicyy updatee sessions,, knowledgee 
assessments,, andd LMSS moduless tiedd too calll qualityy indicators.

h) System use 

Response: Hands-on training is provided for all platforms used in NDOL 
operations, including NNEworkss andd NET’ss CRM, with emphasis on:

Efficient navigation
Secure data entry
Accurate disposition and case logging

Representatives receive rrefresherr coursess ass updatess too UII systemss occur and are 
tested on their proficiency post-training.

i) Script familiarity 

Response: All staff are trained to utilize NDOL-approved scripts with flexibility, 
ensuring:

Compliance
Conversationall fluency
Personalizationn withoutt deviationn fromm policy

Regular sscriptt audits,, QAA scoring,, andd shadowing reinforce appropriate usage 
and identify coaching opportunities.
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j) Customer service enhancements 

Response: NET delivers an elevated customer service experience by embedding 
enhancement strategies into every level of training, operations, and quality 
oversight. Beyond foundational service skills, NET focuses on eemotionall 
intelligence,, proactivee problem-solving,, andd situationall adaptability to ensure 
interactions are both effective and empathetic.

Key components of our customer service enhancement approach include:

Advancedd Emotionall Cuess Training: Representatives are trained to 
recognize verbal and tonal cues that indicate stress, confusion, or 
frustration. This enables them to respond with tailored empathy and 
supportive language to defuse tension and foster trust.
Empathy-Firstt Coaching: NET embeds empathy as a measurable 
performance factor. Our QA team evaluates interactions not only for 
compliance but also for warmth, tone, and personalized service delivery, 
reinforcing a human-centered approach.
Proactivee Communicationn Techniques: Representative are trained to 
anticipate claimant needs, clarify expectations, and provide next-step 
guidance without prompting, reducing call backs and increasing claimant 
confidence.
Consistencyy throughh Coaching: Monthly coaching sessions based on QA 
insights and real-time observations ensure representatives are aligned 
with NDOL’s service standards while continuously improving on soft skills 
and resolution techniques.
Tailoredd Feedbackk Loops: Through post-call QA reviews, calibration 
sessions with NDOL, and representative self-evaluations, we identify and 
reinforce high-impact service behaviors. Trends from these sessions 
directly inform updates to training content and performance management.

These enhancements are not static. NET’s service quality team conducts monthly 
service effectiveness reviews to identify improvement opportunities and deploy 
targeted training modules accordingly. Through this structured and proactive 
approach, NET ensures that customer service is not only compliant, but also 
compassionate, consistent, and continuously evolving.
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k) Sensitivity and confidentiality training 

Response: As part of our onboarding and refresher series, NET conducts 
dedicated sessions that combine:

Culturall awareness
Confidentialityy protocols
Real-worldd empathyy trainingg modules to promote inclusive, bias-free 
communication.

Reinforcement occurs through:

QA-drivenn coaching
Monthlyy diversity-focusedd developmentt sessions
Annuall policyy re-certificationn requirements

l) Role-play 

Response: Interactive, scenario-based role-play is a cornerstone of NET’s 
instructional design. Training simulations replicate:

Common claimant inquiries
Escalation scenarios
Emotionally sensitive conversations

Supervisors and trainers utilize role-play to assess skill acquisition and readiness 
before any representative enters the production environment.

c. Training Locations 

i. Training may be conducted at the Contractor’s physical location or online 
with a preapproved web application. 

Understanding: Training may occur onsite or virtually with approved software.

Response: NET delivers all internal NDOL training sessions in person at our Omaha 
office in a designated training facility to ensure full engagement, direct supervision, and 
hands-on instruction. This in-person format reinforces comprehension, consistency, and 
immediate feedback throughout the training process. Virtual training is only utilized 
when NDOL personnel are unable to be onsite and must participate remotely. In those 
limited cases, NDOL-approved virtual platforms are used with strict protocols for 
participation tracking and trainer oversight to maintain training quality.  
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6. 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: 

Understanding: NET understands that NDOL requires a real-time, transparent reporting 
dashboard that provides immediate visibility into call center KPIs. This tool must support daily 
operational oversight and facilitate performance evaluation.

Response: NNET currently utilizes a real-time performance dashboard located within our 
telephony system. This dashboard is actively used by NET leaders to monitor live call traffic, 
service levels, and key metrics. The dashboard is updated continuously and structured to 
highlight both operational data and strategic performance indicators for decision-making and 
rapid response. TThiss systemm iss alreadyy inn placee andd supportingg NDOLL operations behind the 
scenes. NET is fully prepared to extend secure access to NDOL leadership, enabling direct 
visibility into real-time performance data.

i. Call Statistics Reports: Detail and summary reports, aggregated and detailed 
data for calls received, abandoned, answered, resolved, etc. 

Response: NNETT currentlyy producess andd deliverss comprehensivee Calll Statisticss Reports to 
NDOL on a ddaily,, weekly,, andd monthlyy basis, capturing both detail-level and 
aggregated insights. These reports track critical metrics such as total calls received, 
answered, abandoned, resolved, and transferred, along with associated AHT, ASA, 
abandonment rates, and call outcomes.

Data is pulled from multiple integrated systems, including NET’s Automatic Call 
Distributor ((ACD),, CRM,, andd QAA platforms, and validated for consistency and accuracy. 
Each report is accompanied by iinterpretivee analysis from our BBusinesss Intelligencee team, 
who contextualize performance trends, flag emerging patterns, and identify root causes 
of service fluctuations.

NET uses these insights to drive sstrategicc andd operationall decision-making, such as 
adjusting staffing allocations, refining representative coaching priorities, or recalibrating 
scripts and workflows. This intelligence is also shared with NDOL stakeholders through 
narrative summaries and performance commentary, providing a clear picture of call 
center health and guiding future planning.

By delivering not just data, but aactionablee insight, NET ensures that both our team and 
NDOL leadership are empowered to make informed, timely decisions that maintain 
service quality and align with program goals. These reports are foundational to our 
shared commitment to transparency, accountability, and continuous performance 
improvement.
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ii. Interval Reports: Ability to filter and sort reports by specific intervals such as 
hourly, daily, weekly, etc. 

Response: NET’s reporting infrastructure offers advanced interval-based analytics that 
support filtering by hhour,, day,, week,, orr anyy customm timeframe. These reports are not 
just available, they are used actively within NET’s operational playbook to pinpoint surge 
patterns, monitor staffing effectiveness by shift, and align resource planning with 
NDOL’s real-world demand curves.

For example, hourly interval reports help identify when claimant wait times begin to 
creep upward, prompting proactive adjustments by our Real-Time Analysts (RTAs). Daily 
interval trends drive our coaching schedules, WFM forecasts, and escalation tracking. 
These reports are fully configurable and delivered in formats tailored for NDOL’s 
operational and executive review, giving the State full visibility into contact center 
dynamics at every level.

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

Response: NNETT activelyy monitorss real-timee calll volumee through livee dashboards
powered by our ACD platform. These dashboards display critical indicators including 
current queue depth, call arrival rates, wait times, available representative status, and 
overflow thresholds.

NET’s RReal-Timee Analystss (RTAs) monitor this feed continuously during NDOL operating 
hours, enabling them to make live adjustments to representative allocations, break 
schedules, and escalation paths. The system is configured to alert operations and 
leadership when thresholds are nearing risk, triggering interventions before SLA 
degradation occurs.

This live call intelligence is not siloed; it’s a shared resource. NET has already extended
secure dashboard access to NDOL leadership, ensuring the same real-time data used 
by NET to manage operations is available to NDOL to observe, validate, and engage 
in decision-making.
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iv. Service Level Compliance: Monitoring adherence to agreed-upon service 
levels (e.g., response time, abandonment rates). 

Response: NET currently monitors service level compliance in rreall timee andd acrosss 
multiplee performancee layers. SLA metrics, including Average Speed to Answer (ASA), 
percentage of calls answered within threshold, abandonment rate, and callback 
adherence, are tracked minute-by-minute through automated dashboards.

Alerts are triggered when performance begins to trend below thresholds, allowing RTAs 
and Supervisors to intervene immediately by reprioritizing queues, activating auxiliary 
staff, or adjusting routing strategies. These proactive steps are documented and 
discussed during our wweeklyy cross-functionall performancee meetings between Workforce 
Management, QA, and Operations.

Compliance reports are delivered to NDOL daily and reviewed in monthly performance 
meetings, accompanied by detailed commentary, corrective actions (if any), and trend 
projections. NET’s SLA monitoring goes beyond tracking; we use it as a rreal-timee 
managementt tooll andd aa long-rangee planningg driver.

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

Response: NET tracks representatives’ performance through an integrated system of QA 
evaluations, ACD metrics, and rreal-timee andd post-calll analytics, capturing both 
individual efficiency and service quality. Key metrics include AHT, adherence, First Call 
Resolution, QA scoring, and live customer satisfaction survey results.

This data fuels NET’s rrepresentativee coachingg model, which blends scheduled 1:1 
session, targeted skill refreshers, and real-time feedback based on call monitoring and 
trend deviations. Representatives are evaluated not just on productivity, but on 
compliance with NDOL policies, use of approved scripting, and claimant satisfaction 
outcomes.

Performance results are presented in MMonthlyy Operationall Reports that can be shared 
with NDOL, including individual and team benchmarks, improvement plans, and 
recognition of high performers. NET’s performance framework ensures NDOL always 
has a clear view of how well its claimants are being served, and how individual 
representative actions contribute to program outcomes.



121962 O3 North End Teleservices

06/25/2025                  Proprietary & Confidential Page 447 of 554

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

Response: NET categorizes every interaction using customized CRM tags that align with 
NDOL’s most frequent inquiry types, such as bbenefitt status,, eligibilityy questions,, 
technicall issues,, documentationn needs,, orr callbackk requests. These categories are 
defined collaboratively with NDOL and refined based on evolving trends or policy 
changes.

Categorized data is analyzed monthly to surface eemergingg servicee issues,, trainingg 
opportunities,, andd scriptingg adjustments. For example, a spike in calls about a particular 
benefit code might trigger an internal knowledge base update or targeted refresher 
training.

In addition, cclaimantt feedbackk fromm post-calll surveyss iss mappedd too calll categories, 
helping to validate whether resolution was achieved, if the script was clear, and whether 
the representative experience aligned with expectations. These insights are built into 
NDOL’s monthly reports to support program decisions, process improvements, and 
continuous quality refinement.

b. Contractor should make available customizable reports based upon data trends in 
call volume, customer satisfaction and service level adherence. 

Understanding: NDOL expects flexible reporting that aligns with strategic program insights and 
operational needs.

Response: NEETT currentlyy providess NDOLL withh aa comprehensivee suitee off reportingg toolss andd 
outputss that fully align with expectations. Our reporting infrastructure is designed to ensure 
transparency, accountability, and data-driven decision-making at all levels of the agency.

Real-Timee andd Onlinee Reporting

NET delivers a ssecure,, real-timee dashboard through our ACD platform, which has been made
accessible to NDOL leadership and operational stakeholders. This dashboard offers:

Real-timee visibility into call volume, queue status, wait times, and service level attainment
High-levell representatives’’ performancee insightss 
Livee data to support timely staffing and operational adjustments

This online dashboard provides an at-a-glance operational overview and is already being 
leveraged by NET to support daily decision-making and performance oversight.
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Scheduledd andd Interval-Basedd Reports

In addition to the real-time dashboard, NET provides a full array of sscheduledd andd interval-
basedd reports. These reports are delivered at daily, weekly, monthly, and quarterly intervals 
depending on the use case and NDOL’s preference. Each report is fully customizable to align 
with the agency’s evolving requirements. Current reporting includes, but is not limited to:

Calll volumee trendss andd forecasting
Servicee levell adherencee andd ASAA performance
Abandonmentt andd callbackk rates
Representative-levell performancee metrics
Calll dispositionn andd categorization
Qualityy assurancee scoress andd post-calll surveyy results

These reports are delivered in accessible formats and can be customized to be filtered by time 
interval, representative group, inquiry type, or SLA category to provide insights across 
operational, tactical, and strategic dimensions.

Customizablee andd Add Hocc Reportingg Capabilitiess 

NET understands that NDOL’s reporting needs are not static. In support of that, we offer rrobust
add hocc reportingg functionality through our business intelligence tools. NDOL can request 
targeted reports on-demand, filtered and segmented by:

Representative performance
Inquiry or disposition type
Customer satisfaction results
SLA metrics
Geographic region
Call outcome or resolution status

These reports can be formatted and styled for eexecutive-levell briefings, mmid-managementt 
dashboards, or ddetailedd operationall analysis, ensuring that each stakeholder group receives 
information that is timely, relevant, and actionable.

Dataa Trendd Analysiss andd Strategicc Alignment

NET proactively partners with NDOL to identify emerging trends and ensure that reporting drives 
meaningful insights. This includes:

Trend-basedd analysis of key performance indicators to identify areas for improvement
Quarter-over-quarterr comparisons to track program evolution
Customm viewss andd dashboards tailored to leadership priorities or policy initiatives
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We routinely adjust and enhance reporting output based on NDOL’s feedback, incorporating 
updated KPIs, shifting policy priorities, or technical adjustments in data collection systems.

Accessibilityy andd Collaborationn 

All reports and dashboards are shared via secure platforms with access controls managed in 
accordance with NDOL’s data governance protocols. NET maintains open communication with 
NDOL program managers, analysts, and executives to ensure reports are interpreted effectively 
and that data insights are tied back to program goals.

Conclusion

NET’s current reporting infrastructure not only satisfies the requirements outlined in this RFP but 
also represents a mature, flexible, and collaborative reporting environment. Our tools offer 
NDOL full visibility into both tactical performance and strategic trends, through real-time 
dashboards, interval reporting, and ad hoc custom reports, ensuring continued alignment with 
agency priorities, operational needs, and service excellence expectations.

c. Contractor should provide ad hoc reports as requested by the State. Due date for 
ad hoc reports will be determined by mutual agreement of the parties. 

Understanding: NDOL requires on-demand access to special reports as program needs evolve.

Response: NNETT currentlyy providess add hocc reportingg too thee NDOL as a core component of our 
ongoing partnership. These reports are routinely developed in response to operational shifts, 
policy changes, and executive inquiries. Our established processes ensure responsiveness, 
accuracy, and collaboration at every stage of delivery.

NET’s dedicated reporting team, including a BBusinesss Analystt specificallyy assignedd too thee NDOLL 
program, works directly with NDOL stakeholders to scope ad hoc report requests, define key 
parameters (such as date range, population, performance filters, and issue category), and 
establish the delivery timeline by mutual agreement. All ad hoc reports are subjected to internal 
data validation and quality control checks to ensure consistency with historical reporting and 
integrity of analysis.

Currentt Exampless off Add Hocc Reportingg Providedd too NDOLL Include:

Calll volumee comparisons during program changes or surge events
Trendd analysis by inquiry type or issue category to support internal planning
Callbackk completionn ratess andd customerr satisfactionn correlations
Queuee timee breakdownss byy timee off dayy orr languagee selection

These reports are typically turned around within 24–72 hours depending on complexity and 
often include contextual commentary or narrative summaries to assist NDOL in stakeholder 
communication or presentation of findings.
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NET is committed to transparency, flexibility, and partnership. As NDOL’s program needs to 
evolve, we remain fully prepared to adjust reporting parameters, incorporate new KPIs, and 
create one-time or recurring ad hoc reports to ensure the State has the insights it needs, when 
it needs them. 

7. 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.

Understanding: NET understands that in the event of any service disruption, immediate 
notification to the NDOL point of contact is required. NDOL must be informed without delay, 
along with a clearly defined resolution plan and estimated timeline to restore service. This 
requirement ensures transparency, mitigates operational risk, and maintains continuity of 
claimant support services.

Response: NETT acknowledgess andd fullyy understandss thee requirementt too immediatelyy notifyy thee 
designatedd NDOLL point of contact in the event of any service disruption. WWee aree committedd too 
promptt andd transparentt communication, including the provision of a clearly defined resolution 
plan and estimated timeline for service restoration.

NET follows a pproactivee incidentt responsee protocol, which includes rapid triage, root cause 
analysis, and structured internal escalation, monitored by our IT, Workforce Management, 
and Operations teams. To ensure continuity of services and avoid system interruptions, NET 
has implemented robust infrastructure safeguards:

A ccommercial-gradee backupp generator is installed onsite at our Omaha facility to 
automatically provide power during outages. This ensures the NDOL program remains 
fully operational, even in the event of a local utility failure.
Everyy agentt workstationn iss equippedd withh ann Uninterruptiblee Powerr Supplyy (UPS), which 
provides immediate short-term power and system protection, preventing disruptions 
during a switch to generator power or other electrical anomalies.
Dual-carrierr internett failoverr andd firewalll redundancy ensure uninterrupted connectivity 
to cloud-hosted platforms and telephony services.
Regular ttabletopp exercisess andd BCP/DRPP validations are conducted to simulate 
potential disruption scenarios and validate response readiness.

These technical safeguards are reinforced by NET’s commitment to rreal-timee coordinationn 
withh NDOL. Throughout any incident, NDOL receives full visibility and communication to 
maintain control and confidence in the continuity of claimant support services.  
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Detailed Project Work Plan

1. Introduction & Purpose NET proudly serves as the incumbent provider of Tier 1 inbound call 
center services for the Nebraska Department of Labor’s (NDOL) Unemployment Insurance (UI) 
program. This detailed project work plan outlines our operational framework, staffing and 
resource model, service delivery approach, technology infrastructure, and our commitment to 
performance standards. NET's objective is to ensure a seamless continuation of high-quality 
service while identifying opportunities to elevate claimants' experiences and operational 
outcomes.

2.. Projectt Objectivess 

Deliver first-tier resolution of UI claimant inquiries with empathy, accuracy, and 
timeliness.
Minimize queue and hold times and maintain first-contact resolution standards.
Route unresolved or complex issues efficiently to NDOL staff through a structured 
callback protocol.
Maintain high levels of claimant satisfaction and SLA compliance.
Provide transparent, real-time data reporting and business intelligence.
Foster collaboration with NDOL through regular business reviews and innovation 
sessions.

3.. Timelinee && Keyy Milestoness 

Milestone Date Description
Contract Award September 10, 2025 Official contract execution date.
Go-Live Date September 10, 2025 Continuation of current services, 

no gap or transition required.
Refresher Training September 2025 Annual policy and process 

refresher, conducted with NDOL.
Weekly Calibration 
Meetings

Ongoing Align quality scoring, scripting, 
and training effectiveness.

Monthly Business Reviews Starting October 2025 Strategic sessions reviewing KPIs, 
workforce trends, and 
improvements.

Quarterly Innovation 
Meetings

Q4 2025 Sessions exploring enhancements 
in tools, workflow, and claimant 
experience. 
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4.. Scopee off Servicess 

Inboundd Calll Management: Handle all first-tier claimant inquiries using NET-trained 
representatives following NDOL scripting and service expectations.
Callbackk Scheduling: Use CRM to schedule, document, and monitor callbacks for 
unresolved issues.
CRMM && Casee Documentation: Capture caller details, resolution path, call disposition, 
and follow-up status. Cases are viewable and actionable by both NET and NDOL teams.
Escalationn && Triage: Defined workflows for technical issues or policy-specific matters 
escalated to NDOL.
Customerr Experience: Prioritize empathy, tone, and understanding through reinforced 
soft-skill training and QA scoring.
Dataa Entryy && Systemss Use: Enter claimant data accurately into NEworks and CRM in 
real time during live interactions.

5.. Staffingg Plann 

Totall Staff: 15 dedicated full-time CSRs, 1 Supervisor, 1 QA Analyst.
Shifts: Monday–Friday, 8:00 a.m.–5:00 p.m. CST with peak-day surge coverage.
Bilinguall Ratio: Minimum 15% of staff fluent in English and Spanish.
Onsitee Leadership: Supervisor and QA present during all service hours.
Surgee Readiness: Flexible scheduling and pre-scheduled surge rosters for Mondays and 
post-holiday volumes.

6.. Technologyy && Infrastructuree 

Telephony: Our ACD platform with full IVR capabilities, bilingual routing, and callback-
in-queue functionality.
CRM: NET-configured platform supporting disposition tagging, case ownership, 
callback tracking, and reporting. Seamlessly integrates with NEworks.
QAA Tools: Integrated evaluation forms, coaching logs, sentiment tagging, and 
performance heatmaps.
WFMM Platform: Forecasting, scheduling, adherence monitoring, and real-time response 
dashboards.
Security: NIST-aligned secure data environments, audit logs, restricted access protocols, 
and staff NDAs.
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7.. Implementation Approach As the current provider, NET will not require a formal 
implementation phase. Instead, we propose:

Discoveryy Workshop: Finalize post-award priorities and explore process/tool 
enhancements.
Systemm Optimizationn Window: August–September 2025, implement improvements 
requested by NDOL.
Trainingg Refreshh Alignment: Annual retraining led jointly with NDOL training personnel.

8.. Riskk Mitigationn && Continuityy 

Disasterr Recoveryy Plan: Redundant infrastructure, mirrored data access, remote-capable 
fallback environment.
Dual-Carrierr Connectivity: Ensures telephony/data uptime.
Cross-Trainedd Representative: Enables rapid reassignment and absentee coverage.
Compliancee Audits: Internal quarterly compliance reviews on data handling, call quality, 
and systems access.

9.. Performancee Metricss && SLAss 

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

10.. Reportingg && Monitoringg Frameworkk 

Real-Timee Dashboard: ACD-integrated dashboard accessible to NDOL.
Dailyy Snapshots: Queue performance, call volumes, and service level attainment.
Weeklyy Reports: Quality scores, coaching summaries, callback resolution rates.
Monthlyy Reviews: Strategic summaries for stakeholder review.
Calll Categorizationn Reports: Frequency, resolution trend, and emerging themes.
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11.. Qualityy Assurancee && Trainingg Programm 

Training: All representatives trained via NDOL-approved materials. New hires receive 
2-week onboarding + nesting.
Ongoingg Training: Monthly refreshers, QA-led coaching, empathy and bias training, 
cultural sensitivity, and roleplay-based learning.
Calll Monitoring: 100% recording with at least 4 QA reviews per representative monthly.
QAA Calibration: Weekly alignment with NDOL and internal leadership.
Correctivee Actionn Loop: Performance improvement plans activated when thresholds are 
not met.

12.. Communicationn && Governancee 

Primaryy Pointt off Contact: Director of Customer Success, supported by Program 
Manager and Supervisor.
Escalationn Protocols: Tiered chain of communication including real-time issue flagging.
Partnerr Engagement: Monthly business reviews and quarterly innovation planning 
ensure proactive alignment.
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Minimal Requirements 

Bidder will indicate yes or no that bidder is able to meet Mandatory Minimum Requirements. 

 Mandatory Requirement 
Bidder Respond: 
Yes or No 

A.    PROJECT OVERVIEW 
  

  
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 

B. BUSINESS REQUIREMENTS: General Operational Requirements 
  

1.a. 

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

Yes  

3.a vi 

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

Yes  

3.a vii 

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  

4.a 4.b 

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. BUSINESS REQUIREMENTS: Call Center Service Requirements 
  

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

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

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  

5.a ii, iii 

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 

 C. SCOPE OF WORK 
  

3.A.x 

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  

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

3.C. iii 

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  

3.C. v. 

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

Yes  

3. F.iii. 

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 

3. G iii. 

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  

3. H. i 

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

Yes  

3. H. ii 
Contractor shall allow NDOL representatives to visit and 
observe the call center operation as needed.  Yes 
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Required Responses 

RFP Section V Project Description and Scope of Work: 1.b. 
Mandatory Requirement: b. Contractor shall ensure that agents have a secure and dedicated 
workspace that prevents unauthorized access to claimant data.   
RFP Section V Project Description and Scope of Work: 2.a. 
Mandatory Requirement: 2. Legal Compliance. a. Contractor shall operate in full compliance 
with all applicable federal and state laws and regulations throughout the contract term. 
See also:  
Question: 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. 
Bidder Response:   
NET maintains a fully secure, access-controlled contact center facility located in Omaha, 
Nebraska, where all NDOL services are delivered. Physical and technological security are 
embedded into every aspect of NET’s operations to protect Personal Protected Information (PPI) 
and maintain compliance with NDOL’s security requirements. 
 
Physical Security: 
NET’s facility enforces rigorous physical access controls, including electronic badge-only entry, 
24/7 surveillance, and monitored entry points to restrict access to operational areas. NDOL 
program staff operate in a dedicated, restricted-access zone within the facility, separated from 
other client programs. Visitor access is limited and supervised, and all personnel assigned to 
the NDOL program are subject to identity verification and background checks prior to hire. 
 
Technological Security: 
NET deploys enterprise-grade cybersecurity controls to protect all systems and data. These 
include: 

 Multi-Factor Authentication (MFA) for system logins 
 Endpoint Protection and Antivirus on all devices 
 Role-based access controls within CRM, ACD, and reporting tools 
 Network segmentation to isolate NDOL data from other environments 
 Firewall and intrusion detection systems to monitor and block unauthorized traffic 
 Data encryption at rest and in transit 
 Automated session timeouts and device locking protocols 

 
All NDOL-related equipment and infrastructure is owned and maintained by NET, ensuring full 
control and compliance over every element of the technology stack. 
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Data Privacy & Handling of PPI: 
NET has extensive experience handling PPI and sensitive claimant data as part of our work with 
NDOL, Nebraska DHHS, Maximus Federal Services (CMS), and other public-sector clients. All 
NDOL-assigned staff receive formal training on HIPAA, PPI protection, and confidentiality 
protocols as part of onboarding. Additionally, every employee supporting the NDOL program 
signs a Non-Disclosure Agreement (NDA) and participates in annual security and confidentiality 
refresher training. 
 
Ongoing Compliance & Controls: 
NET conducts regular internal audits and system vulnerability scans to validate security controls 
and identify any areas of risk. Access to claimant information is limited strictly to authorized 
personnel based on job function, and all access is logged and monitored. NET enforces a zero-
tolerance policy for improper access, disclosure, or use of any claimant data. NDOL data will 
never be stored, shared, or accessed outside of contractually authorized parameters. 
 
NET’s policies and procedures fully align with the security and confidentiality requirements 
outlined in the RFP and applicable state and federal regulations. These protections are already 
in place today and will remain central to NET’s approach under the new contract. 
 
For additional information on the referenced mandatory requirements please see BBusiness 
Requirements – General Operational Requirements Section 1. Contractor Location and 
Eligibility on ppage 13 & SSection 2. Legal Compliance on ppage 14 of the RFP Repose “1121962 
O3 North End Teleservices”.   
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RFP Section V Project Description and Scope of Work: 6.b 
Mandatory Requirement: b. Contractor shall supply a method of telephonic interpretation for 
non-English and non-Spanish language interpretation services. 
See also:  
Question: Describe your language capabilities, including the percentage of call center staff 
who bilingual in English and Spanish are, and any other languages available. Describe how 
you will ensure that call 
center staff are able to communicate with individuals in multiple languages. 
Bidder Response:   
NET currently meets and exceeds NDOL’s language access requirements and maintains a 
strong operational model to ensure equitable service to Nebraska’s diverse claimant 
population. 
 
Bilingual Staffing (English-Spanish): At all times during business hours, aat least 10% of NET’s 
call center representatives assigned to NDOL are fluent in both English and Spanish, with full 
proficiency in reading, writing, and speaking. These bilingual representatives are already 
actively supporting NDOL claimants and are trained in UI program content, scripting, and 
NEworks system navigation. Bilingual staffing levels are continuously monitored and adjusted 
to meet real-time demand and service level expectations.  
 
Additional Language Support: To support individuals whose primary language is neither English 
nor Spanish, NET utilizes a nnationally certified professional interpretation service capable of 
delivering real-time telephonic interpretation in oover 200 languages. This third-party resource 
is fully integrated into NET’s call handling procedures, allowing representatives to quickly 
connect callers with interpreters while remaining on the line to ensure accuracy and empathy 
in communication. 
 
Training and Quality Assurance: All bilingual representatives’ complete language proficiency 
assessments during the hiring process and are trained to adhere to NDOL-approved scripting 
in both English and Spanish. Additionally, representatives receive ongoing training in cultural 
sensitivity and communication best practices to ensure that interactions remain professional, 
respectful, and compliant. NET’s QA Analysts include bilingual monitors who review calls for 
accuracy and service quality in both languages. 
 
Access and Equity Commitment: NET ensures that all claimants, regardless of language 
preference, receive accurate, timely, and respectful service. Language support resources are 
available on demand and documented in internal SOPs to ensure consistent application across 
shifts and call types. 
NET’s language capabilities are already fully operational within the NDOL program and will 
remain in place and scalable throughout the life of the contract. 
 
For additional information on the referenced mandatory requirements please see BBusiness 
Requirements – General Operational Requirements Section 6. Contractor should provide 
English to Spanish and Spanish to English language interpretation services on ppage 19 of the 
RFP Repose “1121962 O3 North End Teleservices”.    
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RFP Section V Project Description and Scope of Work: 3.a  i thru iv 
Mandatory Requirement: 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:   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. 
Question: Describe in detail your Interactive voice response system. Include the total 
capabilities and any self-service options. 
Bidder Response:  
Interactive Voice Response (IVR) System Capabilities 
North End Teleservices (NET) utilizes the Five9 platform to deliver a robust and scalable 
Interactive Voice Response (IVR) system that is fully configurable to meet the operational and 
customer service objectives of the Nebraska Department of Labor (NDOL). Our IVR system is 
designed to enhance customer experience, improve call routing accuracy, and optimize 
resource allocation. 
 
Call Routing and Language Support 
The IVR system is capable of routing calls dynamically based on caller input, including language 
preference and reason for the call. English and Spanish are fully integrated into the IVR, with 
direct routing to representatives who are fluent in the selected language. For callers requiring 
assistance in other languages, the IVR seamlessly integrates with Language Line Services. 
Representatives remain on the line during interpretation sessions, which eliminates unnecessary 
call transfers and ensures smooth, uninterrupted customer experience. 
 
System Integration and Call Management 
NET’s IVR platform is capable of integrating with NDOL’s existing systems to enable intelligent 
call routing, data exchange, and CRM synchronization. We have provisioned a dedicated toll-
free number based on NDOL’s preference. The system supports skills-based routing, allowing 
calls to be directed to the most qualified representatives available, improving resolution times 
and caller satisfaction. 
 
Self-Service Options 
The Five9 IVR includes a variety of self-service features that enable efficient and streamlined 
caller interactions without requiring immediate representative assistance. These features 
include: 

 Virtual Queue Callback: Callers can opt to receive a callback without losing their place 
in the queue, reducing hold times and improving customer satisfaction. 

 Informational Messaging: The system can deliver time-sensitive announcements such as 
high call volume notices, policy changes, deadlines, or eligibility updates. 

 Post-Call Surveys: The IVR can be configured to offer automated customer satisfaction 
surveys upon call completion, providing actionable feedback. 
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 Structured Menu Navigation: Callers can select from clearly defined options to be 
routed appropriately or access basic information without representative intervention. 

 
While we do not currently employ speech recognition or natural language processing (NLP) 
within the IVR, the platform is designed for future scalability and can accommodate such 
enhancements as NDOL’s requirements evolve. 
 
Monitoring, Reporting, and Performance Visibility 
Supervisors utilize Five9’s real-time dashboards and monitoring tools to oversee call flows, 
queue metrics, representative performance, and system functionality. These dashboards can be 
securely shared with NDOL leadership to provide real-time visibility into key performance 
indicators (KPIs). 
 
In addition, our comprehensive reporting suite delivers customizable daily, weekly, monthly, 
and quarterly reports encompassing: 

 Call volumes 
 Average handle times 
 Abandonment rates 
 Service level attainment 
 Callback utilization rates 
 Adherence and occupancy metrics 
 Survey results and call driver insights via CRM analytics 

 
Performance thresholds and alerts are configured to detect and notify teams of spikes in call 
volume, extended queue times, or potential service disruptions, ensuring a proactive 
management approach. 
 
Conclusion 
NET’s IVR system is a fully integrated, scalable solution designed to meet the current and future 
needs of NDOL. With extensive self-service capabilities, multilingual support, real-time 
monitoring, and comprehensive reporting, our IVR ensures efficient, high-quality service delivery 
while remaining flexible to accommodate evolving program requirements. 
 
For additional information on the referenced mandatory requirements please see BBusiness 
Requirements – Call Center Service Requirements Section 3. Interactive Voice Response (IVR) 
System on ppage 22-23 of the RFP Repose “1121962 O3 North End Teleservices”.   
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RFP Section V Project Description and Scope of Work: 5.b. iii a) thru e) 
Mandatory Requirement: 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.  
See also: 
Question: Describe your capacity of in-house trainers and approach to on-boarding new call 
center staff to the project. 
Bidder Response:  
NET maintains a robust and scalable in-house training program to ensure that all 
representatives assigned to the Nebraska Department of Labor project are fully prepared to 
deliver accurate, high-quality service in alignment with agency expectations. Our training 
framework is structured to fulfill the following contractual requirements: 
 
a) Comprehensive and Continuous Training Program 
NET has established a comprehensive training curriculum that is tailored to the specific needs 
of the NDOL program. Our program includes initial onboarding, systems training, customer 
service protocols, and scenario-based learning to ensure representatives are prepared to 
handle a wide range of inquiries. Training is designed to be continuous in nature, with 
mechanisms for ongoing knowledge reinforcement and skill development throughout the life 
of the contract. 
 
b) Training on Federal, State, and Local Policies and Procedures 
All training modules incorporate NDOL-approved content covering relevant federal, state, and 
local regulations, policies, and procedures. Our training department works in close 
collaboration with NDOL to ensure that all materials are accurate, up-to-date, and fully aligned 
with agency operations. We obtain approval for all policy-specific training content and provide 
mechanisms to update training in real time as changes are issued by the State Agency. 
 
c) Development and Maintenance of Training Manuals and Records 
NET develops, maintains, and updates all training manuals, job aids, quick reference guides, 
and other learning resources to ensure comprehensive documentation of all training content. 
We also maintain detailed training records, including attendance logs, completion certificates, 
performance assessments, and feedback summaries. All documentation is available for review 
and approval by the State Agency. 
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d) Provision of Training Materials to the State Agency 
We provide copies of all training materials, including manuals, agendas, slide decks, 
knowledge checks, and assessments, to the State Agency on an ongoing basis. Updates are 
submitted in a timely manner whenever content revisions occur, and we welcome agency input 
and approvals prior to implementing any changes. 
 
e) Ongoing Training, Refresher Courses, and Onsite Trainer Availability 
NET has a dedicated team of full-time trainers responsible for delivering initial and recurring 
training sessions. We implement a formal training schedule that includes: 

 Ongoing training to address procedural updates, technology changes, or new service 
offerings; 

 Refresher training to reinforce core competencies and address performance trends; and 
 On-demand microlearning to provide representatives with targeted guidance in real 

time. 
 
A ddedicated trainer will be available onsite and accountable for conducting all training sessions, 
coordinating with NDOL for oversight and monitoring, and ensuring training fidelity. The trainer 
also participates in quality calibration sessions and collaborates with QA and Operations to 
close knowledge gaps quickly. 
 
Scalability and Readiness 
NET’s training capacity is designed to scale in alignment with operational needs. We have 
successfully onboarded cohorts ranging from 25 to 100+ representatives in compressed 
timelines while maintaining training quality and performance readiness. Our team is supported 
by a library of standard operating procedures, digital learning content, and a documented 
train-the-trainer process to ensure consistent knowledge transfer. 
 
For additional information on the referenced mandatory requirements please see BBusiness 
Requirements – Call Center Service Requirements - Section 5. Staffing and Training 
Requirements on ppage 35--37 of the RFP Repose “1121962 O3 North End Teleservices”.   
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RFP Section V Project Description and Scope of Work: 6. a i-vi 
Mandatory Requirement: 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. 
See also: 
Question: 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. 
Bidder Response:  
Reporting Capabilities and Client Accessibility 
NET offers a robust reporting infrastructure designed to meet and exceed the reporting 
requirements outlined in Section V.C.6. of the contract. Our reporting solutions provide NDOL 
with comprehensive, timely, and actionable insights that drive operational transparency and 
continuous performance optimization. 
 
Real-Time Dashboard and Continuous Visibility 
NET provides NDOL with secure access to a real-time dashboard that delivers continuous, daily 
visibility into critical Key Performance Indicators (KPIs). This dashboard includes real-time data 
on call volumes, queue status, wait times, and service level compliance metrics. Additionally, 
the dashboard offers high-level representative performance data, enabling NDOL supervisors 
and management to monitor contact center activity live and make informed decisions swiftly. 
 
The dashboard is accessible online via secure login credentials, ensuring authorized NDOL 
personnel have immediate, on-demand access to up-to-date performance metrics without 
delay. 
 
Scheduled and Customizable Reporting 
While the dashboard offers high-level visibility, NET supplements this with a comprehensive 
suite of scheduled reports that provide deeper insights into operational metrics. These interval-
based reports include, but are not limited to: 

 Call category analysis 
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 Representatives-specific performance metrics 
 Abandonment rates 
 Average handle times 
 Callback utilization 
 Adherence and occupancy statistics 

 
Reports can be customized in format and frequency to align precisely with NDOL’s preferences, 
with delivery options including daily, weekly, monthly, and quarterly intervals. 
 
Ad Hoc Reporting and Future Enhancements 
NET recognizes the evolving nature of reporting needs and is committed to enhancing our 
reporting capabilities. We are actively exploring and developing enhancements to expand the 
dashboard functionality to incorporate more granular, ad hoc, and interval-based reporting 
features. This will empower NDOL with flexible, real-time report generation tailored to specific 
operational questions or emerging trends. 
 
Client Collaboration and Transparency 
Throughout our engagement, NET prioritizes collaboration with NDOL to ensure reporting 
outputs meet the agency’s standards for accuracy, relevance, and accessibility. We provide 
ongoing opportunities for NDOL to review, provide feedback, and request adjustments to 
reporting content and delivery methods. 
 
Conclusion 
NET’s integrated reporting ecosystem, combining real-time online dashboards, customizable 
scheduled reports, and evolving ad hoc capabilities, provides NDOL with comprehensive tools 
to monitor, analyze, and optimize contact center performance. This infrastructure supports 
transparency, accountability, and continuous service improvement aligned with NDOL’s 
strategic objectives. 
 
For additional information on the referenced mandatory requirements please see BBusiness 
Requirements – Call Center Service Requirements - Section 6. Reporting Requirements on ppage 
43--46 of the RFP Repose “1121962 O3 North End Teleservices”.   
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RFP Section V Project Description and Scope of Work: 7. a. 
Mandatory Requirement: 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.  
RFP Section V Project Description and Scope of Work: 3.A.v. 
Mandatory Requirement: The contractor shall notify the NDOL POC if the queue wait time 
exceed 3 minutes and provide the corrective action plan.  
See also: 
Question: Describe your quality monitoring process. 
Bidder Response:  
Quality Monitoring Process 
North End Teleservices (NET) maintains a robust, data-driven Quality Monitoring Program 
designed to ensure high-performance standards, swift identification of service disruptions, and 
prompt resolution to maintain service continuity for the Nebraska Department of Labor (NDOL). 
 
1. Real-Time Monitoring & Alerts 
NET utilizes a multi-tiered real-time monitoring system integrated within our telephony and 
workforce management platforms. Supervisors, Quality Assurance (QA) Analysts, and  
 
Operations Leaders actively monitor: 

 Live queue performance, including wait times, call volumes, abandonment rates, and 
Average Speed to Answer (ASA) 

 Representative status and productivity 
 System performance indicators such as latency, connection quality, and IVR functionality 

 
In alignment with NDOL’s requirement, should the queue wait time exceed tthree (3) minutes, 
an aautomated threshold alert notifies NET leadership and prompts immediate escalation. Our 
designated NDOL Point of Contact (POC) is alerted within minutes, accompanied by: 

 A root cause assessment (if known) 
 An estimated time to resolution 
 A corrective action plan (e.g., workforce reallocation, priority routing, or tier escalation) 

 
2. Call Quality Review and Scoring 
NET’s QA team conducts regular evaluations using a standardized scorecard to assess key 
criteria including: 

 Accuracy and completeness of information provided 
 Policy and procedural adherence 
 Tone, empathy, and customer service delivery 
 Call control and efficiency 

 
A statistically significant sample of interactions is evaluated weekly, with a focus on high-impact 
calls (e.g., escalations, complex claims, repeat contacts). All QA results are tracked in 
Scorebuddy, our QA platform, and are available for reporting and audit purposes.  
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3. Continuous Feedback Loop 
QA results feed directly into representative performance management and coaching sessions. 
We conduct: 

 Biweekly one-on-one coaching sessions 
 Monthly team calibration sessions 
 Refresher training workshops focused on identified trends 
 Knowledge checks and scenario-based training, including topics such as empathy, bias 

mitigation, and managing emotional cues 
 
4. Incident Response and Escalation Protocols 
In the event of a broader service disruption (e.g., system outage, telephony failure), NET 
activates our Incident Response Framework, which includes: 

 Immediate notification to NDOL’s designated POC 
 Activation of secondary routing protocols or business continuity resources 
 Timed status updates until issue resolution 
 Post-incident review and root cause analysis 

 
5. Reporting and Transparency 
NET provides NDOL with: 

 Daily operational reports, including queue metrics and service levels 
 Weekly QA summary reports with trends and representative performance metrics 
 Monthly performance dashboards identifying continuous improvement initiatives and 

outcomes 
 
By maintaining rigorous oversight and embedding continuous quality improvement into our 
operations, NET ensures proactive service delivery, prompt response to any service disruption, 
and alignment with NDOL’s expectations for excellence and accountability. 
 
For additional information on the referenced mandatory requirements please see BBusiness 
Requirements – Call Center Service Requirements - Section 7. Disruption in Service on ppage 
49 of the RFP Repose “1121962 O3 North End Teleservices”.   
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RFP Section V Project Description and Scope of Work: 3.B. iv 
Mandatory Requirement: CRM shall integrate with third party systems and provide easy access 
to data for integration with other systems, reports, and data analysis. 
RFP Section V Project Description and Scope of Work: 3.B. v 
Mandatory Requirement: v. CRM shall allow for data to be exported in multiple formats 
(such as, excel, word, PDF) 
RFP Section V Project Description and Scope of Work: 3.B. vi 
Mandatory Requirement: vi. CRM shall allow for customizable workflows that allow for NDOL 
management to easily assign out callbacks and address NDOL management level escalations 
RFP Section V Project Description and Scope of Work: 3.B. viii 
Mandatory Requirement: 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 
RFP Section V Project Description and Scope of Work: 3.B. ix 
Mandatory Requirement: 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. 
RFP Section V Project Description and Scope of Work: 3.C. ix. 
Mandatory Requirement: 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. 
See also: 
Question: 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. 
Bidder Response:  
NET utilizes a ccustom-built, in-house CRM platform specifically engineered to support high-
volume contact center operations for government clients, including the Nebraska Department 
of Labor (NDOL). Our CRM is designed with scalability, integration, and configurability at its 
core, enabling us to meet, and exceed, all mandatory functionality outlined in the RFP. 
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System Origin and Development 
Our CRM solution was developed in-house by NET’s internal teams. This strategic decision 
enables us to maintain full control over customization, integrations, enhancements, and 
security. The system is maintained and continuously enhanced in close collaboration with our 
Operations, Quality, and Compliance teams to ensure it evolves with program needs. 
 
CRM Capabilities & Compliance with Mandatory Requirements 
Integration and Data Accessibility 
(RFP 3.B.iv & 3.B.ix) 

 Our CRM platform supports seamless integration with third-party systems including 
Five9 (telephony), CSI (WFM), and Scorebuddy (QA). 

 System architecture is built to enable secure, real-time data sharing across systems, 
empowering NDOL and NET management to view queue status, call volumes, 
callback requests, and representative workload in real time. 

 A centralized reporting engine provides NDOL with easy access to all relevant data for 
internal analysis and external reporting. 

 
Export Functionality 
(RFP 3.B.v) 

 Data can be exported in multiple formats including Excel (.xlsx), Word (.docx), PDF, 
and .csv, supporting NDOL’s reporting, audit, and documentation needs. 

 Exporting functions are available for dashboards, case summaries, callback logs, 
performance reports, and queue statistics. 

 
Customizable Workflows & Callback Assignment 
(RFP 3.B.vi & 3.C.ix) 

 NET’s CRM includes ffully customizable workflows that allow NDOL management and 
NET supervisors to assign, prioritize, and escalate cases and callbacks. 

 NDOL users can directly log in via secure credentials and manage callbacks and 
escalations within a simple, filterable interface. 

 The callback queue interface enables aassignment of calls to multiple staff members 
within minutes, with a bulk-assign feature that supports ffull allocation within 15 
minutes as required. 

 
Case Management and Real-Time Reporting 
(RFP 3.B.viii.1) 

 Our CRM includes full eend-to-end case management functionality, allowing customer 
service representatives (CSRs) and NDOL to track every interaction, follow-up, and 
resolution. 

 Each case file includes timestamps, contact notes, disposition codes, follow-up 
requirements, and closure status. 

 Integrated qquality assessment fields allow QA staff to log evaluations directly within 
each case, and rrepresentative performance rating fields are linked to Scorebuddy for 
comprehensive tracking. 
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Dashboard & Performance Monitoring 
(RFP 3.B.viii.2 & 3.B.ix) 

 Role-based dashboards provide real-time visibility into: 
o Team activity and productivity 
o Key performance indicators (KPIs) 
o Team and individual representative performance 
o Progression trends over time, including month-over-month and week-over-

week snapshots 
 NDOL supervisors and leadership can access these dashboards through secure, 

browser-based logins. 
 Queue-level metrics, workload distribution, and performance outliers are prominently 

displayed to support proactive decision-making. 
 
Security, Audit, and User Access 

 Our CRM includes rrole-based access controls, full aaudit trails, and aactivity logs to 
ensure data integrity, user accountability, and compliance with state and federal data 
handling standards. 

 NDOL-specific permissions can be configured to provide full access to reporting, 
callback management, or escalations—without overexposing sensitive or internal-only 
workflows. 

 
NET’s CRM platform was built to support the specific needs of public-sector clients like 
NDOL. Our system offers all required functionality including third-party system integration, 
real-time performance monitoring, customizable workflows, multi-format exports, case 
management, callback optimization, and advanced dashboard reporting. 
As the incumbent provider, NET is already leveraging this CRM to support the current UI 
program and is fully prepared to expand its capabilities in response to any additional NDOL 
requirements under the new contract term. 
 
For additional information on the referenced mandatory requirements please see BBusiness 
Requirements – General Operational Requirements – Section 3. Turnkey Solution on ppage 16, 
Call Center Service Requirements – Section 1. Inbound Call Handling on ppage 20, Section 2. 
Data Entry Services on ppage 2, and  Section 6. Report Requirements on ppage 43 & 46 of the 
RFP Repose “1121962 O3 North End Teleservices”.   
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RFP Section V Project Description and Scope of Work: 3.D. ii 
Mandatory Requirement: 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.   
RFP Section V Project Description and Scope of Work: 3. F. i 
Mandatory Requirement: i.    The Contractor shall provide staff exclusively dedicated to 
fulfilling the State’s/Agency’s stated requirements. 
RFP Section V Project Description and Scope of Work: 3. F.ii. 
Mandatory Requirement: 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.   
RFP Section V Project Description and Scope of Work: 3. F.iv. 
Mandatory Requirement: iv. The contractor shall achieve the following Key Performance 
Indicators (KPIs):   
o  
o  
o  
o  
o  
o  
o Customer Satisfaction Score (CSAT):  85% 
RFP Section V Project Description and Scope of Work: 3. F.v. 
Mandatory Requirement: Additional performance standards the contractor shall achieve are:  
o 
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. 
See also: 
Question: 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? 
Bidder Response:  
NET employs a strategic, data-driven workforce planning framework designed to ensure service 
continuity, responsiveness to fluctuating call volumes, and full compliance with all Key 
Performance Indicators (KPIs) and operational mandates established by the Nebraska 
Department of Labor (NDOL). 
 
  



Attachment #1 Required Bidder Responses 

06/20/2025                   Proprietary & Confidential  Page 118 of 222 

1. Dedicated Staffing Model 
(RFP 3.F.i) NET assigns ddedicated teams exclusively to NDOL’s UI program to ensure alignment 
with program-specific expectations, policy knowledge, and service delivery standards. These 
dedicated representatives do not cross-support other contracts or commercial work, which 
allows us to maintain consistent performance, client-specific training retention, and high-quality 
customer interactions. 
 
2. Scalable Workforce Model 
(RFP 3.F.ii) To manage fluctuations in call volume due to seasonality, policy changes, or 
economic conditions, NET has implemented a fflexible staffing model that includes: 

 Cross-trained reserve representatives who can be activated during peak periods or 
unforeseen spikes 

 Dynamic scheduling with split shifts and flexible hours to ensure coverage for high-
volume intervals 

 Rapid onboarding protocols to add capacity within 772 hours from our trained labor 
pool 

 Real-time representative monitoring and intelligent routing via our integrated WWFM, 
CRM, and telephony systems 

 
NET collaborates closely with NDOL to forecast demand and proactively align resources with 
anticipated need, minimizing service disruptions and excess labor costs during off-peak times. 
 
3. Real-Time Performance Monitoring & Escalation Protocols 
(RFP 3.D.ii, 3.F.iv & 3.F.v) NET’s Operations Command Center monitors rreal-time queue data 
and representatives’ performance metrics through our integrated dashboard, enabling 
immediate action if performance thresholds are at risk. 
If the AAbandoned Call Rate exceeds 10%, the following corrective protocol is activated: 

 Immediate analysis of call drivers and staffing gaps 
 Deployment of backup staff or diversion of trained resources to high-traffic queues 
 Notification to the NDOL Point of Contact (POC) within 30 minutes, including a detailed 

corrective action plan and anticipated resolution time 
 
4. Workforce Planning Methodology 
Our approach blends fforecasting, scheduling, intraday management, and post-mortem 
analytics to ensure we match labor supply to demand with precision: 

 Forecasting: Weekly call volume projections using historical NDOL trends, economic 
indicators, and policy updates 

 Scheduling: Optimized using CSI Workforce Management, balancing coverage and 
cost 

 Intraday Management: Real-time staffing adjustments informed by live dashboards 
 Post-Event Analysis: QA and WFM review after high-traffic days to identify improvement 

opportunities 
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5. KPI Governance Framework 
(RFP 3.F.iv) NET maintains a rigorous governance process to meet or exceed all required KPIs.  
 
This includes: 
 
KPI  Target  NET Commitment  
Average Speed to Answer 
(ASA) 

 Achieved through proactive staffing and 
call routing 

Average Handle Time (AHT)  Monitored through QA and coaching 
After Call Work (ACW)  Controlled through system automation 

and training 
Abandoned Call Percentage  Managed via queue alerts, overflow 

representatives, and staffing 
adjustments 

Repeat Caller Percentage  Reduced through first-call resolution 
training 

Scheduled Callback 
Percentage 

 Monitored and prioritized via CRM and 
callback workflow 

CSAT Score 
 

Measured through post-call surveys, 
tracked and addressed weekly 

 
6. Performance Standards Compliance 
(RFP 3.F.v) NET ensures strict adherence to the additional performance standards by: 

 Capturing accurate and complete data in  of all 
interactions, reinforced by QA audits and CRM field validations 

 Achieving 998% answer rate by maintaining adequate staffing levels and leveraging 
overflow queues 

 Ensuring hhold times never exceed 2 minutes through intelligent routing and live queue 
management 

 
7. Business Continuity and Surge Response 
In the event of sudden call surges or unexpected events (e.g., public benefit announcements or 
system outages), NET deploys a ppre-approved contingency staffing plan which includes: 

 Activation of on-call teams and flexible-hour representatives 
 Temporary expansion of hours of operation 
 Redistribution of callbacks to minimize queue congestion 
 NDOL notification within 15 minutes if KPIs are at risk 

 
NET’s proven workforce planning strategy integrates real-time responsiveness, staffing agility, 
and performance accountability to ensure all contractual obligations and KPIs are met or 
exceeded. As the incumbent provider, NET hhas already demonstrated success with this model 
and is fully equipped to continue delivering exceptional service quality, even under variable 
demand conditions. 
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For additional information on the referenced mandatory requirements please see BBusiness 
Requirements – General Operational Requirements – Section 3. Turnkey Solution on ppage 15, 
Section 5. The Contractor is responsible for all oversight and management of staff including 
hiring, training, onboarding, tracking time sheets and performing payroll, performance 
management and termination. on ppage 18, Call Center Service Requirements – Section 4. 
Performance Monitoring on ppage 24-24, and  Section 5. Staffing and Training Requirements 
on ppage 26-27 of the RFP Repose “1121962 O3 North End Teleservices”.   
 
  



Attachment #1 Required Bidder Responses 

06/20/2025                   Proprietary & Confidential  Page 221 of 222 

RFP Section V Project Description and Scope of Work: 3. I.  i. 
Mandatory Requirement: i. Contractor shall create and maintain audio recordings of all 
calls. Contractor shall maintain audio recordings of calls for at least thirty (30) days. 
RFP Section V Project Description and Scope of Work: 3. I.  ii. 
Mandatory Requirement: ii. Contractor shall make call recordings available to NDOL within 
24 hours upon request. 
See also: 
Question: 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.  
Bidder Response:  
North End Teleservices (NET) maintains a robust and compliant call recording protocol aligned 
with the Nebraska Department of Labor’s (NDOL) operational and quality assurance 
requirements. 
 
Percentage of Calls Recorded 
NET digitally records 1100% of inbound and outbound customer interactions, including 
scheduled callbacks and transfers, across all communication channels managed within the 
Five9 telephony system. This ensures comprehensive documentation of all UI-related 
transactions and supports our quality assurance, training, and dispute resolution protocols. 
 
Recording Retention Policy 
All call recordings are securely stored and maintained for a mminimum of thirty (30) days in 
accordance with the RFP requirement. Recordings are stored in a secure, access-controlled 
environment within our Five9 cloud-based infrastructure, which is compliant with industry 
standards for data protection, including SOC 2 Type II and HIPAA (where applicable). 
 
Should NDOL require an extended retention period, NET can accommodate ccustom retention 
policies for up to twenty-four (24) months. These extended retention configurations can be 
established at the start of the contract or implemented at any point upon request, ensuring full 
alignment with NDOL’s auditing, compliance, or historical analysis needs. 
 
Client Access to Recordings 
In alignment with RRFP Section V, 3.I.ii, NET will make requested call recordings aavailable to 
NDOL within 24 hours of request. Requests can be submitted via email to the designated NET 
Program Manager or Quality Assurance Lead. Upon receipt, the requested file(s) will be 
retrieved, verified for accuracy, and securely transmitted via encrypted file transfer or another 
NDOL-approved method. 
 
NET also offers the option of rrole-based login access for authorized NDOL personnel to review 
recordings directly via the Five9 QA module, which allows for on-demand retrieval based on 
date, representative, phone number, or case ID. 
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Through comprehensive recording coverage, secure and scalable storage, and rapid retrieval 
protocols, NET ensures full transparency, audit readiness, and alignment with NDOL’s oversight 
and quality expectations. As the incumbent, NNET has consistently met these standards and will 
continue to deliver this level of performance throughout the contract term. 
 
 



RELEVANT PROFESSIONAL EXPERIENCE

North End Teleservices, LLC 
Omaha, NE 2022 – Present
Director of Customer Success
Work wi th execut ives and their  teams across the organizat ion to 
s t rategize in ternal  and external operat ional  pract ices.  Update 
and enhance key per formance management pract ices,  pr ic ing, 
and serv ice of fer ings.  Creat ing and implement ing a 
mul t i funct ional  business s t rategy and overseeing dai ly  
operat ions.  Provide s t rong, dynamic leadership that  mentors,  
develops,  and guides team members to ef f ic ient ly  leverage the 
value of  every cal l  for  maximum net reservat ion revenue to 
c l ients .  Responsible for development and adminis t rat ion of  
annual department budget to at ta in business goals wi th 
operat ional  s tabi l i t y .  Del iver resul ts  against  a def ined scope of  
work that  inc ludes measurable ROI,  s t rategic innovat ion, 
per formance report ing, and human capi ta l  development.  
Develop, implement and maintain ef fect ive in ternal  and external  
Qual i ty  Assurance (QA) programs foster ing cont inuous 
improvement and exceeding Serv ice Level  Agreement (SLA) 
per formance. Proven exper ience managing metr ics,  ensur ing 
customer sat is fact ion, and report ing s tat is t ical  per formance 
levels  re lated to Cal l  Center.  Develop and maintain ef fect ive 
organizat ion of responsibi l i ty ,  including ef f ic ient  recrui t ing,  
t ra in ing, coaching, recogni t ion, workf low pat terns,  per formance 
s tandards,  del ineat ion of  dut ies and responsibi l i t ies,  s taf f ing 
levels  and superv is ion.

RHW Hotel Management 
Omaha, NE 2020 – 2022
Assistant General Manager
Monitor ing suppl ies and inventory to ensure they’re used proper ly  
and ef f ic ient ly  and adhere to the hotel  budget.  Ass ign dut ies to 
f ront  desk members and create work schedules.  In terv iew and 
hire new employees.  Direct  adminis t rat ive act iv i t ies.  Look over 
f inancial  s tatements,  sales reports  and other per formance data to 
gauge product iv i ty  and achieve dai ly ,  weekly,  and monthly sales 
goals.  Engage in educat ional  opportuni t ies to remain up to date 
on the lates t  indust ry  techniques,  tools ,  and t rends.  Engage in 
opportuni t ies that  can add to overal l  workplace 
accompl ishments.

PATRICK SANDERS
Director of Customer Success

email address:

psanders@northendteleservices.com

QUALIFICATIONS SUMMARY

Patrick is currently active on NET’s DHHS 
contract supporting the State of Nebraska for 
human service programs, including Medicaid, 
CHIP, SNAP, and TANF and has a thorough 
understanding of the requirements of this RFP. 
Excellent with crafting and managing effective 
programs to improve employee performance 
and lead to mutual success and achievement. 

KEY SKILLS

• Training
• Microsoft Office
• Program Design
• Behavior Management
• Revenue Management
• Hotel Management
• Program Management
• Operations Management
• Management
• Quality Assurance
• Payroll
• Guest Services
• Negotiation



PATRICK SANDERS
Director of Customer Success 

Ubiquity Global Services 
Omaha, NE 2018 – 2020
Operations Manager
Provided dai ly  di rect ion and communicat ion to employees so customer serv ice cal ls  are answered in a 
t imely,  ef f ic ient ,  and knowledgeable manner.  Provided cont inual  evaluat ion of  processes and procedures.  
Responsible for suggest ing methods to improve area operat ions,  ef f ic iency,  and serv ice to in ternal  and 
external  customers.  Provided s tat is t ical  per formance feedback and coaching regular ly  to each team 
member.  Ensures employees have appropr iate t ra in ing and other resources to per form their  jobs.  
Exper ience wi th communicat ing at  al l  levels  of  the organizat ion. Created and maintained a high-qual i ty  
work envi ronment to mot ivate team members to per form at  thei r  h ighest  level .  Communicate and 
coordinate wi th internal  departments.  St rong abi l i ty  to  mul t i - task wi th complex escalat ion processes.  
Comfortable wi th us ing mobi le appl icat ions.  Demonstrate the at tent ion to detai l  and accuracy when 
deal ing wi th account informat ion. Serves as a resource to teammates to ass is t  in handl ing di f f icul t  
s i tuat ions.

TPG Telemanagement Inc
Omaha, NE 2017 – 2018
Corporate Trainer
Developed competency and sk i l l  sets  in an indiv idual  to per form ef fect ive ly  and ef f ic ient ly  in the 
workplace. Communicated to t ra inees what is  expected f rom train ing s imply and profess ional ly  according 
to var ious learning s ty les.  Developed extens ive t ra in ing plans and prepared t rain ing mater ia ls  and aids.  
In i t ia ted and developed t rain ing methods and sess ions wi th c l ients  to provide proper exper ience. 
Evaluated t rain ing courses and at tendees post- t ra in ing. Developed break-out groups post  t ra in ing to 
provide updates to s taf f .  Worked wi th management to gain knowledge of  work s i tuat ions requir ing 
t ra in ing and to bet ter  unders tand changes in pol ic ies,  procedures,  regulat ions,  business in i t ia t ives and 
technologies.  Provided feedback to operat ions to improve col lector’s  cal l  qual i ty ,  product iv i ty ,  customer 
serv ice and compl iance wi th c l ient  and company s tandards.

Omaha Public Schools
Omaha, NE 2012 – 2018
Behavior Skills Specialist
Design, implement,  and moni tor the progress of  behavioral  management programs for s tudents to 
remediate behavioral  and social  problems. Provide indiv idual and group counsel ing to the s tudents 
regular ly  to include social izat ion act iv i t ies.  Design programs for s tudents that  are consis tent  wi th the total  
educat ional  phi losophy of  the dis t r ic t .  Moni tor,  col lect  data, and maintain records regarding s tudent 
per formance and progress.  Maintain open l ines of  communicat ion wi th parents ,  guardians,  and s taf f .  
Develop plans for s tudents’  cogni t ive,  emot ional,  and social  capaci t ies and respect  for learning. Maintain 
a c lassroom atmosphere conducive to enhancing interpersonal re lat ionships,  social  sk i l l s ,  problem 
resolut ion, and decis ion-making whi le achiev ing academic success.  Created the development of  cr is is  
prevent ion .

EDUCATION
Univers i ty  of  Nebraska,  Omaha | Bachelors in Mul t id isc ipl inary Studies (2017)

REFERENCES
Cassandra Mariset t Banks,  Omaha, NE 402-709-0660
Maurice Debro, Omaha, NE 402-510-2865
Paris  Taylor,  Omaha, NE, 402-682-2457

Ubi it Gl b l



RELEVANT PROFESSIONAL EXPERIENCE

North End Teleservices, LLC — Omaha, NE
2023 – Present
Customer Success Manager

• Oversee the day - to - day operations for North End 
Teleservices.

• Oversee programs including invoice management, cash 
application, soft collections, transportation support, IT 
helpdesk, state - level labor services, and healthcare 
survey services

• Responsible for all high - level client communication and 
needs.

• Provide guidance and coaching to Supervisors and 
agents to enhance performance and foster 
development.

• Partner with multiple clients to develop and implement 
effective program strategies tailored to business needs. 

• Collaborate with cross - functional teams to streamline 
processes and improve service delivery across all 
programs. 

• Analyze program performance data to identify areas for 
improvement and implement corrective actions

North End Teleservices, LLC — Omaha, NE
Commercial Account Supervisor
2020 – 2023

• Commercial Account Supervisor
• Oversaw multiple client accounts.
• Supervised day - to - day operations, ensuring alignment 

with performance KPI’s, accurate timekeeping, and 
effective call volume oversight. 

• Supervised an omnichannel customer support program, 
ensuring seamless communication across phone, chat, 
and email.

• Supported and engaged with both in - center and remote 
staff to drive accountability and performance.

• Conducted performance evaluations and provided 
feedback, coaching, and disciplinaries when needed.

VANESSA SPENCER
Customer Success Manager

email address:

vspencer@northendteleservices.com

QUALIFICATIONS SUMMARY

Experienced and results-driven leader with 
over a decade of progressive experience in 
customer success program oversight and 
operations management. Proven ability to 
manage and scale multiple high-performing 
programs across various industries, 
including healthcare, telecommunications, 
and transportation. Adept at fostering 
strong client relationships, leading cross-
functional teams, and resolving complex 
employee relations matters. Recognized for 
strategic thinking, operational efficiency, 
and a hands-on leadership style that 
motivates teams and drives continuous 
improvement. Skilled in performance 
management, process development, and 
ensuring compliance with corporate and 
regulatory standards. 

KEY SKILLS

• Communication and interpersonal 
skills

• Client Relationship Management
• Performance Evaluation and 

Coaching
• Problem solving
• Staff Training and Development
• Remote and In-Center Staff 

Supervision
• Process Improvement and efficiency
• •Team leadership
• Public Service and Community 

Engagement



VANESSA SPENCER
Customer Success Manager

Octapharma Plasma
Omaha, NE 2009 – 2019
Center Director
•Directed operations of a plasma donation center with fifty employees and two assistant 
managers.
•Led a Center -wide technology upgrade and oversaw facility maintenance.
•Hosted and managed audits in compliance with the U.S and E.U. federal and state regulations.
•Managed all in -center HR functions, including hiring, terminations, FMLA, ADA, and employee 
benefits.
•Successfully ran an Anti -D whole blood donation immunization and blood program. 
•Developed and maintained annual production and financial budgets.
•Managed inventory and supply procurement. 
•Created and executed local marketing and promotional initiatives.

EDUCATION
Supervisor Apprenticeship Program, Metropolitan Community College

REFERENCES

Patrick Sanders: 531 -215 -1210
Samantha Jackson: 402 -350 -6781
Katia Henley: 402 -934 -3624 Ext. 194



JORDEN MYERS
Senior Account Supervisor 

RELEVANT PROFESSIONAL EXPERIENCE

North End Teleservices, LLC
Omaha, NE 2025 – Present
Senior Account Supervisor – NDOL 

• Developing and implementing strategies to improve 
service quality and efficiency.

• Analyze data and metrics to identify trends, assess 
performance, and make data -driven decisions. 

• Assists in staff development through training, 
counseling and establishment and monitoring of staff 
and individual goals 

North End Teleservices, LLC
Omaha, NE 2021 – 2024

• Supervisor - Public Schools Transportation for 
Denver, North Carolina, & Omaha Public Schools.

• Ensuring the safe and efficient transportation of 
students to and from school by providing ETA’s, 
addressing parent and school inquiries and concerns 
related to transportation. Monitoring, reporting, and 
ensuring compliance with transportation regulations 
and safety standards.

North End Teleservices, LLC
Omaha, NE 2020 – 2021
NDOL Team Lead 

• Providing regular feedback, conducting training 
sessions, and creating development plans tailored to 
individual agents' needs. Planning, scheduling, and 
executing projects to meet customer service 
objectives and operational targets efficiently.

email address:

jlara@northendteleservices.com

QUALIFICATIONS SUMMARY
Experienced and adaptable leader with a 
strong track record of progressive 
responsibility at North End Teleservices 
(NET). Proven ability to manage diverse 
teams, coordinate high-volume service 
operations, and deliver results across 
multiple public sector accounts. Adept at 
coaching staff, improving workflows, and 
fostering a collaborative, high-performance 
environment.

KEY SKILLS
• Leadership & Team Management – Proven 

ability to lead and develop high -
performing teams across diverse public 
sector programs.

• Customer Experience Optimization –
Certified Customer Experience Specialist 
skilled in delivering client-focused service 
strategies.

• Business Operations & Administration –
Strong foundation in business principles 
through Associate’s Degree in Business 
Administration and Business Career 
Certificate.

• Process Improvement – Adept at 
identifying inefficiencies and implementing 
solutions to enhance service delivery and 
team performance.

• Communication & Interpersonal Skills –
Effective communicator with experience 
managing internal teams and liaising with 
external stakeholders.

• Compliance & Policy Knowledge –
Trained in Immigration Law and regulatory 
standards relevant to public service 
operations.



North End Teleservices, LLC
Omaha, NE 2020 – 2020

• NDOL Customer Service Representative
• Providing information about unemployment benefits, job search assistance, or other 

relevant services.
• Assisting customers with claims.
• Troubleshooting customer issues and providing solutions or escalating issues as needed.
• Maintaining accurate records of customer interactions in CRM.

Education

1.Associate’s Degree - Business Administration (BSAAS)
2.Career Certificates 

• Customer Experience Specialist (CXSCC)
• Business Career Certificate (BUSCC)
• Immigration Laws Specialist (ILSCC)

REFERENCES

Laura Stark, 402 - 212 - 9209, laura.stark88@gmail.com
Debbie Lidgett, 402 - 401 - 6373, dliddgett@northendteleservices.com
Rebekah Powell, 863 - 221 - 6162, rfpowell331@gmail.com

JORDAN MYERS
Senior Account Supervisor 



STEPHANIE BASURTO
Customer Experience Quality Specialist

RELEVANT PROFESSIONAL EXPERIENCE

North End Teleservices, LLC
Omaha, NE 2023 – Present
Senior Operations Manager

• Oversee the day -to -day operations.
• Responsible for all high -level client communication 

and needs.
• Provide guidance, direction, and coaching to the 

Operations Manager (OM).
• Aid the OM as needed with daily tasks.
• ·      Conduct growth and development 1:1s with first -

line supervisors.
• Analyze data.
• Implement improvements to optimize processes.
• Set and clarify requirements/expectations for OM and 

assigned support staff.
• Review and analyze data to present questions and 

inquire about plans of action to the OM.

Burton AC, Heating
Omaha, NE 2020 – 2023
Call Center Manager

• Check -in and verify "Ready to work" status for all.
• Pulse check with CCM that all calls are accounted for.
• Review Data report from Analytics on call metrics.
• Confirm and address any technology issues across 

brands.
• Verify Number of work force and any potential 

variances.
• Set number of calls needed from outbound team.
• Update 3 Day call board and Variances.
• Review Prior day call totals.
• Monitor total of inbound calls and outbound calls.
• Abandoned rate % and number and day of time heat.

email address:

sBasurto@northendteleservices.com

QUALIFICATIONS SUMMARY

Dedicated and results-driven Quality 
Specialist with a proven track record of 
excellence in customer service and quality 
assurance. Recognized for rapid promotion 
due to consistently high QA scores and 
strong interpersonal relationships within the 
team. Demonstrates exceptional 
communication, empathy, and collaboration 
skills. Eager to learn, highly organized, and 
committed to supporting team growth 
through actionable feedback and 
performance coaching. Trusted by 
leadership for her reliability, 
professionalism, and ability to drive 
continuous improvement in agent 
performance.

KEY SKILLS

• Quality Assurance & Call Monitoring
• Coaching & Performance Feedback
• Customer Experience Optimization
• Data Trend Analysis & Reporting
• Agent Development & Mentorship
• Bilingual Communication 

(English/Spanish)
• Active Listening & Empathy
• Strong Verbal and Written 

Communication
• Team Collaboration & Support
• Microsoft Excel & Documentation Tools



Customer Service Representative
STRIDE Community Health Center – Aurora, CO
August 2022 to March 2023

• Handled an average of 100 calls per day, addressing a variety of needs, including 
scheduling medical/dental appointments, processing medication refill requests, and 
answering general inquiries.

• Delivered clean and compassionate assistance to patients, ensuring their concerns were 
addressed promptly and accurately.

• Coordinated medical and dental appointments efficiently, ensuring accurate scheduling 
and minimizing errors.

EDUCATION
High School Diploma
Aurora West College Preparatory Academy – Aurora, CO

REFERENCES
Corey Douglas, 402 - 281 - 6182, cdouglas@northendteleservices.com
Jannet Saenz, 303 - 778 - 7433, Jannet.Saenz@stridechc.org
Timothy Mahloch, 402 - 830 - 7025, timothymahloch@gmail.com

STEPHANIE BASURTO
Customer Experience Quality Specialist
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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) $7,200.00 $7,380.00 $7,565.00 $7,754.00 $7,948.00
V.D. a Project Planning and Management $0.00 $0.00 $0.00 $0.00 $0.00
V.D. b Outline and phase management $0.00 $0.00 $0.00 $0.00 $0.00
V.D. c Daily First Tier Support and call reporting (paid biweekly) $1,283,508.00 $1,315,596.00 $1,348,486.00 $1,382,198.00 $1,416,753.00

   

 Total Project Costs $1,290,708.00 $1,322,976.00 $1,356,051.00 $1,389,952.00 $1,424,701.00
   

COST PROPOSAL
 NDOL Call Center Support for Unemployment Insurance Services

RFP 121962 - o3
Bidder’s Name: North  End Teleservices LLC 

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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