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Per Nebraska’s Transparency in Government Procurement Act, Neb. Rev Stat § 73-603 DAS is required 
to collect statistical information regarding the number of contracts awarded to Nebraska Contractors.  This 
information is for statistical purposes only and will not be considered for contract award purposes. 

_____  NEBRASKA CONTRACTOR AFFIDAVIT: Bidder hereby attests that bidder is a Nebraska 
Contractor.  “Nebraska Contractor” shall mean any bidder who has maintained a bona fide place of 
business and at least one employee within this state for at least the six (6) months immediately preceding 
the posting date of this Solicitation. 

_____  I hereby certify that I am a Resident disabled veteran or business located in a designated 
enterprise zone in accordance with Neb. Rev. Stat. § 73-107 and wish to have preference, if applicable, 
considered in the award of this contract. 

REQUEST FOR PROPOSAL FOR CONTRACTUAL SERVICES FORM 

By signing this Request for Proposal for Contractual Services form, the bidder guarantees compliance 
with the procedures stated in this Solicitation, and agrees to the terms and conditions unless 
otherwise indicated in writing and certifies that bidder maintains a drug free work place. 

 
 
 

 
 
 
 

 
 
 

 
 
 

FORM MUST BE SIGNED USING AN INDELIBLE METHOD OR DOCUSIGN 

FIRM: 

COMPLETE ADDRESS:  

TELEPHONE NUMBER: 

FAX NUMBER: 

DATE: 

SIGNATURE: 

TYPED NAME & TITLE OF SIGNER:  

BIDDER  MUST COMPLETE THE FOLLOWING 

_____  I hereby certify that I am a blind person licensed by the Commission for the Blind & Visually 
Impaired in accordance with Neb. Rev. Stat. §71-8611 and wish to have preference considered in the 
award of this contract. 

Maximus US Services, Inc.

1891 Metro Center Drive, Reston, VA 20190

(703) 251-8500

(703) 251-8240

T Isadora Huntley, Vice President, Contracts
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Form A 
Bidder Point of Contact 

Request for Proposal Number 6416 Z1 

Form A should be completed and submitted with each response to this solicitation.  This is intended to provide the State with 
information on the bidder’s name and address, and the specific person(s) who are responsible for preparation of the bidder’s 
response.   

Preparation of Response Contact Information 
Bidder Name:  

Bidder Address: 
 

Contact Person & Title:  

E-mail Address:  

Telephone Number (Office):  

Telephone Number (Cellular): 

Fax Number:  

Each bidder should also designate a specific contact person who will be responsible for responding to the State if any 
clarifications of the bidder’s response should become necessary.  This will also be the person who the State contacts to set 
up a presentation/demonstration, if required. 

Communication with the State Contact Information 
Bidder Name:  

Bidder Address: 
 

Contact Person & Title:  

E-mail Address:  

Telephone Number (Office):  

Telephone Number (Cellular): 

Fax Number:  

Maximus US Services, Inc.

1891 Metro Center Drive, Reston, VA 20190

(703) 251-8500

(703) 251-8240

Maximus US Services, Inc.

1891 Metro Center Drive, Reston, VA 20190

(703) 251-8500

(703) 251-8240

T Isadora Huntley, Vice President, Contracts
MaximusHealthProposals@maximus.com

Benjamin Coss, Senior Vice President
MaximusHealthProposals@maximus.com
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2. Terms and Conditions
RFP Section II 
Bidders should complete Sections II through VI as part of the proposal. Bidder should read the Terms and 
Conditions and should initial either accept, reject, or reject and provide alternative language for each clause. The bidder 
should also provide an explanation of why the bidder rejected the clause or rejected the clause and provided alternate 
language. By signing the solicitation, bidder is agreeing to be legally bound by all the accepted terms and conditions, 
and any proposed alternative terms and conditions submitted with the proposal. The State reserves the right to reject 
or negotiate the bidder’s rejected or proposed alternative language.  

If the State and bidder fail to agree on the final Terms and Conditions, the State reserves the right to reject the 
proposal. The State of Nebraska reserves the right to reject proposals that attempt to substitute the bidder’s 
commercial contracts and/or documents for this RFP. 

Bidders should submit with their proposal any license, user agreement, service level agreement, or similar documents 
that the bidder wants incorporated in the Contract. The State will not consider incorporation of any document not 
submitted with the bidder’s proposal. These documents shall be subject to negotiation and will be incorporated as 
addendums if agreed to by the Parties. 

If a conflict or ambiguity arises after the Addendum to Contract Award have been negotiated and agreed to, the 
Addendum to Contract Award shall be interpreted as follows: 

1. If only one Party has a particular clause then that clause shall control;
2. If both Parties have a similar clause, but the clauses do not conflict, the clauses shall be read

together;
3. If both Parties have a similar clause, but the clauses conflict, the State’s clause shall control.

GENERAL 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & Provide 
Alternative 

within 
Solicitation  
Response 

(Initial) 

NOTES/COMMENTS: 

The contract resulting from this solicitation shall incorporate the following documents: 

1. Request for Proposal and Addenda;
2. Amendments to the solicitation;
3. Questions and Answers;
4. Bidder’s proposal (Solicitation and properly submitted documents);
5. The executed Contract and Addendum One to Contract, if applicable; and,
6. Amendments/Addendums to the Contract.

These documents constitute the entirety of the contract. 

Unless otherwise specifically stated in a future contract amendment, in case of any conflict between the 
incorporated documents, the documents shall govern in the following order of preference with number one (1) 
receiving preference over all other documents and with each lower numbered document having preference 
over any higher numbered document: 1) Amendment to the executed Contract with the most recent dated 
amendment having the highest priority, 2) Addendum One to Contract, 3) the Request for Proposal and any 
attached Addenda, 3) Amendments to solicitation and any Questions and Answers, 4) the original solicitation 
document and any Addenda, and 5) the bidder’s submitted Proposal. 

Any ambiguity or conflict in the contract discovered after its execution, not otherwise addressed herein, shall 
be resolved in accordance with the rules of contract interpretation as established in the State of Nebraska. 
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NOTIFICATION 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & 
Provide 

Alternative 
within 

Solicitation  
Response 

(Initial) 

NOTES/COMMENTS: 

Contractor and State shall identify the contract manager who shall serve as the point of contact for the 
executed contract.  

Communications regarding the executed contract shall be in writing and shall be deemed to have been given 
if delivered personally, electronically, or mailed. All notices, requests, or communications shall be deemed 
effective upon receipt, unless mailed and in such case, notices, requests, and communications will be deemed 
effective within five (5) calendar days following deposit in the mail. 

BUYER’S REPRESENTATIVE 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & 
Provide 

Alternative 
within 

Solicitation  
Response 

(Initial) 

NOTES/COMMENTS: 

The State reserves the right to appoint a Buyer's Representative to manage [or assist the Buyer in managing] 
the contract on behalf of the State. The Buyer's Representative will be appointed in writing, and the 
appointment document will specify the extent of the Buyer's Representative authority and responsibilities. If a 
Buyer's Representative is appointed, the Contractor will be provided a copy of the appointment document, 
and is required to cooperate accordingly with the Buyer's Representative. The Buyer's Representative has no 
authority to bind the State to a contract, amendment, addendum, or other change or addition to the contract. 

GOVERNING LAW (Statutory) 
Notwithstanding any other provision of this contract, or any amendment or addendum(s) entered into 
contemporaneously or at a later time, the parties understand and agree that, (1) the State of Nebraska is a 
sovereign state and its authority to contract is therefore subject to limitation by the State’s Constitution, 
statutes, common law, and regulation; (2) this contract will be interpreted and enforced under the laws of the 
State of Nebraska; (3) any action to enforce the provisions of this agreement must be brought in the State of 
Nebraska per state law; (4) the person signing this contract on behalf of the State of Nebraska does not have 
the authority to waive the State's sovereign immunity, statutes, common law, or regulations; (5) the indemnity, 
limitation of liability, remedy, and other similar provisions of the final contract, if any, are entered into subject 
to the State's Constitution, statutes, common law, regulations, and sovereign immunity; and, (6) all terms and 
conditions of the final contract, including but not limited to the clauses concerning third party use, licenses, 
warranties, limitations of liability, governing law and venue, usage verification, indemnity, liability, remedy or 
other similar provisions of the final contract are entered into specifically subject to the State's Constitution, 
statutes, common law, regulations, and sovereign immunity. 

The Parties must comply with all applicable local, state and federal laws, ordinances, rules, orders, and 
regulations.  
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 BEGINNING OF WORK  

 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & 
Provide 

Alternative 
within 

Solicitation  
Response 

(Initial) 

NOTES/COMMENTS: 

 
 
 

   

 

The bidder shall not commence any billable work until a valid contract has been fully executed by the State 
and the awarded bidder. The awarded bidder will be notified in writing when work may begin. 
 

 AMENDMENT 

 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & 
Provide 

Alternative 
within 

Solicitation  
Response 

(Initial) 

NOTES/COMMENTS: 

 
 
 

   

 

This Contract may be amended in writing, within scope, upon the agreement of both parties. 
 

 CHANGE ORDERS OR SUBSTITUTIONS 
 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & Provide 
Alternative within 

Solicitation  
Response (Initial) 

NOTES/COMMENTS: 

 

 

 

   

 
The State and the Contractor, upon the written agreement, may make changes to the contract within the 
general scope of the solicitation. Changes may involve specifications, the quantity of work, or such other items 
as the State may find necessary or desirable. Corrections of any deliverable, service, or work required 
pursuant to the contract shall not be deemed a change. The Contractor may not claim forfeiture of the contract 
by reasons of such changes.  
 
The Contractor shall prepare a written description of the work required due to the change and an itemized 
cost sheet for the change. Changes in work and the amount of compensation to be paid to the Contractor 
shall be determined in accordance with applicable unit prices if any, a pro-rated value, or through negotiations. 
The State shall not incur a price increase for changes that should have been included in the Contractor’s 
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proposal, were foreseeable, or result from difficulties with or failure of the Contractor’s proposal or 
performance. 

No change shall be implemented by the Contractor until approved by the State, and the Contract is amended 
to reflect the change and associated costs, if any. If there is a dispute regarding the cost, but both parties 
agree that immediate implementation is necessary, the change may be implemented, and cost negotiations 
may continue with both Parties retaining all remedies under the contract and law. 

VENDOR PERFORMANCE REPORT(S) 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & Provide 
Alternative within 

Solicitation  
Response (Initial) 

NOTES/COMMENTS: 

The State may document any instance(s) of products or services delivered or performed which exceed or fail 
to meet the terms of the purchase order, contract, and/or solicitation specifications. The State Purchasing 
Bureau may contact the Vendor regarding any such report. Vendor performance report(s) will become a part 
of the permanent record of the Vendor. 

NOTICE OF POTENTIAL CONTRACTOR BREACH 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & Provide 
Alternative within 

Solicitation  
Response (Initial) 

NOTES/COMMENTS: 

If Contractor breaches the contract or anticipates breaching the contract, the Contractor shall immediately 
give written notice to the State. The notice shall explain the breach or potential breach, a proposed cure, and 
may include a request for a waiver of the breach if so desired. The State may, in its discretion, temporarily or 
permanently waive the breach. By granting a waiver, the State does not forfeit any rights or remedies to which 
the State is entitled by law or equity, or pursuant to the provisions of the contract. Failure to give immediate 
notice, however, may be grounds for denial of any request for a waiver of a breach. 

BREACH 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & Provide 
Alternative within 

Solicitation  
Response (Initial) 

NOTES/COMMENTS: 

Either Party may terminate the contract, in whole or in part, if the other Party breaches its duty to perform its 
obligations under the contract in a timely and proper manner. Termination requires written notice of default 
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and a thirty (30) calendar day (or longer at the non-breaching Party’s discretion considering the gravity and 
nature of the default) cure period. Said notice shall be delivered by Certified Mail, Return Receipt Requested, 
or in person with proof of delivery. Allowing time to cure a failure or breach of contract does not waive the right 
to immediately terminate the contract for the same or different contract breach which may occur at a different 
time. In case of default of the Contractor, the State may contract the service from other sources and hold the 
Contractor responsible for any excess cost occasioned thereby. The State may recover from the Contractor 
as damages the difference between the costs of covering the breach. Notwithstanding any clause to the 
contrary, the State may also recover the contract price together with any incidental or consequential damages, 
but less expenses saved in consequence of Contractor’s breach. 
 
The State’s failure to make payment shall not be a breach, and the Contractor shall retain all available statutory 
remedies and protections. 
 

 NON-WAIVER OF BREACH 
 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & Provide 
Alternative within 

Solicitation  
Response (Initial) 

NOTES/COMMENTS: 

 

 

 

   

 
Allowing time to cure or the acceptance of late performance with or without objection or reservation by a Party 
shall not waive any rights of the Party, including, but not limited to the right to immediately terminate the 
Contract for the same or a different breach, or constitute a waiver of the requirement of timely performance of 
any obligations remaining to be performed. 
 

 SEVERABILITY  
 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & Provide 
Alternative within 

Solicitation  
Response (Initial) 

NOTES/COMMENTS: 

 

 

 

   

 
If any term or condition of the contract is declared by a court of competent jurisdiction to be illegal or in conflict 
with any law, the validity of the remaining terms and conditions shall not be affected, and the rights and 
obligations of the parties shall be construed and enforced as if the contract did not contain the provision held 
to be invalid or illegal. 
 

 INDEMNIFICATION  
 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & Provide 
Alternative within 

Solicitation  
Response (Initial) 

NOTES/COMMENTS: 

 

 

 

  Contractor does not reject the terms in Sec. M. Rather, Contractor 
requests the addition of the following language at the end of this 
Section: 
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To the extent such agreement does not violate the constitution, laws 
and statutes of the state of Nebraska, State agrees that Contractor’s 
total liability to State for any and all damages whatsoever arising out 
of or in any way related to this Agreement from any cause, including 
but not limited to negligence, errors, omissions, strict liability, breach 
of contract or breach of warranty will not, in the aggregate, exceed the 
total value of this Agreement, including the estimated value of all 
executed renewals. In no event will Contractor be liable for special, 
indirect, incidental, economic, consequential or punitive damages, 
including but not limited to lost revenue, lost profits, replacement 
goods, loss of technology rights or services, loss of data, or interruption 
or loss of use of software or any portion thereof regardless of the legal 
theory under which such damages are sought even if Contractor has 
been advised of the likelihood of such damages, and notwithstanding 
any failure of essential purpose of any limited remedy. 

The foregoing limitations and exclusions do not apply to infringement 
claims, or Contractor’s liability for claims for damage to real or personal 
property, personal injury, or death to the extent caused by the 
negligence of Contractor or its employees. The foregoing does not limit 
the requirements of the Section of this Agreement addressing 
Insurance Requirements. 

Contractor strives to include a limitation of liability in all of its 
Agreements as part of its standard business practice. Contractor is a 
successful firm with a high net worth, which places it in a position of 
higher risk than firms with lower net worth. Inclusion of this clause 
does not speak to Contractor’s ability to render services successfully, 
nor does it displace risk to the State. Contractor has extensive 
experience and success in providing the services requested and has 
solid financial standing.   

1. GENERAL
The Contractor agrees to defend, indemnify, and hold harmless the State and its employees,
volunteers, agents, and its elected and appointed officials (“the indemnified parties”) from and against 
any and all third party claims, liens, demands, damages, liability, actions, causes of action, losses,
judgments, costs, and expenses of every nature, including investigation costs and expenses,
settlement costs, and attorney fees and expenses (“the claims”), sustained or asserted against the
State for personal injury, death, or property loss or damage, arising out of, resulting from, or
attributable to the willful misconduct, negligence, error, or omission of the Contractor, its employees,
Subcontractors, consultants, representatives, and agents, resulting from this contract, except to the
extent such Contractor liability is attenuated by any action of the State which directly and proximately
contributed to the claims.

2. INTELLECTUAL PROPERTY
The Contractor agrees it will, at its sole cost and expense, defend, indemnify, and hold harmless the
indemnified parties from and against any and all claims, to the extent such claims arise out of, result
from, or are attributable to, the actual or alleged infringement or misappropriation of any patent,
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copyright, trade secret, trademark, or confidential information of any third party by the Contractor or 
its employees, Subcontractors, consultants, representatives, and agents; provided, however, the 
State gives the Contractor prompt notice in writing of the claim. The Contractor may not settle any 
infringement claim that will affect the State’s use of the Licensed Software without the State’s prior 
written consent, which consent may be withheld for any reason. 
 
If a judgment or settlement is obtained or reasonably anticipated against the State’s use of any 
intellectual property for which the Contractor has indemnified the State, the Contractor shall, at the 
Contractor’s sole cost and expense, promptly modify the item or items which were determined to be 
infringing, acquire a license or licenses on the State’s behalf to provide the necessary rights to the 
State to eliminate the infringement, or provide the State with a non-infringing substitute that provides 
the State the same functionality. At the State’s election, the actual or anticipated judgment may be 
treated as a breach of warranty by the Contractor, and the State may receive the remedies provided 
under this solicitation. 
 

3. PERSONNEL 
The Contractor shall, at its expense, indemnify and hold harmless the indemnified parties from and 
against any claim with respect to withholding taxes, worker’s compensation, employee benefits, or 
any other claim, demand, liability, damage, or loss of any nature relating to any of the personnel, 
including subcontractor’s and their employees, provided by the Contractor. 
 

4. SELF-INSURANCE 
The State of Nebraska is self-insured for any loss and purchases excess insurance coverage 
pursuant to Neb. Rev. Stat. § 81-8,239.01 (Reissue 2008). If there is a presumed loss under the 
provisions of this agreement, Contractor may file a claim with the Office of Risk Management 
pursuant to Neb. Rev. Stat. §§ 81-8,829 – 81-8,306 for review by the State Claims Board. The State 
retains all rights and immunities under the State Miscellaneous (Section 81-8,294), Tort (Section 81-
8,209), and Contract Claim Acts (Section 81-8,302), as outlined in Neb. Rev. Stat. § 81-8,209 et seq. 
and under any other provisions of law and accepts liability under this agreement to the extent 
provided by law. 
 

5. ALL REMEDIES AT LAW 
Nothing in this agreement shall be construed as an indemnification by one Party of the other for 
liabilities of a Party or third parties for property loss or damage or death or personal injury arising out 
of and during the performance of this contract. Any liabilities or claims for property loss or damages 
or for death or personal injury by a Party or its agents, employees, contractors or assigns or by third 
persons, shall be determined according to applicable law. 
 

6. The Parties acknowledge that Attorney General for the State of Nebraska is required by statute to 
represent the legal interests of the State, and that any provision of this indemnity clause is subject 
to the statutory authority of the Attorney General. 
 

 ATTORNEY'S FEES  
 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & Provide 
Alternative within 

Solicitation  
Response (Initial) 

NOTES/COMMENTS: 

 

 

 

   

 
In the event of any litigation, appeal, or other legal action to enforce any provision of the contract, the Parties 
agree to pay all expenses of such action, as permitted by law and if ordered by the court, including attorney's 
fees and costs, if the other Party prevails. 
 

 LIQUIDATED DAMAGES  
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Accept 
(Initial) 

Reject 
(Initial) 

Reject & Provide 
Alternative 

within 
Solicitation  
Response 

(Initial) 

NOTES/COMMENTS: 

 
 
 

   

 
Failure to initiate contact with an individual upon receiving notification from DHHS within three (3) business 
days may result in an assessment of liquidated damages due the State of $1,000 (one thousand dollars) per 
day, per individual that is to be contacted until contact is initiated. Contractor will be notified in writing when 
liquidated damages are assessed. Damages will be assessed against Contractor’s subsequent submitted 
invoice(s). 
 

 ASSIGNMENT, SALE, OR MERGER  
 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & Provide 
Alternative 

within 
Solicitation  
Response 

(Initial) 

NOTES/COMMENTS: 

 
 
 

   

 
Either Party may assign the contract upon mutual written agreement of the other Party. Such agreement shall 
not be unreasonably withheld. 
 
The Contractor retains the right to enter into a sale, merger, acquisition, internal reorganization, or similar 
transaction involving Contractor’s business. Contractor agrees to cooperate with the State in executing 
amendments to the contract to allow for the transaction. If a third party or entity is involved in the transaction, 
the Contractor will remain responsible for performance of the contract until such time as the person or entity 
involved in the transaction agrees in writing to be contractually bound by this contract and perform all 
obligations of the contract. 
 

 CONTRACTING WITH OTHER NEBRASKA POLITICAL SUB-DIVISIONS OF THE STATE OR ANOTHER 
STATE 
 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & Provide 
Alternative within 

Solicitation  
Response (Initial) 

NOTES/COMMENTS: 

 

 

 

   

 
The Contractor may, but shall not be required to, allow agencies, as defined in Neb. Rev. Stat. §81-145, to 
use this contract. The terms and conditions, including price, of the contract may not be amended. The State 
shall not be contractually obligated or liable for any contract entered into pursuant to this clause. A listing of 
Nebraska political subdivisions may be found at the website of the Nebraska Auditor of Public Accounts. 
 
The Contractor may, but shall not be required to, allow other states, agencies or divisions of other states, or 
political subdivisions of other states to use this contract. The terms and conditions, including price, of this 
contract shall apply to any such contract, but may be amended upon mutual consent of the Parties. The State 
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of Nebraska shall not be contractually or otherwise obligated or liable under any contract entered into pursuant 
to this clause. The State shall be notified if a contract is executed based upon this contract. 

FORCE MAJEURE 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & Provide 
Alternative within 

Solicitation  
Response (Initial) 

NOTES/COMMENTS: 

Neither Party shall be liable for any costs or damages, or for default resulting from its inability to perform any 
of its obligations under the contract due to a natural or manmade event outside the control and not the fault of 
the affected Party (“Force Majeure Event”). The Party so affected shall immediately make a written request 
for relief to the other Party, and shall have the burden of proof to justify the request. The other Party may grant 
the relief requested; relief may not be unreasonably withheld. Labor disputes with the impacted Party’s own 
employees will not be considered a Force Majeure Event. 

Consistent with the purpose of this Agreement – to obtain from the Contractor contact tracing services to 
combat the COVID-19 pandemic – the Parties agree that default or delay in the performance of obligations 
caused by the COVID-19 pandemic shall not constitute a Force Majeure Event. 

CONFIDENTIALITY 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & Provide 
Alternative within 

Solicitation  
Response (Initial) 

NOTES/COMMENTS: 

All materials and information provided by the Parties or acquired by a Party on behalf of the other Party shall 
be regarded as confidential information. All materials and information provided or acquired shall be handled 
in accordance with federal and state law, and ethical standards. Should said confidentiality be breached by a 
Party, the Party shall notify the other Party immediately of said breach and take immediate corrective action. 

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

All information entered into the State’s Systems or otherwise collected while performing services under this 
agreement shall not be sold by Contractor. This provision shall survive the termination or expiration of this 
contract. 

All information entered into the State’s Systems or otherwise collected while performing services under this 
Agreement shall not be shared or disclosed by Contractor with any other entity or individual, unless (a) 
required by applicable law, or (b) authorized by the State in writing, prior to such disclosure or sharing. This 
provision shall survive the termination or expiration of this contract. 
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OFFICE OF PUBLIC COUNSEL (Statutory) 
If it provides, under the terms of this contract and on behalf of the State of Nebraska, health and human 
services to individuals; service delivery; service coordination; or case management, Contractor shall submit 
to the jurisdiction of the Office of Public Counsel, pursuant to Neb. Rev. Stat. §§ 81-8,240 et seq. This section 
shall survive the termination of this contract. 

LONG-TERM CARE OMBUDSMAN (Statutory)  
Contractor must comply with the Long-Term Care Ombudsman Act, per Neb. Rev. Stat. §§ 81-2237 et seq. 
This section shall survive the termination of this contract. 

EARLY TERMINATION 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & Provide 
Alternative within 

Solicitation  
Response (Initial) 

NOTES/COMMENTS: 

The contract may be terminated as follows: 

1. The State and the Contractor, by mutual written agreement, may terminate the contract at any time.

2. The State, in its sole discretion, may terminate the contract for any reason upon thirty (30) calendar
day’s written notice to the Contractor. Such termination shall not relieve the Contractor of warranty
or other service obligations incurred under the terms of the contract. In the event of termination, the
Contractor shall be entitled to payment, determined on a pro rata basis, for products or services
satisfactorily performed or provided.

3. The State may terminate the contract immediately for the following reasons:

a. If directed to do so by statute;
b. Contractor has made an assignment for the benefit of creditors, has admitted in writing its

inability to pay debts as they mature, or has ceased operating in the normal course of
business;

c. A trustee or receiver of the Contractor or of any substantial part of the Contractor’s assets
has been appointed by a court;

d. Fraud, misappropriation, embezzlement, malfeasance, misfeasance, or illegal conduct
pertaining to performance under the contract by its Contractor, its employees, officers,
directors, or shareholders;

e. An involuntary proceeding has been commenced by any Party against the Contractor
under any one of the chapters of Title 11 of the United States Code and (i) the proceeding
has been pending for at least sixty (60) calendar days; or (ii) the Contractor has
consented, either expressly or by operation of law, to the entry of an order for relief; or (iii)
the Contractor has been decreed or adjudged a debtor;

f. A voluntary petition has been filed by the Contractor under any of the chapters of Title 11
of the United States Code;

g. Contractor intentionally discloses confidential information;
h. Contractor has or announces it will discontinue support of the deliverable; and,
i. In the event funding is no longer available.

CONTRACT CLOSEOUT 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & Provide 
Alternative within 

Solicitation  
Response (Initial) 

NOTES/COMMENTS: 
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No later than 30 days after termination or expiration of the contract, the Contractor shall, unless stated 
otherwise herein: 
 
1. Transfer all completed or partially completed deliverables to the State; 
2. Transfer ownership and title to all completed or partially completed deliverables to the State; 
3. Return to the State all information and data, unless the Contractor is permitted to keep the 

information or data by contract or rule of law. Contractor may retain one copy of any information or 
data as required to comply with applicable work product documentation standards or as are 
automatically retained in the course of Contractor’s routine back up procedures; 

4. Cooperate with any successor Contactor, person or entity in the assumption of any or all of the 
obligations of this contract; 

5. Cooperate with any successor Contactor, person or entity with the transfer of information or data 
related to this contract; 

6. Return or vacate any state owned real or personal property; and, 
7. Return all data in a mutually acceptable format and manner. 
 
Nothing in this Section should be construed to require the Contractor to surrender intellectual property, real or 
personal property, or information or data owned by the Contractor for which the State has no legal claim.  
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3. Contractor Duties 
RFP Section III 

 INDEPENDENT CONTRACTOR / OBLIGATIONS 
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(Initial) 
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(Initial) 
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NOTES/COMMENTS: 

 

 

 

   

 
It is agreed that the Contractor is an independent contractor and that nothing contained herein is intended or 
should be construed as creating or establishing a relationship of employment, agency, or a partnership.  
 
The Contractor is solely responsible for fulfilling the contract. The Contractor or the Contractor’s representative 
shall be the sole point of contact regarding all contractual matters. 
 
The Contractor shall secure, at its own expense, all personnel required to perform the services under the 
contract. The personnel the Contractor uses to fulfill the contract shall have no contractual or other legal 
relationship with the State; they shall not be considered employees of the State and shall not be entitled to 
any compensation, rights or benefits from the State, including but not limited to, tenure rights, medical and 
hospital care, sick and vacation leave, severance pay, or retirement benefits. 
 
By-name personnel commitments made in the Contractor's proposal shall not be changed without the prior 
written approval of the State. Replacement of these personnel, if approved by the State, shall be with 
personnel of equal or greater ability and qualifications. 
 
All personnel assigned by the Contractor to the contract shall be employees of the Contractor or a 
subcontractor, and shall be fully qualified to perform the work required herein. Personnel employed by the 
Contractor or a subcontractor to fulfill the terms of the contract shall remain under the sole direction and control 
of the Contractor or the subcontractor respectively. 
 
With respect to its employees, the Contractor agrees to be solely responsible for the following: 
 
1. Any and all pay, benefits, and employment taxes and/or other payroll withholding; 
2. Any and all vehicles used by the Contractor’s employees, including all insurance required by state 

law; 
3. Damages incurred by Contractor’s employees within the scope of their duties under the contract; 
4. Maintaining Workers’ Compensation and health insurance that complies with state and federal law 

and submitting any reports on such insurance to the extent required by governing law;  
5. Determining the hours to be worked and the duties to be performed by the Contractor’s employees; 

and, 
6. All claims on behalf of any person arising out of employment or alleged employment (including 

without limit claims of discrimination alleged against the Contractor, its officers, agents, or 
subcontractors or subcontractor’s employees) 

 
If the Contractor intends to utilize any subcontractor, the subcontractor's level of effort, tasks, and time 
allocation should be clearly defined in the bidder’s proposal. The Contractor shall agree that it will not utilize 
any subcontractors not specifically included in its proposal in the performance of the contract without the prior 
written authorization of the State. 
 
The State reserves the right to require the Contractor to reassign or remove from the project any Contractor 
or subcontractor employee. 
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Contractor shall insure that the terms and conditions contained in any contract with a subcontractor does not 
conflict with the terms and conditions of this contract.  
 
The Contractor shall include a similar provision, for the protection of the State, in the contract with any 
Subcontractor engaged to perform work on this contract. 
 
 

 EMPLOYEE WORK ELIGIBILITY STATUS 
 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & Provide 
Alternative within 

Solicitation  
Response (Initial) 

NOTES/COMMENTS: 

    

 
The Contractor is required and hereby agrees to use a federal immigration verification system to determine 
the work eligibility status of employees physically performing services within the State of Nebraska. A federal 
immigration verification system means the electronic verification of the work authorization program authorized 
by the Illegal Immigration Reform and Immigrant Responsibility Act of 1996, 8 U.S.C. 1324a, known as the E-
Verify Program, or an equivalent federal program designated by the United States Department of Homeland 
Security or other federal agency authorized to verify the work eligibility status of an employee. 
 
If the Contractor is an individual or sole proprietorship, the following applies: 
 
1. The Contractor must complete the United States Citizenship Attestation Form, available on the 

Department of Administrative Services website at 
http://das.nebraska.gov/materiel/purchasing.html  
 

2. The completed United States Attestation Form should be submitted with the solicitation response. 
 

3. If the Contractor indicates on such attestation form that he or she is a qualified alien, the Contractor 
agrees to provide the US Citizenship and Immigration Services documentation required to verify 
the Contractor’s lawful presence in the United States using the Systematic Alien Verification for 
Entitlements (SAVE) Program.  
 

4. The Contractor understands and agrees that lawful presence in the United States is required and 
the Contractor may be disqualified or the contract terminated if such lawful presence cannot be 
verified as required by Neb. Rev. Stat. §4-108. 

 
 COMPLIANCE WITH CIVIL RIGHTS LAWS AND EQUAL OPPORTUNITY EMPLOYMENT / 

NONDISCRIMINATION (Statutory) 
The Contractor shall comply with all applicable local, state, and federal statutes and regulations regarding civil 
rights laws and equal opportunity employment. The Nebraska Fair Employment Practice Act prohibits 
Contractors of the State of Nebraska, and their Subcontractors, from discriminating against any employee or 
applicant for employment, with respect to hire, tenure, terms, conditions, compensation, or privileges of 
employment because of race, color, religion, sex, disability, marital status, or national origin (Neb. Rev. Stat. 
§48-1101 to 48-1125). The Contractor guarantees compliance with the Nebraska Fair Employment Practice 
Act, and breach of this provision shall be regarded as a material breach of contract. The Contractor shall insert 
a similar provision in all Subcontracts for goods and services to be covered by any contract resulting from this 
solicitation. 
 
 
 
 
 
 
 

DocuSign Envelope ID: 8E023A24-8678-4B52-856C-EF61966F6A05

http://das.nebraska.gov/materiel/purchasing.html


Contractual Services  
   
 

Contractor Duties  3-3 
RFP # 6416 Z1   

 

 COOPERATION WITH OTHER CONTRACTORS  
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Reject 
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Reject & Provide 
Alternative within 

Solicitation  
Response (Initial) 

NOTES/COMMENTS: 

 

 

 

   

 
Contractor may be required to work with or in close proximity to other contractors or individuals that may be 
working on same or different projects. The Contractor shall agree to cooperate with such other contractors or 
individuals, and shall not commit or permit any act which may interfere with the performance of work by any 
other contractor or individual. Contractor is not required to compromise Contractor’s intellectual property or 
proprietary information unless expressly required to do so by this contract. 
 
 

 PERMITS, REGULATIONS, LAWS 
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Response (Initial) 

NOTES/COMMENTS: 

 

 

 

   

 
The contract price shall include the cost of all royalties, licenses, permits, and approvals, whether arising from 
patents, trademarks, copyrights or otherwise, that are in any way involved in the contract. The Contractor shall 
obtain and pay for all royalties, licenses, and permits, and approvals necessary for the execution of the 
contract. The Contractor must guarantee that it has the full legal right to the materials, supplies, equipment, 
software, and other items used to execute this contract. 
 

 OWNERSHIP OF INFORMATION AND DATA / DELIVERABLES   
 

Accept 
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Reject 
(Initial) 

Reject & Provide 
Alternative within 

Solicitation  
Response (Initial) 

NOTES/COMMENTS: 

 

 

 

   

 
The State shall have the unlimited right to publish, duplicate, use, and disclose all information and data 
developed or obtained by the Contractor on behalf of the State pursuant to this contract. 
 
The State shall own and hold exclusive title to any deliverable developed as a result of this contract. Contractor 
shall have no ownership interest or title, and shall not patent, license, or copyright, duplicate, transfer, sell, or 
exchange, the design, specifications, concept, or deliverable. 
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 INSURANCE REQUIREMENTS 
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NOTES/COMMENTS: 

 

 

 

   

 
The Contractor shall throughout the term of the contract maintain insurance as specified herein and provide 
the State a current Certificate of Insurance/Acord Form (COI) verifying the coverage. The Contractor shall not 
commence work on the contract until the insurance is in place. If Contractor subcontracts any portion of the 
Contract the Contractor must, throughout the term of the contract, require each subcontractor to have 
equivalent insurance and provide written notice to the State that the Contractor has verified that each 
subcontractor has the required coverage. 
 
The Contractor shall not allow any Subcontractor to commence work until the Subcontractor has equivalent 
insurance. The failure of the State to require a COI, or the failure of the Contractor to provide a COI or require 
subcontractor insurance shall not limit, relieve, or decrease the liability of the Contractor hereunder. 
 
In the event that any policy written on a claims-made basis terminates or is canceled during the term of the 
contract or within two (2) years of termination or expiration of the contract, the contractor shall obtain an 
extended discovery or reporting period or a new insurance policy, providing coverage required by this contract 
for the term of the contract and two (2) years following termination or expiration of the contract. 
  
If by the terms of any insurance a mandatory deductible is required, or if the Contractor elects to increase the 
mandatory deductible amount, the Contractor shall be responsible for payment of the amount of the deductible 
in the event of a paid claim. 
 
Notwithstanding any other clause in this Contract, the State may recover up to the liability limits of the 
insurance policies required herein. 
 
1. WORKERS’ COMPENSATION INSURANCE 

The Contractor shall take out and maintain during the life of this contract the statutory Workers’ 
Compensation and Employer's Liability Insurance for all of the contactors’ employees to be engaged 
in work on the project under this contract and, in case any such work is sublet, the Contractor shall 
require the Subcontractor similarly to provide Worker's Compensation and Employer's Liability 
Insurance for all of the Subcontractor’s employees to be engaged in such work. This policy shall be 
written to meet the statutory requirements for the state in which the work is to be performed, including 
Occupational Disease. The policy shall include a waiver of subrogation in favor of the State. 
The COI shall contain the mandatory COI subrogation waiver language found hereinafter. The 
amounts of such insurance shall not be less than the limits stated hereinafter. For employees working 
in the State of Nebraska, the policy must be written by an entity authorized by the State of Nebraska 
Department of Insurance to write Workers’ Compensation and Employer’s Liability Insurance for 
Nebraska employees. 
 

2. COMMERCIAL GENERAL LIABILITY INSURANCE AND COMMERCIAL AUTOMOBILE 
LIABILITY INSURANCE 
The Contractor shall take out and maintain during the life of this contract such Commercial General 
Liability Insurance and Commercial Automobile Liability Insurance as shall protect Contractor and 
any Subcontractor performing work covered by this contract from claims for damages for bodily injury, 
including death, as well as from claims for property damage, which may arise from operations under 
this contract, whether such operation be by the Contractor or by any Subcontractor or by anyone 
directly or indirectly employed by either of them, and the amounts of such insurance shall not be less 
than limits stated hereinafter. 
 
The Commercial General Liability Insurance shall be written on an occurrence basis, and provide 
Premises/Operations, Products/Completed Operations, Independent Contractors, Personal Injury, 
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and Contractual Liability coverage. The policy shall include the State, and others as required by 
the contract documents, as Additional Insured(s). This policy shall be primary, and any 
insurance or self-insurance carried by the State shall be considered secondary and non-
contributory. The COI shall contain the mandatory COI liability waiver language found 
hereinafter. The Commercial Automobile Liability Insurance shall be written to cover all Owned, Non-
owned, and Hired vehicles. 
 
 

REQUIRED INSURANCE COVERAGE  

COMMERCIAL GENERAL LIABILITY  

General Aggregate  $2,000,000 
Products/Completed Operations Aggregate $2,000,000 
Personal/Advertising Injury  $1,000,000 per occurrence 
Bodily Injury/Property Damage  $1,000,000 per occurrence 
Medical Payments $5,000 any one person 
Damage to Rented Premises (Fire) $300,000 each occurrence 
Contractual Included 
Independent Contractors Included 

If higher limits are required, the Umbrella/Excess Liability limits are allowed to satisfy the higher limit. 
WORKER’S COMPENSATION 

Employers Liability Limits $500K/$500K/$500K 
Statutory Limits- All States Statutory - State of Nebraska 
Voluntary Compensation Statutory 

UMBRELLA/EXCESS LIABILITY 

Over Primary Insurance  $1,000,000 per occurrence 
CYBER LIABILITY 

Breach of Privacy, Security Breach, Denial of 
Service, Remediation, Fines and Penalties 

$3,000,000 

MANDATORY COI SUBROGATION WAIVER LANGUAGE   

“Workers’ Compensation policy shall include a waiver of subrogation in favor of the State of Nebraska.” 
MANDATORY COI LIABILITY WAIVER LANGUAGE 

“Commercial General Liability & Commercial Automobile Liability policies shall name the State of Nebraska 
as an Additional Insured and the policies shall be primary and any insurance or self-insurance carried by 
the State shall be considered secondary and non-contributory as additionally insured.” 

 
3. EVIDENCE OF COVERAGE 

The Contractor shall furnish the Contract Manager, with a certificate of insurance coverage complying 
with the above requirements prior to beginning work at:  
 
State of Nebraska 
State Purchasing Bureau 
Attn: Connie Heinrichs 
RFP:  6416 Z1 
Email: connie.heinrichs@nebraska.gov 
 
These certificates or the cover sheet shall reference the RFP number, and the certificates shall 
include the name of the company, policy numbers, effective dates, dates of expiration, and amounts 
and types of coverage afforded. If the State is damaged by the failure of the Contractor to maintain 
such insurance, then the Contractor shall be responsible for all reasonable costs properly attributable 
thereto. 
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Reasonable notice of cancellation of any required insurance policy must be submitted to the contract 
manager as listed above when issued and a new coverage binder shall be submitted immediately to 
ensure no break in coverage. 
 

4. DEVIATIONS 
The insurance requirements are subject to limited negotiation. Negotiation typically includes, but is 
not necessarily limited to, the correct type of coverage, necessity for Workers’ Compensation, and 
the type of automobile coverage carried by the Contractor. 
 

 ANTITRUST 
 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & Provide 
Alternative within 

Solicitation  
Response (Initial) 

NOTES/COMMENTS: 

 

 

 

   

 
The Contractor hereby assigns to the State any and all claims for overcharges as to goods and/or services 
provided in connection with this contract resulting from antitrust violations which arise under antitrust laws of 
the United States and the antitrust laws of the State. 
 

 CONFLICT OF INTEREST  
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By submitting a proposal, bidder certifies that no relationship exists between the bidder and any person or 
entity which either is, or gives the appearance of, a conflict of interest related to this Request for Proposal or 
project. 
 
Bidder further certifies that bidder will not employ any individual known by bidder to have a conflict of interest 
nor shall bidder take any action or acquire any interest, either directly or indirectly, which will conflict in any 
manner or degree with the performance of its contractual obligations hereunder or which creates an actual or 
appearance of conflict of interest.  
 
If there is an actual or perceived conflict of interest, bidder shall provide with its proposal a full disclosure of 
the facts describing such actual or perceived conflict of interest and a proposed mitigation plan for 
consideration. The State will then consider such disclosure and proposed mitigation plan and either approve 
or reject as part of the overall bid evaluation. 
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 SITE RULES AND REGULATIONS  
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The Contractor shall use its best efforts to ensure that its employees, agents, and Subcontractors comply with 
site rules and regulations while on State premises. If the Contractor must perform on-site work outside of the 
daily operational hours set forth by the State, it must make arrangements with the State to ensure access to 
the facility and the equipment has been arranged. No additional payment will be made by the State on the 
basis of lack of access, unless the State fails to provide access as agreed to in writing between the State and 
the Contractor. 
 

 ADVERTISING  
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The Contractor agrees not to refer to the contract award in advertising in such a manner as to state or imply 
that the company or its goods or services are endorsed or preferred by the State. Any publicity releases 
pertaining to the project shall not be issued without prior written approval from the State. 
 

 NEBRASKA TECHNOLOGY ACCESS STANDARDS (Statutory) 
Contractor shall review the Nebraska Technology Access Standards, found at 
http://nitc.nebraska.gov/standards/2-201.html and ensure that products and/or services provided 
under the contract are in compliance or will comply with the applicable standards to the greatest degree 
possible. In the event such standards change during the Contractor’s performance, the State may create an 
amendment to the contract to request the contract comply with the changed standard at a cost mutually 
acceptable to the parties. 
 

 DISASTER RECOVERY/BACK UP PLAN  
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The Contractor shall have a disaster recovery and back-up plan, of which a copy should be provided upon 
request to the State, which includes, but is not limited to equipment, personnel, facilities, and transportation, 
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in order to continue delivery of goods and services as specified under the specifications in the contract in the 
event of a disaster.  
 

 DRUG POLICY 
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Contractor certifies it maintains a drug free workplace environment to ensure worker safety and workplace 
integrity. Contractor agrees to provide a copy of its drug free workplace policy at any time upon request by the 
State. 
 

 WARRANTY 
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Despite any clause to the contrary, the Contractor represents and warrants that its services hereunder shall 
be performed by competent personnel and shall be of professional quality consistent with generally accepted 
industry standards for the performance of such services and shall comply in all respects with the requirements 
of this Agreement. For any breach of this warranty, the Contractor shall, for a period of ninety (90) days from 
performance of the service, perform the services again, at no cost to the State, or if Contractor is unable to 
perform the services as warranted, Contractor shall reimburse the State all fees paid to Contractor for the 
unsatisfactory services. The rights and remedies of the parties under this warranty are in addition to any other 
rights and remedies of the parties provided by law or equity, including, without limitation actual damages, and, 
as applicable and awarded under the law, to a prevailing party, reasonable attorneys’ fees and costs. 
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4. Payment 
RFP Section IV 

 PROHIBITION AGAINST ADVANCE PAYMENT (Statutory) 
Neb. Rev. Stat. §§81-2403 states, “[n]o goods or services shall be deemed to be received by an agency until 
all such goods or services are completely delivered and finally accepted by the agency.” 
 

 TAXES (Statutory) 
The State is not required to pay taxes and assumes no such liability as a result of this solicitation. The 
Contractor may request a copy of the Nebraska Department of Revenue, Nebraska Resale or Exempt Sale 
Certificate for Sales Tax Exemption, Form 13 for their records. Any property tax payable on the Contractor's 
equipment which may be installed in a state-owned facility is the responsibility of the Contractor. 
 

 LATE PAYMENT (Statutory) 
The Contractor may charge the responsible agency interest for late payment in compliance with the State of 
Nebraska Prompt Payment Act (See Neb. Rev. Stat. §81-2401 through 81-2408). 
 

 SUBJECT TO FUNDING / FUNDING OUT CLAUSE FOR LOSS OF APPROPRIATIONS (Statutory) 
The State’s obligation to pay amounts due on the Contract for a fiscal year following the current fiscal year is 
contingent upon legislative appropriation of funds. Should said funds not be appropriated, the State may 
terminate the contract with respect to those payments for the fiscal year(s) for which such funds are not 
appropriated. The State will give the Contractor written notice thirty (30) calendar days prior to the effective 
date of termination. All obligations of the State to make payments after the termination date will cease. The 
Contractor shall be entitled to receive just and equitable compensation for any authorized work which has 
been satisfactorily completed as of the termination date. In no event shall the Contractor be paid for a loss of 
anticipated profit. 
 

 RIGHT TO AUDIT (First Paragraph is Statutory) 
The State shall have the right to audit the Contractor’s performance of this contract upon a thirty (30) days’ 
written notice. Contractor shall utilize generally accepted accounting principles, and shall maintain the 
accounting records, and other records and information relevant to the contract (Information) to enable the 
State to audit the contract. (Neb. Rev. Stat. §84-304 et seq.) The State may audit and the Contractor shall 
maintain, the Information during the term of the contract and for a period of five (5) years after the completion 
of this contract or until all issues or litigation are resolved, whichever is later. The Contractor shall make the 
Information available to the State at Contractor’s place of business or a location acceptable to both Parties 
during normal business hours. If this is not practical or the Contractor so elects, the Contractor may provide 
electronic or paper copies of the Information. The State reserves the right to examine, make copies of, and 
take notes on any Information relevant to this contract, regardless of the form or the Information, how it is 
stored, or who possesses the Information. Under no circumstance will the Contractor be required to create or 
maintain documents not kept in the ordinary course of contractor’s business operations, nor will contractor be 
required to disclose any information, including but not limited to product cost data, which is confidential or 
proprietary to contractor. 
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The Parties shall pay their own costs of the audit unless the audit finds a previously undisclosed overpayment 
by the State. If a previously undisclosed overpayment exceeds one-half of one percent (0.5%) of the total 
contract billings, or if fraud, material misrepresentations, or non-performance is discovered on the part of the 
Contractor, the Contractor shall reimburse the State for the total costs of the audit. Overpayments and audit 
costs owed to the State shall be paid within ninety (90) days of written notice of the claim. The Contractor 
agrees to correct any material weaknesses or condition found as a result of the audit. 
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 INVOICES  

 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & Provide 
Alternative within 

Solicitation  
Response (Initial) 

NOTES/COMMENTS: 

 

 

 

   

 
Invoices for payments must be submitted by the Contractor to the agency requesting the services with 
sufficient detail to support payment. Invoices shall be sent bi-weekly to: 
 
Department of Health and Human Services 
ATTN: Director of Contact and Care 
301 Centennial Mall S. 
Lincoln, NE 68509 
An email address will be provided upon contract execution. 
 
Invoices shall include itemization of training hours, active hours, back-up capacity headcount with tier, and 
total amount due. Invoice shall also include documentation log of hours per rep each week. 
 
The terms and conditions included in the Contractor’s invoice shall be deemed to be solely for the convenience 
of the parties. No terms or conditions of any such invoice shall be binding upon the State, and no action by 
the State, including without limitation the payment of any such invoice in whole or in part, shall be construed 
as binding or estopping the State with respect to any such term or condition, unless the invoice term or 
condition has been previously agreed to by the State as an amendment to the contract.  
 

 INSPECTION AND APPROVAL  
 

Accept 
(Initial) 

Reject 
(Initial) 

Reject & Provide 
Alternative within 

Solicitation  
Response (Initial) 

NOTES/COMMENTS: 

 

 

 

   

 
Final inspection and approval of all work required under the contract shall be performed by the designated 
State officials.  
 
The State and/or its authorized representatives shall have the right to enter any premises where the Contractor 
or Subcontractor duties under the contract are being performed, and to inspect, monitor or otherwise evaluate 
the work being performed. All inspections and evaluations shall be at reasonable times and in a manner that 
will not unreasonably delay work. 
 

 PAYMENT (Statutory) 
Payment will be made by the responsible agency in compliance with the State of Nebraska Prompt Payment 
Act (See Neb. Rev. Stat. §81-2403). The State may require the Contractor to accept payment by electronic 
means such as ACH deposit. In no event shall the State be responsible or liable to pay for any goods and 
services provided by the Contractor prior to the Effective Date of the contract, and the Contractor hereby 
waives any claim or cause of action for any such services. 
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5. Technical Approach 
RFP Section V 

Executive Summary 
Nebraska is in search of a vendor able to provide Contact Tracing services in response to the 
COVID-19 pandemic and additional resources to help trace the contacts of exposed or 
diagnosed individuals with the Coronavirus. Currently, contact tracing is being performed across 
the State of Nebraska by staff at Local Health Departments (LHD) and the Department of Health 
and Human Services (DHHS). Maximus has the capabilities to meet the staffing levels needed 
to sustain the resources for the contact tracing services necessary for the COVID-19 pandemic 
response. We will work with the State to create efficiencies within the current contact tracing 
process to reduce initial call times and increase the number of calls placed and cases recorded. 
Our standard contact tracing processes and operations will allow Maximus to make call 
timeframes more predictable and create consistent call quality across all interactions. The 
flexibility and depth of resources we bring to Nebraska is important to support the unknown of 
the COVID-19 pandemic, ramping up and down the capacity required to address the volume of 
new cases. 
Throughout the country, our COVID response solutions incorporate testing coordination, results 
notification, and contact tracing services. Our contact tracing solutions include both technology 
assets for tracing as well as operational staffing solutions. Both our workforce management and 
training solutions and our operational polices have been vetted with epidemiologists from the 
CDC and experts from public health. Maximus currently performs more than 84 million contacts 
per year on behalf of states and the federal government. We are uniquely qualified to support 
your COVID-19 Contact Tracing requirements. Maximus has: 
 Hands-on Experience with COVID-19 Contact Tracing and Adjacent Services: 

Currently, we deliver COVID-19 contact tracing services in 11 states, including statewide 
tracing efforts in Florida, Indiana, and Vermont, and local staff augmentation in Kentucky. 
We perform county-based work in Pima County Arizona and Greene County Missouri. 

 Deep Bench of Available Resources: Maximus holds several national contracts with 
vendors that produce qualified candidates for background check processing within 72 hours 
of contact award. Through our national contract with Guidant Global and their connection to 
agencies in cities and communities across the country, we are able to maximize our access 
to resources no matter the location. We are also to shift experienced staff from projects 
ending or ramping down to meet new emerging needs. Transitioning staff from existing 
projects allows Maximus to bring experienced staff with customer service and/or contact 
tracing experience with known quality and previously measured performance. 

 Ability to Move Quickly and At Scale: Maximus provides the ability for our government 
partners to move quickly. We can scale appropriately to meet weekly demands, as well as 
recruit, train, and onboard inside of a week for more than 200 staff members, which we have 
done in multiple states since March 2020. Our workforce management approach enables 
Maximus to scale quickly to meet the needs of Nebraska. 

Our capacity to support state clients in this time of crisis is expansive. We currently have more 
than 4,000 federally background checked, work-from-home agents assigned and working in 
HIPAA compliant environments. We have access to bring on many more as demand rises. Our 
staff is fully trained, outfitted with necessary equipment, tested for connectivity to our cloud, and 
supervised. We now have more than 60 percent of the workforce at Maximus deployed to home 
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locations, and 100 percent of our project staff assigned to the Nebraska contact tracing project 
will work from home. Maximus is dedicated to supporting health and human service initiatives 
for state and federal governments. We are excited for the opportunity to show our capability in 
managing your COVID-19 contact tracing workforce. 

5.1 Project Requirements and Performance Requirements 
RFP Section V.I.1; V.C; V.G  

Maximus oversees some of the largest, most complex public 
health related call center projects in the nation. We are 
currently the vendor charged with supporting HHS through 
the National Results Notification Center, whereby we inform 
individuals on COVID-19 test results for all states we do 
contact tracing in. Additionally, we surged up to 600 agents 
to meet demand for the CDC COVID-19 Information Hotline. 
In nearly every state across the nation, we have supported 
COVID-specific initiatives, including call center support 
services for contact tracing efforts. It is this experience that 
gives Maximus important insight and understanding into the 
effects the pandemic has had in Nebraska, as well as 
invaluable experience standing up and quickly scaling 
contact tracing services; developing and implementing clear 
and consistent policies and procedures; quickly sourcing, 
training, and onboarding staff; and supporting cloud-based 
telephony platforms for easy scalability and secure support. 
Exhibit 5.1-1: Maximus’ Understanding and Approach to 
Meet Project and Performance Requirements demonstrates 
a brief overview of our approach to project and performance 
requirements, as well as our understanding of the 
requirements and the benefits our approach offers 
Nebraska. 

RFP 
Section 

Project and Performance 
Requirements 

Approach / Understanding and Benefit 

V.C.1 Contact tracing services for individuals 
diagnosed with COVID-19 or potentially 
exposed to COVID-19 

Maximus Call Center staff will be trained to thoroughly interview individuals 
and perform follow-up for subsequent contacts as needed. We will have 
quality control measures in place for monitoring live calls through the 
Genesys telephony system and by providing dedicated staff for QC, to help 
verify that all interviews are professional, thorough, and accurate.  

V.C.2 Staff make contact tracing phone calls 
and entering information in the State 
system – PHI/HIPAA training 

Before project staff can begin making contact tracing calls to individuals, 
they must first complete project training. This training includes required 
State training, PHI and HIPAA training, and Maximus contact tracing 
training. We will track staff that have received/completed training and will 
provide our training records to DHHS upon request. PHI and HIPAA 
training verify that contact tracers are prepared to interact with individuals 
and handle personal and sensitive information in a secure manner. 

V.C.3 Hours of Operation Maximus will develop schedules to cover seven days a week from 10:00 
a.m. to 7:00 p.m. CT, implementing staggered shifts and will always have 
an available point of contact for any escalations required. The appropriate 
levels of scheduled project staff will be available during operational hours, 
as well as outside of standard hours to take scheduled calls/appointments. 

 
Maximus offers Nebraska contact 
tracing services based on: 
 Active COVID-19 support-

related contracts in 30 states, 
11 of which are specifically 
contact tracing services 

 Scalable and flexible 
recruitment, training, and 
management 

 A skilled, empathetic team of 
contact tracers, selected on 
their ability to communicate 
clearly and effectively with a 
broad and diverse customer 
base 
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RFP 
Section 

Project and Performance 
Requirements 

Approach / Understanding and Benefit 

V.C.4 Information and data received or 
created entered into the State system 

All information and data received or gathered by project staff during calls 
with individuals is entered into the State system in an efficient and secure 
manner. 

V.C.5 Staff equipment necessary for telework As part of our onboarding and quality check process, we make certain staff 
have the right equipment, bandwidth, and access to systems to perform 
contact tracing services. 

V.C.6 Staffing oversight and management – 
hiring, training, and onboarding project 
staff 

Maximus will hire employees to fulfill the Call Center staffing need to 
support DHHS’ contact tracing project. Maximus follows best practices for 
hiring, training, and onboarding the required level of staff within the 
implementation timeframe. Our workforce management processes help us 
maintain the appropriate staffing levels to support the project and execute 
contact tracing services, providing the high quality customer services to 
individuals. 

G.1 Placing Calls (Initial and Subsequent) Project staff follow call workflow process to perform initial and subsequent 
calls to individuals. Once we receive notification of an assigned individual 
from DHHS, we will make the initial call within eight business hours. If an 
individual is not reached during the initial call, we will complete at least five 
subsequent calls to reach the individual. We will perform quality control by 
listening to live calls between contact tracers and individuals in the 
Genesys system. 

G.2 Subsequent Attempts must be no less 
than thirty (30) minutes after the most 
recent attempt 

If project staff need to make subsequent attempts to reach an individual, 
they will call no less than 30 minutes after the most recent attempt. We will 
also follow-up with individuals if a call is scheduled for a specific time or 
they make an appointment, even if outside the standard operational hours. 

G.3 Corrective Action Plan (CAP) Our CAP process helps identify issues, make corrections, and prevent 
issues from occurring again in the future. Maximus will submit a CAP no 
later than15 business days after the request is received. We will work 
DHHS to make revisions within five business days and acknowledge the 
State can terminate a CAP if it requires more than three revisions. The 
CAP helps Maximus identify issues and potential areas of concern to 
address and prevent future occurrences. 

Exhibit 5.1-1: Maximus’ Understanding and Approach to Meet Project and Performance Requirements. Our 
approach to meeting the COVID-19 Contact Tracing requirements emphasizes the flexibility and agility required to 
respond to DHHS’ critical pandemic needs. 

Sections 5.1.1 – 5.4 further demonstrate our understanding and detail our approach to 
executing the project and performance requirements for Nebraska contact tracing services. 

5.1.1 Contact Tracing Services 
When COVID-19 hit the United States, we immediately started helping state and local 
governments manage their approach to the pandemic. We operate more than 30 contracts 
related to COVID-19 support services nationwide, such as contact tracing and unemployment 
insurance. We oversee some of the largest, most complex public health related contact center 
projects in the nation and we perform more than 84 million contacts each year on behalf of state 
and federal governments. Maximus has expertise quickly standing up and delivering successful 
contact center operations; developing and deploying clear and consistent policies and 
procedures; screening, onboarding, and training staff; and supporting scalable platforms. 
As part of the contact tracing services and responsibilities under this contract, Maximus will 
make outgoing calls to individuals diagnosed with COVID-19 or potentially exposed to COVID-
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19. The information gathered by project staff during contact tracing phone calls to individuals will 
be entered into the State system. The following subsections demonstrate Maximus approach to 
meeting contact tracing services responsibilities. 
All Maximus employees assigned to the project are physically located in the continental United 
States. 

Utilizing State Systems 
RFP Section V.C.1.a 

Maximus will use the systems provided to us by 
DHHS to provide contact tracing services to 
individuals in Nebraska. Information and data 
gathered from individuals by project staff is 
entered, stored, and maintained in the State 
system. We will not store contact tracing 
information in any way outside of the State 
system, except aggregated, anonymized 
information to meet reporting requirements. 
We plan to work quickly with the State to train 
staff on the system and develop additional 
training materials to help staff learn and retain the 
information presented. The training materials for 
the system will reside on our knowledge 
management system (KMS), Panviva, for easy 
access for the staff if they need to refer back 
materials or refresh their training. 
We leverage and seamlessly work with our state 
clients systems across the following contact 
tracing projects: 
 Florida Contact Tracing 
 Indiana Contact Tracing 
 Kentucky Contact Tracing 
 West Virginia Contact Tracing 
For the Nebraska’s contact tracing contract, Maximus will assign a Reporting Analyst to pull 
information from the State system for report development. 

Following Scripts and State Guidance 
RFP Section V.C.1.b 

Maximus staff will follow scripts and use State guidance within the State system to appropriately 
respond to or support individuals. Project staff will strictly follow and adhere to scripts and 
DHHS guidance to provide individuals consistent, correct, and approved information and 
support services. The latest scripts will be stored on our KMS, Panviva, which allows project 
staff to access all Nebraska-specific contact tracing materials, scripts, and information in one 
convenient location. Staff can reference the scripts, State guidance, and materials in Panviva to 
help provide consistent services and information to individuals. Working with DHHS, we will 
update scripts as needed and provide the latest information to project staff through the KMS. 

SPOTLIGHT 

UTILIZING FLORIDA SYSTEMS 
In May 2020, we deployed 400 contact tracers 
and 200 disease investigators to help manage 
contact tracing COVID-19 statewide, including 
providing outbound negative results 
notification. As of October 2020, we have 
ramped up to 1,125 FTEs and made 1.2 
million calls since contract start.  
As part of the Florida Contact Tracing project, 
Maximus uses the State’s Healthy Together 
app to push new cases and contacts to staff at 
pre-determined intervals throughout the day. 
Disease investigators and contact tracers 
claim the next cases in the app queue, which 
populates and assigns available cases and 
contacts to staff. The quality of our services 
and interactions are reviewed through a 
random sampling of call recordings and 
screen captures in our Genesys telephony 
system to help verify results are achieved and 
standards are met. We also use scripts, 
training, and reference materials, maintained 
in our knowledge management system 
(Panviva) to help contact tracers refresh their 
training and maintain quality customer service. 
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Our QA team will develop checklists with criteria to confirm that State scripts are being adhered 
to and customer service standards are followed. Quality control will be performed by listening to 
a randomized selection of live calls between the contact tracers and individuals to monitor calls 
for professionalism, thoroughness, and accuracy from our contact tracers. Should monitoring 
staff hear an employee disclosing inaccurate information on a call, they will interrupt the call to 
correct the information being provided to the individual and will follow-up with the supervisor 
team so they can provide coaching and feedback to the contact tracer to avoid the issue 
occurring on future calls. All scripts, workflows, policies, and protocols are subject to updates 
and approval from DHHS. Maximus will work with DHHS to make certain updated scripts are 
distributed to project staff, while our QA team performs quality checks of project staff’s ability to 
adhere to scripts. 

Placing Initial and Subsequent Calls 
RFP Section V.G.1 and V.G.2 

As depicted in Exhibit 5.1-2: Initial and Subsequent Call Workflow, once the State assigns a 
contact to Maximus in the system, project staff will place an initial call to the individual within 
eight business hours. If we are not able to complete the call or reach the individual, project staff 
make at least five subsequent attempts to call the individual no less than 30 minutes after the 
most recent attempt and record notes regarding attempted contact in the system.  

 
Exhibit 5.1-2: Initial and Subsequent Call Workflow. Maximus staff members follow the call workflow to accurately 
complete initial and subsequent calls to individuals assigned by the State. 

If an individual gives contact tracers information about the best time to make a subsequent call 
or schedules a time or appointment for a subsequent call, project staff will make their best 
efforts to call an individual during the requested time. 

Corrective Action Plan 
RFP Section V.G.3; II.O 

Exhibit 5.1-3: Corrective Action Plan (CAP) Workflow shows the process Maximus staff will 
implement to coordinate, monitor, and manage problems in an effective and timely manner. 
Using this approach, we will identify and guide corrective action activities before performance 
drops or standards are missed. Despite these efforts, should problems arise, we will implement 
a CAP that includes the following steps: 
 Problem Identification and Investigation Actions: We identify problems before they 

reach an unacceptable level and develop preliminary containment actions. We conduct a 
root cause analysis of the potential problem. 

 Preventive and Corrective Actions: Once we identify the root cause, we develop multiple 
solutions for corrective action and implement those that are most feasible. 
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 Effectiveness Verification: We determine the impact or outcome of the newly implemented 
solution. Staff verifies the effectiveness and timeliness of the corrective/preventive actions 
implemented to make certain the cause of the problem has been resolved or eliminated. We 
conduct intensive monitoring to evaluate the results and determine the effectiveness of the 
solution. If improvement is insufficient, the process starts all over again. We document 
results to help build our management best practices. 

 Standardized Actions and Process Improvements to Support Process Improvements: 
Our process workflows are subject to a continuous review cycle that results in further 
improvements to processes, performance, targets, and efficiency. 

 Conclusion/Notification: Once we have achieved desired performance and obtained 
agreement from the State that the CAP is complete, we conclude the process and make 
appropriate notifications. 

 
Exhibit 5.1-3: Corrective Action Plan (CAP) Workflow. Following our CAP workflow, we will proactively monitor 
and manage issues in a timely manner to prevent disruption to services. 

Corrective action and continuous quality improvement are integral parts of our quality control 
process. We will develop and submit a CAP to Nebraska for approval no later than 15 business 
days after the request is made. If the State requires CAP revisions, Maximus will respond 
accordingly once notified within five business days. Maximus is aware that if a CAP should 
require more than three revisions, the State may terminate the contract. The CAP is used to 
help identify systemic issues or challenges in the process, which can be addressed to reduce 
future occurrences. We will periodically review, refresh, and validate the process with the State 
throughout the contract period. 
We will follow all established guidelines and State instructions in implementing CAPs within 
required timeframes and timeframes agreed upon by Maximus and Nebraska. We understand 
that failure to implement a CAP, in the manner agreed to, may result in further action by the 
State, including contract termination. 
We acknowledge that failure to initiate contact with an individual upon receiving notification from 
DHHS within three business days may result in an assessment of liquidated damages in writing 
and assessed against Maximus’ subsequent submitted invoices. 
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5.1.2 Entering Information and Data Received or Created into the 
State System 

RFP Section V.C.4 

The information and data received from individuals and created by project staff is entered into 
the State system. While providing contact tracing services to individuals in Nebraska, we will 
enter, store, and maintain information and data gathered by project staff into the State system. 
The information and data gathered and stored in the system will be used for the purposes of 
executing the contact tracing services under this contract. 
Our experience working with state clients’ systems across gives us the expertise and knowledge 
to train our project staff to correctly and efficiently enter information and data received or 
created from calls with individuals into state systems. These projects include but are not limited 
to Florida Contact Tracing, Indiana Contact Tracing, Kentucky Contact Tracing, and West 
Virginia Contact Tracing. Across these we collaborate with our state clients to understand their 
systems, attend state-executed training, and incorporate their system information into our 
training for the project. Through continuous collaboration and thorough communication with our 
state clients, our staff quickly learn to navigate the state systems and operate within the 
systems in an efficient manner with a focus on quality and accuracy. Our experience working in 
state systems for other clients demonstrates our capabilities to learn, perform, and execute to 
meet performance requirements and quality standards. 

5.1.3 Equipment for Teleworking 
RFP Section V.C.5 

Maximus will use telework for staff supporting the COVID-19 Contact Tracing services project. 
Maximus has a bring-your-own-device policy for telework equipment. As part of the telework 
model and onboarding process, we confirm assigned project staff have the appropriate 
equipment for telework, such as a phone and computer equipment suitable to access and work 
in the digital case management system and perform their assigned role. 
If project staff do not have the appropriate equipment for telework, we work with each employee 
to help them obtain the correct equipment. We make certain staff are set up, have access to 
systems, and can perform the tasks associated with their assigned position prior to their official 
start date. This confirmation helps avoid delays in service and helps increase staff productivity. 

5.1.4 Oversight and Management of Staff 
RFP Section V.C.2.b; V.C.6 

We designed our staffing model and organization for the Nebraska project based on our more 
than 40 years of expertise gained from contracts across the nation, as well as our current 
contact tracing projects and our current work in Nebraska. The COVID-19 pandemic calls for a 
highly responsive and adaptive contact tracing staffing solution. Different areas of the state will 
experience spikes in cases at different times. Any contractor supporting this effort must be 
prepared to adapt quickly to changing personnel needs. To address these issues, we source 
candidates from across the country and use proactive recruitment practices that allow us to 
respond quickly to changes in staffing needs and levels while still achieving the project’s 
performance standards. We place considerable emphasis on retaining staff to provide project 
continuity and reduce the time and expense hiring, training, and onboarding new staff. 
With our active COVID-19 related projects, we have developed a Contact Tracing Center of 
Excellence to streamline operations and provide contact tracing expertise to project operations 
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and our federal, state, and local clients. We have hired Dr. Andrew Sommers, an epidemiologist 
who most recently held a position with the U.S. Department of Health and Human Services, to 
lead Maximus’ Center of Excellence effort. His team of health professionals consists of four 
epidemiologists and several public health experts. We leverage and share training curriculum, 
performance measures, quality reviews, and policies and procedures across programs to 
enhance, refine, and provide effective contact tracing offerings. In this way, we offer a significant 
advantage, as we have an existing solution, allowing DHHS to review and amend our solution 
components without having to develop them from the ground-up. With the support of our 
Contact Tracing Center of Excellence, Maximus offers skilled project staff and additional value 
and expertise in overseeing and managing Nebraska’s contact tracing services. 

Maximus uses custom-tuned algorithms to 
develop forecasts to model how many staff 
members need to be hired to support a project 
during base and surge events. Our staff-
forecasting model informs our workforce 
management (WFM) approach and planning, 
operations, training, and recruitment efforts. The 
model projects future staffing needs based on 
current and historical workloads and call 
volumes. Maximus’ WFM enables us to staff for 
spikes that may occur during case spikes. Using these projections, the Nebraska contact 
tracinig team can begin recruitment efforts for identified resource needs, with ample lead time to 
supply a full class of screened, qualified employees on the target start date. They monitor the 
staff forecasting model regularly to plan for upcoming needs and communicate those needs to 
our staffing partner, Guidant Global. 

Hiring 
Maximus does more than simply hire qualified people—we engage our staff members in our 
clients’ programs and our business across the spectrum of health projects. We empower staff 
with the right structure, processes, and tools to achieve the required and desired outcomes. 
Our staffing approach supports our ability to provide appropriately skilled project staff located 
throughout the continental United States. Professional project personnel with a clear 
understanding of their responsibilities are less likely to leave the project due to misaligned 
expectations about the role, minimizing staff turnover and increasing continuity of service for 
DHHS staff. Exhibit 5.1-4: Maximus Staffing Approach Brings Skilled Staff to the Project 
describes the key features of our staffing approach and the important benefits it brings to the 
State. We recruit the most qualified staff and provide an environment that incentivizes them to 
perform and to stay with Maximus. We believe in clearly setting expectations and evaluating 
performance on a regular basis. 

To support Nebraska, Maximus bids a 
Workforce Management Analyst who will 
work with the real-time data from 
Genesys and fluctuating workload on the 
contract to verify we are properly staffed 
at all times. 
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Exhibit 5.1-4: Maximus Staffing Approach Brings Skilled Staff to the Project. Maximus brings DHHS the 
expertise, values, and dedication to identifying the most appropriate staff, equipping the project with staff members 
wholeheartedly invested in supporting the State’s employees and students. 

Maximus has supplier agreements across the nation. We currently have contracts with 10 
staffing agencies, including Guidant Global, that have sourced more than 67,000 candidates 
nationally. These candidates are pre-screened to verify they meet minimum qualifications, 
which, for this project, will include basic contact tracing requirements.  
Our strategy for recruitment includes creating job descriptions for broad distribution among our 
suppliers. We understand the minimum qualifications applicants must meet, and our staffing 
vendors perform first screening reviews as part of their contracts with us. Maximus only reviews 
candidates that have passed the minimum qualifications and the initial screening. We actively 
source from multiple vendors simultaneously to identify the most qualified candidates. 
A common disruption to the supply chain is client specific background checks. Normally, this 
process can take 10 days. With COVID-19, backlogs have pushed that time to more than two 
weeks. Maximus has a specialty vendor that can execute background checks in 48 business 
hours. 
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Training 
We provide a customized training program informed by experts and tailored to the needs of 
specific subpopulations such as the disabled, African American, and Latinx. It provides tools to 
conduct successful contact tracing in complex scenarios such as multi-generational homes, 
food deserts, and complex comorbidities. Maximus’ web-based contact tracing training program 
will combine elements from programs developed by the Association of State and Territorial 
Health Officials (ASTHO) or Johns Hopkins University with State-required training requirements, 
training specific to contact tracing in Nebraska, and our own curriculum. The Maximus training 
curriculum emphasizes the importance of empathy and recognizes the need to customize our 
approaches to support individuals of different racial, ethnic, or cultural backgrounds. We are 
experienced with using a wide range of software solutions and technologies, allowing us to 
identify and provide the best possible contact tracing platform to meet each project’s unique 
requirements. 
There are several methods we employ to help staff communicate effectively: 
 On the Job Training (OJT): As a function of training, staff go through OJT, during which 

supervisors actively listen in on their calls. Should a candidate present poorly during OJT, 
the supervisor notes it and works with the staff member to correct the issues. During this 
phase, candidates become familiar with the job aids and call scripts put in place to support 
consistent and correct interactions with individuals. Staff members will have ready access to 
tools and procedures to support direct and clear communication during each encounter. We 
encourage our staff to listen. Nothing is more important than understanding the individual on 
the other end of the line. Our project staff do not simply push through a call script, they build 
trust during the engagement to help instill individuals’ confidence in disclosing contact data. 

 Quality Control Process: We employ a quality control process in which we randomly audit 
live calls. If ta performance deficiency is identified, the team member will make the 
correction on the call and notify the supervisor to employ corrective actions or training with 
the appropriate employee. 

 Work-from-Home Model: In March 2020, Maximus moved a workforce of nearly 20,000 to 
home-based settings. We have strong protocols and checklists to verify that work-from-
home environments are free of background noise and/or other distractions. 

Maximus has extensive experience consolidating and utilizing training materials from a variety 
of sources and developed contact tracing-specific training successfully deployed for other 
projects across the country. These existing training resources can be brought to bear to 
supplement training for the Nebraska project. By collaborating closely with the State and having 
existing courses ready in advance, we rapidly deploy training for project staff. Our training 
equips our contact tracing team with the skills and knowledge required to interview individuals 
who test positive or have come into contact with an individual who tested positive. In the case of 
Nebraska, we will receive State-approved training materials and use the materials to inform our 
training. This will augment our existing training curriculum to provide the most complete 
protocols available to new staff. 
Exhibit 5.1-5: Maximus Contact Tracing Curriculum provides the extensive set of virtual courses 
we have developed for our existing contract training projects. Training for this project will be 
primarily based upon the State’s training materials and procedural artifacts, supplemented with 
our existing contact tracing materials. Training will include: 
 The basics of contact tracing and contact tracing interviewing techniques 
 Questions to be asked to identify possible close contacts  
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 The precautions to be taken for isolation and quarantine 
 How to identify risk to successful compliance 
 Rules of confidentiality 
 Case escalation indicators 

Course Title Course Description 
State-provided System Training and 
Training Guide 

System training for project staff provided by the State; any additional information and 
materials will be uploaded to Maximus’ knowledge management system (KMS) for 
convenient access for staff 

State-required Didactic Training and 
Active Learning Training 

Required didactic training for both active (scheduled) and backup capacity and Active 
Learning Training for active (scheduled) status staff only 

Contact Tracing Training by ASTHO or 
Johns Hopkins University Basics in 
Contact Tracing  

Training/course will include ASTHO or Johns Hopkins based on DHS preferences, as 
confirmed by CPH: 
 ASTHO: 12-module program covering ASTHO basics of Coronavirus and contact 

tracing 
 Johns Hopkins University Basics: A free, web-based course where Johns 

Hopkins University will provide dedicated portal that all staff can use 
Disease Investigation Basic overview of disease investigation currently in development 
Utilizing Contact Tracing Program 
Applications 

Training on using the identified program application for contact tracing 

HIPAA/Privacy/Security Standard corporate training for education on HIPAA standards including our 
protocols for safeguarding data in a work-from-home environment 

Core Concepts in Customer Service Basic concepts on interactions with customers 
Communication with Confidence Instructional design on how to effectively communicate assertively and directly 
Conveying Empathy Communication with a sense of empathy, how to display consistent and appropriate 

empathetic demeanor 
Expert Insights into Difficult 
Conversations 

Individual case studies from experts on “how-to” with difficult conversations or 
citizens that do not want to participate in contract tracing 

How to Speak and How to Listen A guide to phone-based listening skills, supporting staff in communicating, not just 
talking at consumers 

Exhibit 5.1-5: Maximus Contact Tracing Curriculum. Maximus will track all staff members who have received 
State-required and Maximus contact tracing services training. 

Onboarding 
The Maximus Program Management Office (PMO) will oversee the implementation of our 
Nebraska contact tracing services project. The PMO will provide our project management team 
with the tools and processes to guide each onboarding group through the necessary protocol to 
make sure that recruited and trained staff members are not held up for technical or 
administrative reasons but are able to perform when planned. This group specializes in 
overseeing the roll out of standardized operational procedures that adhere to our internal quality 
standards and the expectations of our government clients. In doing so, we have an operational 
model that is based on a standardized set of best practices for delivering services to individuals 
of uniformly high quality. 
Our corporate PMO group is charged with the onboarding of the various groups. The PMO has 
successfully onboarded seven COVID-related projects since March 2020 with staff in excess of 
2,000. Maximus’ PMO is responsible for verifying project staff are pulled through a 
comprehensive punch list of go/no-go authorizations for work. These items include but are not 
limited to: 
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 Genesys telephony platform login and credentials 
 Background checks and approvals 
 Nebraska system log in and credentials 
 Panviva knowledge management access 
 Internet connectivity test for WFH project staff 
 Device tests and approvals 
As part of the onboarding process, Maximus makes certain project staff have the appropriate 
equipment to perform work or tasks associated with their assigned position. The PMO will 
provide the management team, the tools, and processes to guide each onboarding group 
through the necessary protocol to avoid recruited and trained staff members being held up for 
technical or administrative reasons. 

Tracking Time Sheets and Performing Payroll 
Maximus uses a system to track project staff timesheets. Project staff fill in their timesheets 
daily and submit them weekly. Once submitted, they are reviewed and accepted by the 
appropriate supervisors. This information feeds into our payroll system to pay staff in an 
accurate and timely manner. 

5.2 Language Capabilities 
RFP Section V.I.2; V.C.1.c 

The sensitive nature of contact tracing makes 
effective communication in individuals’ native 
language especially important. We know that 
some communities may be reticent to divulge 
personal information over the phone—yet it is 
often those very same communities that need 
contact tracing support the most. This is why the 
Maximus approach to contact tracing emphasizes 
building trust between contact tracers and 
individuals. Building the level of trust and cooperation required for candid health conversations 
starts with having a shared language. 
Given the demographic diversity of Nebraska, Maximus will specifically recruit English and 
Spanish-speaking bilingual or multilingual staff. We intend for our English-Spanish bilingual 
project staff to make up 20 percent of our workforce supporting the Nebraska contact tracing 
Call Center. We have hired bilingual or multilingual staff in dozens of our operational centers 
nationwide and know how to recruit and retain bilingual or multilingual staff. A language 
assessment is part of our standard recruitment process to confirm that all bilingual or 
multilingual staff can effectively communicate in their professed languages. We will augment our 
bilingual contact tracers with Nebraska’s telephonic interpretation Contractor for non-English 
and non-Spanish speaking individuals receiving contact tracing services.  
When required to communicate with diverse populations, Maximus has experience supporting a 
wide range of languages, as demonstrated below: 

Building the level of trust and cooperation 
required for candid health conversations 
starts with having a shared language. 
Maximus has extensive experience 
providing services to individuals that have 
limited or no proficiency in English. 
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 Maximus operates California’s Medi-Cal (Medicaid) managed care program, 
California Health Care Options (CA HCO). Our operational staff for the CA HCO 
project include staff who can provide customer service in 17 languages—Arabic, 
Armenian, Cambodian, Cantonese, Hindi, Hmong, Farsi, Japanese, Korean, 
Laotian, Mandarin, Punjab, Russian, Spanish, Tagalog, Thai, and Vietnamese. In 
addition, Maximus operates the California Lifeline Administrator Customer Service Center, 
where we have staff that provide support in Cantonese, Hmong, Japanese, Korean, Laotian, 
Mandarin, Spanish, Tagalog, and Vietnamese. 

 In the New York enrollment broker contract, we employ call center staff able fluent in 
13 languages; the most prevalent non-English languages being Spanish, 
Chinese, Russian, and Creole. 

In addition to supporting bilingual individuals, Maximus will use teletype (TTY) and 
relay and chat support services to support deaf and hard of hearing individuals. We understand 
the importance of providing individuals with special communication needs an equal opportunity 
to enable contact tracers to obtain the appropriate information from individuals. We will provide 
a TTY system as part of our call center solution. Designated contact tracers communicate with 
TTY individuals through an intuitive, user-friendly interface on their computer. We maintain a 
separate, dedicated toll-free number for TTY calls, which transfers these calls directly to our 
TTY system. Incoming TTY calls are announced with a screen-pop and audible ring alert to the 
contact tracer. Our TTY system uses an on-screen "chat window" interface facilitating effective 
response to callers. 

5.3 Protected Health Information 
RFP Section V.I.3; V.C.2.a 

Maximus has been operating health and human services programs for 45 years and currently 
manages numerous systems and applications that handle sensitive and confidential records for 
endeavors including Personally Identification Information (PII) and Personal Health Information 
(PHI). Because we interact with protected data, we have implemented a comprehensive security 
approach that safeguards mission-critical and confidential data from alteration, loss, theft, 
destruction, and breach of confidentiality, and meets federal and state guidelines for security, 
confidentiality, and auditing, including HIPAA and FISMA. Each of our customer-facing projects 
fall under our security approaches, customized based on the type of data being handled. 
In response to the COVID-19 pandemic, Maximus moved nearly 60 percent of our U.S. 
workforce to work-from-home models in fully PHI and PII secure environments. We have 
corporate HIPAA security policies and procedures in place, specifically focused on the 
safeguarding of electronic PHI (ePHI) across the projects we support. All Maximus employees 
receive HIPAA training as part of our corporate training and onboarding process to ensure 
secure handling of PHI/PII data. We track and confirm all employees providing contact tracing 
services have completed the required PHI and HIPAA training prior to performing tasks 
associated with their roles. Upon request, Maximus will provide documentation to the DHHS 
Contact Manager as proof all employees have received PHI and HIPAA training prior to fulfilling 
their roles on the contract. 
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Maximus is a business associate under HIPAA. In the past three years, Maximus has reported 
eight total breaches to the Office of Civil Rights 
(OCR) – seven breaches in 2018 and one breach 
in 2019, as shown in Exhibit 5.3-1: Breaches 
Reported to OCR in the Last Three Years. To 
date, Maximus has not had any breaches to report 
to OCR in 2020. We have made adjustments to 
our processes and HIPAA training across our 
projects to help reduce the number of breaches 
that have occurred in the last three years. 

5.4 Staffing Availability 
RFP Section V.C.3.; V.I.4; V.D 

The appropriate level of staff will be fully available during operational hours to support contact 
tracing services. Maximus workforce management enables staff availability to provide contact 
tracing services for Monday through Friday, from 10:00 a.m. to 7:00 p.m. CT. Our staff will also 
be available to support weekend (Saturday and Sunday) contract tracing services from 10:00 
a.m. to 7:00 p.m. CT. Project staff will be available to make calls outside the standard Call 
Center hours when a contacted individual 
requests a scheduled time. 

Maximus has recruited and trained staff in very 
short response times, such as five to seven days, 
to meet clients’ desired staffing levels and 
implementation timeframes. Maximus stood up 
the National HHS COVID-19 Test Results 
Notification Center in six days, supporting more 
than 10,000 individuals per day with voice-based 
results notification. We have a national pipeline of 
potential recruits and a Corporate Human 
Resources group that understands how to 
identify and hire the right people.  

Staffing Capacity and Payment Structure 
Maximus will provide Nebraska fixed, minimum level staffing and backup capacity each week for 
contact tracing services for the lifespan of the contract. Due to the uncertainty of the COVID-19 
pandemic, the backup capacity staff enable flexibility to respond to potential volume spikes 
without disruptions to standard contact tracing services. Maximus will provide, at a minimum, 
support from 25 full-time equivalents (FTEs) for contact tracing services in the Call Center for up 
to a maximum of 1,000 total billable hours each business week. The scheduled staff will be paid 
according to the rates in Table 1 of the Cost Proposal. 
All project staff, either in an active (scheduled) or backup status, will participate in State-
required didactic training and only active status staff will receive required Active Learning 
Training. Once backup status staff have been converted to active status, those individuals will 
be permitted to receive Active Learning Training. The State-required training is reinforced by 
Maximus’ training curriculum, as listed in Exhibit 5.1-5: Maximus Contact Tracing Curriculum 
above. We will adapt the training provided by Maximus to correspond with State training 
requirements, as well as meet the needs of Nebraska and the Contact Tracing Services project. 
Project staff will be paid according to the rates in Table 2 of the Cost Proposal. 

Year Number of Reported Breaches 
2020 (To date) 0 
2019 1 
2018 7 
Exhibit 5.3-1: Breaches Reported to OCR in the 
Last Three Years. Maximus’ corporate training and 
QA processes, implemented across all our projects, 
help reduce breaches. 

SPOTLIGHT 

CONTACT TRACING 
IMPLEMENTATION SUCCESS 
During our recent contact tracing work for the 
Indiana Department of Health, we 
implemented the project and were ready for 
go-live within five days of contract award. We 
used a blend of new hires, as well as existing 
staff to meet the aggressive timeline. 
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Backup capacity project staff will be provided based on the Tiers 1 – 5. Maximus will provide at 
minimum 400 backup capacity staff. Refer to the Cost Proposal for pricing for additional tier. 
Payment for backup capacity staff is based on the rates provided in Table 3 of the Cost 
Proposal. When the State sends Maximus written notice that an individual is converted from 
backup capacity to active status, Maximus will make the necessary payment adjustments and 
confirm the individual receives the appropriate State-required training for scheduled project 
staff. Maximus will convert the designated number of individuals from backup capacity to active 
status as dictated by the State’s written notification. The conversion of backup capacity 
individuals to active status, including required training activities, will occur no later than one 
week of receipt of the written notification from Nebraska. 
When we receive written notification from the State to increase or decrease the backup 
capacity, Maximus will respond to the request within two weeks of receiving the notice. As the 
backup capacity is increased or decreased, the bi-weekly amount paid will be pro-rated based 
on the number of days in the beginning Tier and the number of days in the new Tier. At the time 
of award, we will provide staff according to the Tier determined by the State and will not 
decrease below Tier 1. 
Maximus will complete the weekly Contact Tracing Schedule (Attachment A) for planning and 
organizational purposes at beginning of the contract and update as the need arises thereafter 
via email between Maximus Points of Contact (POCs) and appropriate parties. The weekly 
schedule includes total number of callers and hours at least three calendar days in advance, 
allowing Maximus to allocate resources for effective execution of contact tracing services. 
Changes to a previously agreed upon schedule will be updated in writing no later than seven 
calendar days in advance. 

5.5 Workforce Planning 
RFP Section V.I.5 

Maximus has expertise standing up large scale operations; developing and deploying clear and 
consistent policies and procedures; and quickly sourcing, onboarding, and training staff. Our 
unmatched history of performance and delivery 
means DHHS can be confident that we will 
successfully and quickly meet the fluctuating 
demands of this contract and the needs of 
Nebraskans. When bringing on a workforce this 
rapidly, the task of sourcing candidates quickly gives 
way to the commitment to supporting them for 
success. Maximus offers the State a scalable partner 
with real operational experience running statewide COVID-19 contact tracing programs. We are 
highly confident we can staff and prepare to meet your demand. 
We are experienced in hiring rapidly for time-sensitive projects and collaborating with our 
staffing partners to manage staffing needs. For Nebraska, we will use our internal Program 
Analytics (PAX) Group to model out future demands for staffing levels based on anticipated 
growth and surges in positive case results and increased testing capacity. PAX accounts for 
anticipated or realized attrition rates, new policy impacts, and anticipated demands based on 
fluctuating positive test case percentages to predict and increase local capacity for contact 
tracing, if needed. PAX will provide us with a workforce management analyst to monitor our 
staffing needs in real-time, with a focus on any fluctuations in volume. We are able to identify 
potential geographic hotspots and tailor our staffing to meet those demands. We have 

For Nebraska, we can fully onboard 
over 200 staff in one week, as we 
have done for multiple state clients.  
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successfully and quickly ramped up contracts supporting efforts related to the COVID-19 
pandemic, some of which are listed in Exhibit 5.5-1: Efficient and Quick Project Stand-Ups. 

Project  Timeframe of Stand-up and Onboarding  

Indiana Contact 
Tracing 

We hired, onboarded, and trained 500 call center agents within three weeks. We provide scale-up 
options as needed to address outbound and inbound call volumes associated with positive cases and 
their close contacts, including follow-up monitoring. We average 800 disease investigations per day, 
and daily contact tracing tasks of 1,600. 

Florida Contact 
Tracing 

In Florida, we went live within eight days of contract award. In two days we trained 150 staff 
members on the state’s system and scripts. We were able to quickly adapt to the change in scope of 
making outbound negative case calls until the state’s CRM solution was ready. We ramped up to, 
and have maintained, over 1,200 staff members. 

Pima County, Arizona 
Contact Tracing 

In 14 days, we hired 23 contact tracers, 6 disease investigators, and 7 supervisors. Within that time 
we implemented the Genesys telephony system to make contact tracing and disease investigation 
calls using Pima County’s disease tracking system. In an additional 7 days, we implemented our own 
disease tracking system using Qualtrics, which included an interface to receive daily case downloads 
from the State of Arizona’s MEDSIS disease tracking system as well as multiple channel outreach 
through email and text messaging. We also added an additional cohort of contact tracers within 3 
weeks of implementation, bringing the total number of contact tracers to 125. Since implementation, 
the project has completed more than 5,000 successful case investigations and attempted more than 
17,000 contact tracing outbound calls. 

California Department 
of Public Health 
(CDPH) COVID-19 
Information Hotline 

In March 2020 (fully operational within 10 days from the initial request), Maximus began providing call 
center services with trained agents who offer COVID-19 pandemic information via inbound calls and 
email inquiries. 

New York Screening 
and Scheduling 

In just three days in May 2020, Maximus stood up an information hotline that began screening for 
COVID-19 symptoms. If symptomatic, our staff schedules the caller’s test appointment directly into a 
unified test scheduling system. We currently have nearly 1,000 staff supporting COVID-19 activities 
in New York, at least part-time. 

U.S. Department of 
Health and Human 
Services (HHS) Test 
Results Notification 
Center  

In six days in April 2020, Maximus stood up a multichannel call center for HHS, supporting 10,000 
individuals per day with COVID-19 test results across multiple states and providing geo-mapping of 
real-time test results to HHS staff. Our integrations with LabCorp and Quest allow us to quickly notify 
customers of their results in less than 24 hours from receipt. 

Exhibit 5.5-1: Efficient and Quick Project Stand-Ups. We have quickly ramped up COVID-related projects for 
customers in various states. 

In other COVID-19 related projects where a work-from-home model has been deployed, 
Maximus uses fast.com and speedtest.net to validate the bandwidth of applicants prior to hire, 
and we will similarly deploy these or comparable tools for Nebraska. These tools are used as 
part of our standard vetting process to verify that all potential hires have access to adequate 
technology infrastructure and reliable high-speed internet (minimum download speed of 25 
Mbps; minimum upload speed of 3 Mbps). As part of our verification process, we also discuss 
with the employee the home workspace set up. We verify that the employee has a private, 
segregated area, free of disruptions and background noise. Our staffing partners are aware of 
the Maximus work-from-home requirements and will follow the same vetting checklists that 
Maximus uses. We discuss the importance of data security and validate, to the extent possible, 
that other residents in the home will not have line of sight to the tracing application running on 
their machines. 
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Our work-from-home model uses a bring-
your-own-device (BYOD) policy. Our 
contact tracers will use their own computer 
equipment, given they meet our computer 
and memory standards. We are able to 
protect privacy and security by installing an 
Amazon Web Services (AWS) image on 
their local machine that locks down the 
device while in use, meaning that tracers 
cannot copy, paste, download, print, or 

otherwise move data from their work instance to their private 
memory. Having managed this conversion to BYOD with the 
work-from-home model for more than 10,000 employees in the 
last six months, Maximus is confident in our ability to leverage 
this process to quickly deploy to newly hired tracers in 
Nebraska. 
Maximus has expertise at quickly standing up and delivering 
COVID-related operations; developing and deploying clear 
and consistent policies and procedures; and screening, 
onboarding, and training staff. We understand the challenges of this task, including the need to 
deploy the correct number of contact tracers to handle any surge in positive case results, and 
we are the only vendor with the COVID-19 response experience necessary to successfully staff 
this effort.  

5.6 Timelines 
RFP Section V.I.6 

If awarded this contract, Maximus will provide the management team, staff, and processes 
necessary to launch contact tracing efforts and follow an agreed upon timeline with DHHS. We 
understand the anticipated project timeline and contract term and will design a structured, 
effective implementation plan to meet all deadlines established by the State. Our operational go-
live dates are based on a February 1, 2021 contract award date. We assume that employees 
can enter into training, pending background check completion, so long as they are cleared 
before they begin working and accessing case data. We have already engaged our staffing 
partners and are currently sourcing candidates. At operational go-live, we will have a minimum 
of 25 staff members prepared to work up to 40 hours per week, and a backup capacity of staff 
members that can be converted to full-time employees with permission from DHHS. 
Maximus understands the COVID-19 environment is unpredictable, and we will work with DHHS 
to provide timely and adequate staffing levels. 

5.7 In-House Training and On-Boarding 
RFP Section V.I.7; V.C.2.b 

With contact tracing contracts in multiple states, Maximus has experience delivering our well-
developed training program to prepare contact tracers and project management to successfully 
serve the public. We leverage shared training curriculum, performance measures, quality 
criteria, and policies and procedures across programs to enhance, refine, and standardize 
consistent offerings. We have been providing training via remote virtual classrooms, led by our 
experienced training team using self-guided web-based training including completion 
assessments. All Maximus employees serving in Nebraska will complete State-approved 

Maximus brings extensive 
expertise to quickly:  
 Stand up and scale 

operations 
 Develop and implement 

clear and consistent 
policies and procedures 

 Source, onboard, and 
train staff  
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contact tracing training before deployment, and Maximus will provide DHHS with documentation 
indicating that each team member has completed this required training.  
Maximus’ COVID-related project training programs include: 
 Association of State and Territorial Health Officials (ASTHO) learning modules for Contact 

Tracing 
 Johns Hopkins University Basics in Contact Tracing  
 Contact center policies and procedures, focusing on customer service and empathetic 

interviewing techniques  
 Training materials for specific COVID-19 scripts and for general procedures and techniques 

(new employee, ongoing, and refresher training) 
In addition to COVID-related training, we will also implement our training methodology as 
described below in Exhibit 5.7-1: Performance-based Training Methodology. 

 
Exhibit 5.7-1: Performance-based Training Methodology. Our overall training program has been successfully 
implemented on projects throughout the country. This methodology, combined with our COVID-related training, will 
prepare our staff for success in Nebraska. 

Sourcing and Hiring Staff 
Properly training our staff is only part of our overall on-boarding process. Our goal is to source 
the best candidates for each position we fill. Maximus currently has contracts with national 
staffing agencies, and we have sourced more than 67,000 individuals nationally. With more than 
30,000 employees globally, staffing for contact tracing in Nebraska is well within our supply line 
capabilities. Our strategy for recruitment includes the information listed in Exhibit 5.7-2: 
Recruitment Strategy. 
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Exhibit 5.7-2: Recruitment Strategy. We have the contacts and experience necessary to quickly staff projects. 
Our credibility as effective operators is a function of how hard we work to meet people where 
they are, in their own communities. To build the confidence and trust needed for an individual to 
share personal contact tracing details with a stranger, our contact tracers must practice 
excellent communication skills, including active listening. Project staff members require 
empathy, training, and assimilation to the communities they serve if we are to achieve our 
desired impact. Maximus has a long history of partnering with local community organizations 
and non-profit entities, and we will do so in Nebraska. We have experience engaging local 
staffing markets to fill positions in our projects across the country. Some examples of our 
COVID-19 related projects showing our ability to engage local communities and provide a timely 
and effective staffing ramp up include: 
 In April of 2020, Maximus was selected to manage and run the State of Indiana’s Contact 

Tracing program. The program began with 500 staff to perform duties similar to those 
required by Nebraska. 

 In less than a week, Maximus launched a Tier 1 contact center to support unemployment 
insurance (UI) claims for the Arkansas Department of Commerce, Division of Workforce 
Services. Initially, 100 work-from-home agents responded to frequently asked questions and 
assisted Arkansas residents with their applications, including data entry into the State’s 
claims systems, as necessary, via the internet. Up to 200 work-from-home agents can be 
added to the solution depending on the needs of the customer. 

We have experience engaging local staffing markets to fill positions in our projects across the 
country, and we will do the same in Nebraska. 
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Staff Retention 

A well-designed hiring strategy for communities in 
Nebraska is only as effective as the policies in place 
to retain employees once hired. Our hiring philosophy 
focuses not only on attracting and hiring qualified 
personnel, but also on keeping them with us 
throughout the life of the project as a means of 
preserving valuable first-hand knowledge and 
experience. In the event that a replacement is 
needed, we have built a large pipeline of qualified 
potential candidates across the most used labor 
categories. As a result, we can handle surge requests 
and replacement events in a timely manner. 
Our competitive pay, continual recognition, and employee-first culture proactively reduce 
attrition and turnover, resulting in a consistent workforce and key personnel stability. Today’s 
workforce is dynamic, and we have adapted to this 
reality with an organizational model that frames the 
employee-company relationship into various stages 
starting with recruitment through separation. By 
applying this model and integrating management tools 
and methods within each stage of the relationship, we 
strategically cultivate and nurture employee retention. 

5.8 Reporting Requirements 
RFP Section V.I.8; V.F  

Transparency is critical to provide DHHS the 
opportunity to understand day-to-day status and 
trends in volumes and other key data points. Maximus 
will provide the State with fully transparent services 
and reports. Our weekly reports to DHHS will cover 
the total number of completed calls, the date and time of uncompleted calls, the percentage of 
individual contacts that were completed calls, and the total number of calls that were completed 
or uncompleted. These metrics will help us and DHHS monitor and evaluate operations. 
Maximus will deliver these reports no later than 12:00 p.m., CT, each Tuesday. We will also 
develop additional reports based on our best practices in other projects, in addition to any ad 
hoc reports requested by the State. Our PAX team will assist us by providing a reporting analyst 
to develop reports through data extracts, if we are provided with access to State systems.  
Our contact tracing operations in Indiana, Florida, Kentucky, and Pima County, Arizona prove 
that Maximus is well-versed in operational reporting. It is critical that Nebraska has access to 
the most up-to-date information to inform public safety initiatives and mitigate the further spread 
of the virus. As we perform our reporting activities, we will continuously monitor for trends that 
may impact Nebraskans, such as spikes in cases. Exhibit 5.8-1: Our Reporting lists some of the 
vital information we will include in our reports to DHHS. 

If allowed access to State contact 
tracing systems, we can create 
dashboards and end-to-end reporting 
to show hotspots of COVID-19 and 
the number of positive test cases 
throughout Nebraska. We can use 
this information to map locations for 
positive test results and create 
network diagrams around the spread 
of the virus, allowing us to deploy 
contact tracers quickly. 

To retain our highly trained staff, our 
supervisors and managers strive to 
create an environment in which 
excellence is the norm, quality is the 
focus, and partnership — both 
internally and with external 
stakeholders — is the standard. 
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Exhibit 5.8-1: Our Reporting. It is critical that Nebraska has access to the most up-to-date information to inform 
public safety initiatives and mitigate the further spread of the virus. 

Our ability to provide the reporting requirements detailed above is contingent on the data being 
made available from the DHHS system of record. We assume this level of operational data is 
out of the box and Maximus does not need to provide a secondary reporting platform to adhere 
to your standards. Should that not be the case, we can provide a business intelligence reporting 
platform upon request and availability of additional funding. 
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6. Corporate Overview 
RFP Section VI 

6.1 Bidder Identification and Information 
RFP Section VI.A 

Company Name: Maximus US Services, Inc (Maximus) 
Headquarters Address: 1891 Metro Center Drive, Reston, VA 20190 
Organization Type: Corporation 
State of Incorporation: Indiana 
Year Established: 2007 
Former Name(s): Maximus Health Services, Inc.  

6.2 Financial Statements 
RFP Section VI.B 

We are providing the Annual Report (10-K) for Maximus, Inc., the parent company of Maximus 
Health Services, Inc. In accordance with SEC requirements, Maximus, Inc. reports quarterly and 
annual earnings information on the 10-K. The Annual Report is included because the financial 
statements for Maximus Health Services, Inc. are included herein. Maximus Health Services, 
Inc. utilizes the cash balances of Maximus, Inc., including access to the $400 million credit 
facility noted on p. 63 of the attached 2020 Annual Report (10-K). Please refer to the following 
financial statements. Maximus has never filed for bankruptcy. 
Maximus Health Services is currently experiencing the following pending litigations: 
 Starks v. MAXIMUS Health Services et al., Case No. 6:19-cv-06805-MAT (U.S. Dist. Ct. W. 

D. NY) 

In 2019 Maximus Health Services was sued by a former employee who alleges 
discrimination and wrongful termination due to her disability. The plaintiff seeks damages to 
be proved at trial. The company denies the claims and intends to defend the matter 
vigorously. 

 Hercules v. MAXIMUS Services et al., Case No. 34-2019-00268385 (Sacramento County, 
CA) 

In 2019 Maximus Services, LLC, Maximus Health Services, Inc., Maximus, Inc. and certain 
individuals were sued in a purported class action by employees alleging failure to pay 
overtime and related claims. The plaintiffs seek damages to be proved at trial. The company 
denies the claims and intends to defend the matter vigorously. 

6.3 Years in Business 
RFP Section VI.C 

Maximus has been providing health and human services to government agencies for almost 45 
years. Maximus Health Services has been providing COVID-19 specific support since the start 
of the pandemic. We have been a strategic partner to the Government since day one, 
specifically in the area of contact tracing and other duties relevant to this effort.  
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6.4 Change of Ownership 
RFP Section VI.D 

No change of ownership is anticipated for Maximus at this time. 

6.5 Office Location 
RFP Section VI.E 

The office responsible for performance pursuant to an award of a contract with the State of 
Nebraska is located at the following address: 
1891 Metro Center Drive 
Reston, VA 20190 
Each regional office and subsidiary within the Maximus umbrella have the back-office support of 
our corporate headquarters and staff.  

6.6 Relationships with The State 
RFP Section VI.F 

Maximus has engaged in the following dealings and task orders with the State over the previous 
two (2) years: 

Number Name Number Name 
106824 NE CO Antelope CAP 106339 NE CO Madison CAP 
106712 NE Co Box Butte CAP 108441 NE CO Madison CAP 
106336 NE CO Burt CAP 106773 NE CO Merrick CAP 
108444 NE CO Burt CAP 106739 NE CO Morrill CAP 
108107 NE CO Butler CAP 106738 NE CO Nemaha CAP 
108059 NE CO Cass CAP 108060 NE CO Otoe CAP 
106386 NE CO Cedar CAP 106750 NE CO Pawnee CAP 
108550 NE CO Cedar CAP 106350 NE CO Pierce CAP 
108063 NE CO Chase CAP 108545 NE CO Pierce CAP 
106727 NE Co Colfax CAP 106375 NE CO Platte CAP 
106742 NE CO Cuming CAP 108443 NE CO Platte CAP 
106722 NE CO Dakota CAP 106726 NE CO Red Willow CAP 
106751 NE CO Dawes CAP 106741 NE CO Saline CAP 
108095 NE CO Deuel CAP 106889 NE CO Sarpy CAP 
106755 NE CO Dixon CAP 106783 NE CO Saunders CAP 
106387 NE CO Fillmore CAP 108084 NE CO Scotts Bluff CAP 
108489 NE CO Fillmore CAP 106781 NE CO Seward CAP 
108113 NE CO Gage CAP 106754 NE CO Sheridan CAP 
106829 NE CO Garfield CAP 108085 NE CO Sherman CAP 
108147 NE CO Greeley CAP 106789 NE CO Stanton CAP 
106752 NE CO Hamilton CAP 106830 NE CO Thayer CAP 
106740 NE CO Holt CAP 106771 NE CO Thurston CAP 
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Number Name Number Name 
106801 NE CO Howard CAP 106737 NE CO Valley CAP 
106743 NE CO Jefferson CAP 106764 NE CO Washington CAP 
108096 NE CO Johnson CAP 106753 NE CO Wayne CAP 
106713 NE CO Keith CAP 108312 NE ST DOED CAP 
108094 NE CO Kimball CAP 106700 NE CO Lancaster CAP 
106800 NE CO Knox CAP 106770 NE CO Lincoln CAP 

6.7 Bidder's Employee Relations to State 
RFP Section VI.G 

No such relationships exist or have existed at Maximus. 

6.8 Contract Performance 
RFP Section VI.H 

Maximus has not experienced any terminations for default in the past two (2) years.  

6.9 Summary of Bidder’s Corporate Experience 
RFP Section VI.I 

6.9.1 Similar Experience 
RFP Section VI.I.1 

Project Description 1 
RFP Section VI.I.1.a-e 

Contract Name Pima County, Arizona, Contact Tracers 
 

Client Pima County Department of Health 
Heather McGovern, MPA 
Epidemiology Program Manager 
Office: 520.724.9604, heather.mcgovern@pima.gov 
Cell: 520.834.9598 
Fax: 520-770-4140 

Scheduled and 
Actual 
Completion 
Dates 

7/6/2020 – 7/5/2021 (two additional option periods available through 
7/5/2022) 

Prime/Sub Prime 
Budget $10,000,000.00 

Maximus provides a team of case investigators to augment disease investigation activities 
related to COVID-19 for the Pima County Health Department, and contact tracers to follow up 
on contacts identified as part of the disease investigation activities. Using a work-from-home 
model, we are contracted to staff up to 150 local Pima County-based case investigators, contact 
tracers, and supervisors. Current project staff includes approximately 90 case investigators, 
contact tracers, and supervisors.  
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Specific similarities to this effort include the use of scripts approved by the Pima County Health 
Department by Maximus employees, availability of both English and Spanish workers, all 
Maximus workers being located in the United States, and operational hours from 10AM to 7PM 
seven days per week with a few approved holidays and “call backs” when requested by 
appointment. Maximus performs all hiring, onboarding, tracking of timekeeping, and performs 
payroll duties for all staff. We also provide the system being utilized for Pima County Health 
Department for contact tracing and offer a comprehensive portfolio of reports to support 
program operations.  

Project Description 2 
RFP Section VI.I.1.a-e 

Contract Name Florida COVID-19 Contact Tracing Services 

 

Client Florida Department of Health  
Aaron B. Otis, Public Health Advisor 
Bureau of Preparedness and Response 
Division of Emergency Preparedness and Community Support  
Office: 850-445-1380; aaron.otis@flhealth.gov 
Fax: 850-922-4195 

Scheduled and 
Actual 
Completion Dates 

5/28/20 – 12/31/20 (Negotiation for additional extension through March 
2021 underway)  

Prime/Sub Prime 
Budget $70,153,256 

Maximus provides a Florida statewide contact tracing program, in which we also provide a telco 
platform as a service for all state tracing personnel. Our initial staffing deployment included 400 
contact tracers and 200 disease investigators. As of December 1,, 2020, we have 1,125 FTEs 
and have made 1.19 million calls since contract start in English, Spanish (17 percent of inbound 
calls), and Creole. 
Specific similarities to this effort include utilization of the systems provided by Florida, the use of 
scripts that Florida worked with Maximus to develop, and availability of both English and 
Spanish-speaking workers. All Maximus employees on this contract are located within the 
United States and our operational hours are 8:00 a.m. to 8:00 p.m. seven days a week. 
Maximus conducts all hiring, onboarding, timekeeping, and performs payroll duties for all 
employees. We offer a full range of reports to the Florida Department of Health as listed for this 
effort.  
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Project Description 3 
RFP Section VI.I.1.a-e 

Contract Name HHS COVID-19 Support 

 

Client U.S Department of Health and Human Services (HHS) Office of the 
Assistant Secretary of Health (OASH) 
Victoria (Tory) Estabrook, Contracting Officer 
P: (301) 492-4729, M: (202) 510-5318 
Fax: (202) 619-3818 
tory.estabrook@psc.hhs.gov 

Scheduled and 
Actual 
Completion 
Dates 

3/28/20 – 8/28/2020 

Prime/Sub Prime 
Budget $ 8,737,768.88 

Within 5 days Maximus established a turnkey outbound call center operation delivering COVID-
19 test results to individuals who were tested at one of the 47 Community-Based Testing sites, 
facilitated by the Federal Government in 12 states. Our contact engagement center is known as 
the OASH COVID-19 Testing Call Center. We deployed contact center and CRM technology to 
enable both on-premise and remote home-based agents and used RPA to facilitate the 
downloading of test results information from the federally contracted laboratories (Quest and 
LabCorp). We provided 250 agents who acted as the proxy for the Deputy US Surgeon General 
who was the authorizing Provider for all testing for these 47 states. Maximus distributed close to 
500,000 test results along with data on patient next steps before the 47 federally-facilitated sites 
were ultimately transferred to State control. The HHS requested Maximus participation in 
multiple reporting and data analysis exercises which included reconciliation between tests 
administered and test results received, categorization of result types, age groups and 
geographical location by zip code and special tracking of nursing homes, convalescent centers, 
and retirement homes. Maximus support was enlisted for all HHS final reconciliation reporting.  
Other specific similarities to this effort include the use of scripts written by Maximus which were 
approved by the Federal Government, English and Spanish-speaking workers, and all workers 
being located in the United States. Hours of operation for this contract are 8:00 a.m. to 8:00 
p.m., Monday to Sunday, across all United States time zones. Maximus performs all hiring, 
onboarding, timekeeping, and payroll duties for employees on this contract. We supply each of 
the reports mentioned in this effort to the HHS except for the total number of calls made by 
contractor per billed hour as that is not requested.  

6.9.2 Experience Managing a Successful Call Center 
RFP Section VI.I.4 

When COVID-19 hit the United States, we immediately started helping state and local 
governments manage their approach to the pandemic. We have 30 contracts related to contact 
tracing and unemployment insurance nationwide. Exhibit 6.9-1: Maximus COVID-19 Projects 
shows our nationwide COVID-19 support service projects. 
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Exhibit 6.9-1: Maximus COVID-19 Projects. We bring the experience and resources to respond to COVID-related 
projects efficiently and effectively. 

We oversee some of the largest, most complex public health related contact center projects in 
the nation. Each year, we perform more than 84 million contacts on behalf of state and federal 
governments. Specific to our support of the COVID-19 response, here is a summary of our 
recent contact tracing, unemployment insurance projects, and informational contact centers/call 
centers supporting efforts.  
 California Department of Public Health (CDPH) COVID-19 Information Hotline: In March 

2020 (fully operation within 10 days from the initial request), Maximus began providing call 
center services with trained agents who offer COVID-19 pandemic information via inbound 
calls and email inquiries. Information is scripted, frequently updated, and CDPH approved. 
We connect Californians to local resources and other call lines for information and access to 
meal delivery, testing, health care, housing, and other critical resources, and have also 
begun providing vaccine information as it becomes available. Using quantitative and 
qualitative data, our team identifies call trends and emerging questions. All staff work from 
home since contract inception. 

 Pima County, Arizona, Contact Tracing: In July 2020, Maximus began providing contact 
tracing services to Pima County Health Department, including staffing, telephony, and 
systems support. Our 90-person team include supervisors, case investigators to augment 
disease investigation activities related to COVID-19, and contact tracers to follow up on 
contacts identified as part of the disease investigation activities. 
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 Springfield-Greene County, Missouri, Contact Tracing: In August 2020, Maximus began 
providing Greene County contact tracing activities to its residents. Our solution includes 
utilization of a Salesforce statewide platform, and both tracing and disease investigation 
services. Our team consists of over 40 tracers and associated management functions. 

 Indiana Contact Tracing: In April 2020, Maximus began to help Indiana complete case 
investigations and contact tracing activities for the COVID-19 contact tracing process. We 
hired, onboarded, and trained 500 call center agents within three weeks. We provide scale-
up options as needed to address outbound and inbound call volumes associated with 
positive cases and their close contacts, including follow-up monitoring. We average 800 
disease investigations per day and daily contact tracing tasks of 1,600. Approximately 300 
cases a day require additional, specialized research. Current program operations have 800 
staff operating on a Microsoft Dynamics platform.  

 Florida Contact Tracing: In May 2020, we deployed 400 contact tracers and 200 disease 
investigators to help manage tracing COVID-19 statewide, including providing outbound 
negative results notification. As of December 1, 2020 we have 1,125 FTEs and have 
conducted 1.2 million calls since contract start in English, Spanish (17 percent of inbound 
calls), and Creole. We also provide the Florida Department of Health a telco platform as a 
service for use by all state tracing personnel.  

 Kentucky Contact Tracing: In May 2020, we brought capacity for more than 600 contact 
tracers, disease investigators, and social service coordinators to support county-based 
Public Health Departments with a local approach to COVID-19 tracing. The Commonwealth 
set up a marketplace for local county offices to purchase services of tracer, investigators, 
and social support coordinators.  

 New York Screening and Scheduling: In just three days in May 2020, Maximus stood up 
an information hotline that started screening for COVID-19 symptoms. If symptomatic, our 
staff schedules the caller’s test appointment 
directly into a unified test scheduling system. 
We currently have nearly 1,000 staff 
supporting COVID-19 activities in New York 
at least part time.  

 U.S. Department of Health and Human 
Services (HHS) Test Results Notification 
Center: In April 2020, in six days Maximus 
stood up a multichannel call center for the 
HHS, supporting 10,000 individuals per day 
with COVID-19 test results across multiple 
states and providing geo-mapping of real-time 
test results to HHS staff. Our integrations with 
LabCorp and Quest allow us to quickly notify 
consumers of their results in less than 24 
hours from receipt.  

 U.S. Center for Disease Control (CDC) 
Contact Center: Maximus operates 1-800-
CDC-INFO (since 2017) and the Vaccine 
Order Management Contact Center (VOMCC) 
(since March 2020): 

SPOTLIGHT 

BEST PRACTICES FOR OUTREACH 
One challenge in performing unsolicited 
outbound calling is getting residents to answer 
the initial call. We have adopted strategies to 
increase our connect rate and the probability 
of individuals engaging with contact tracers. 
For example, the 
HHS Test Result 
Notification 
Center uses a 
caller ID that 
clearly indicates 
the consumer is 
receiving a call 
from the National 
Results Notification 
Center, increasing our connect rate to the mid 
90% range. In Indiana, residents receive a 
text message letting them know they will be 
receiving a COVID-19 related call. 
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− 1-800-CDC-INFO serves the public via multiple access channels and builds on the 
award-winning service of the past 12 years of operation by providing high-quality 
responses that meet customers’ health information needs. 

− The VOMCC is the helpdesk that supports users of the Vaccine Tracking System 
(VTrckS), which connects 64 immunization program, 44,000 provider sites, six vaccine 
manufactures, and CDCs centralized distributor. Its users are participating state, local, 
and territorial health and healthcare providers who use the system to order, track, and 
manage vaccine supplies in their communities.  

 North Carolina Unemployment Insurance (UI): In less than a week, Maximus launched a 
contact center to support the State’s Division of Economic Security’s surge in UI claims. 
During the first two weeks of operations, 50 remote and on-site agents assisted employers 
with questions. In our first few days, we received more than 1,650 calls per day. We then 
added 150 Tier 3 agents to assist applicants in submitting and reviewing claims, with 
potential to add additional agents as needed with surges. By June 2020, we had more than 
1,700 remote agents supporting this program.  

 Arkansas Unemployment Insurance: In less than a 
week, Maximus launched a Tier 1 contact center to 
support UI claims for the Arkansas Division of Workforce 
Services. Initially, 100 work-from-home agents responded 
to frequently asked questions and assisted residents with 
their applications, including data entry into the State’s 
claims systems. Up to 200 work-from-home agents can be 
added as needed. Of the 938 calls forwarded to our center 
on the first day of operations, 97 percent were answered in 
an average of 10 seconds, average handle time was 11 
minutes 8 seconds, and 448 were transferred back to the 
Division because the callers were following up on existing 
claims rather than filing a new claim. 

 Rhode Island Unemployment Insurance: Within a 
matter of days, Maximus launched 20 remote contact 
center agents to support to the Department of Labor and 
Training. Our agents gather data through outbound calls to 
complete “dirty claims,” which are then submitted to the 
State’s agents to file. Offloading this work from the State’s 
agents enables them to focus more resources to fielding inbound calls. 

 Vermont Unemployment Insurance: In five days, Maximus launched contact center 
operations and scaled to 50 remote agents to augment the State’s Department of Labor’s UI 
program. Our agents field calls, respond to FAQs, and assist residents with UI applications. 
In particular, Pandemic Unemployment Assistance (PUA) claims − those submitted by 
individuals not traditionally eligible for UI benefits − are pushed to Maximus agents. 

As part of the COVID-19 response, Maximus has clearly demonstrated expertise at 
quickly standing up and delivering successful contact center operations; developing and 
deploying clear and consistent policies and procedures; screening, onboarding, and 
training staff; and supporting scalable platforms. 

Maximus brings extensive 
expertise to quickly:  
 Stand up and scale 

contact center services 
 Develop and implement 

clear and consistent 
policies and procedures 

 Source, onboard, and 
train staff  
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6.10 Summary of Bidder’s Proposed 
Personnel/Management Approach 

RFP Section VI.J 

Maximus stands ready to support the State of Nebraska and DHHS through the challenges of this current 
public health crisis. As one of the largest operators of statewide contact tracing projects, we bring a proven 
project management approach that succeeds because we are able to quickly scale our staffing and fine-
tune our services based upon our experience with other projects. We will diligently put these accumulated 
skills to work delivering the highest level of service to DHHS and the residents of Nebraska. 
Since March 2020, Maximus has supported State and local governments on numerous COVID-
19 related projects across the nation. We currently serve the U.S. Department of Health and 
Human Services supporting the National Results Notification Center, whereby we inform 
individuals of their COVID-19 related test results across 12 States. Additionally, we operate 1-
800-CDC-INFO and the Vaccine Order Management Contact Center nationally, which connects 
64 immunization programs, more than 44,000 provider 
sites, six vaccine manufactures, and the Center for 
Disease Control’s (CDC’s) centralized distributor. At 
present, we operate many entirely remote projects 
around the country, supporting various COVID-19 
contact tracing and support services for 22 states.  
In Section 5.5, we described our comprehensive 
workforce management process for the rapid 
implementation and ramp-up of staffing for projects such 
as this. We have the ability to train a large number of call 
center staff very quickly, and with our quality assurance tools—mentioned in Section 6.10.2 
below—we verify that our service meets or exceeds the State’s requirements. 

6.10.1  Proposed Approach to Project and Staffing Management 
Call center services are at the core of Maximus’ strengths. We have established ourselves as a 
respected leader in contact center management for projects of all sizes and for many different 
types of government agency clients. We bring deep call 
center knowledge, with more than two decades of 
experience standing up and quickly scaling contact 
center services; developing and implementing clear and 
consistent policies and procedures; quickly sourcing, 
onboarding, and training staff; and supporting cloud-
based telephony platforms for easy scalability and 
support. Our unmatched history of performance and 
delivery means DHHS can be confident that we will 
successfully deploy and maintain the requested services 
for the good of Nebraskans. 
If awarded this contract, our approach to meeting the 
COVID-19 contact tracing needs of Nebraska will 
emphasize the flexibility and agility required to respond 
to evolving critical pandemic needs. We will work closely with DHHS to make certain our contact 
tracing procedures follow all established COVID-19 case investigation processes and protocols 

In early 2020, in response to the 
COVID-19 pandemic, we rapidly 
moved nearly 60% of our U.S. 
workforce to work-from-home 
models in fully PHI and PII secure 
environments. 

Maximus is highly experienced in 
performing large-scale 
implementations and leading 
collaborative networks of 
organizations to achieve results. 
In six days, we stood up the 
National HHS COVID-19 Test 
Results Notification Center, 
supporting more than 10,000 
individuals per day with voice-
based results notification. 
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defined by the State. Our nationwide experience gives us the operational knowledge necessary 
to oversee the administrative challenges posed by a project of this scope and urgency. 
We will provide the management team, tools, and processes to rapidly launch contact tracing 
efforts and follow an agreed upon timeline with the State. Maximus understands the anticipated 
project timeline and contact term, and will design a structured, effective implementation plan to 
meet all deadlines according to the requirements specified in the proposal request. We will start 
with a minimum of 25 available full-time contact tracing staff by February 2, 2021 and be 
prepared to pivot to meet growing staffing needs. We will be prepared to ramp up quickly as 
necessary to initially add 200 contact tracers based upon the Tier system designated by the 
State; we will be ready to onboard additional staff members should it be necessary. 
Because we know the unpredictability of the COVID-19 environment, we will work closely with 
the State to develop a responsive ramp-up timetable allowing us to provide sufficient staffing 
levels in a timely manner. We will remain in close contact to determine when it is necessary to 
augment staff capacity based upon the Tiers specified in the proposal request. We can add 
additional staff, if additional capacity is needed, based on our easily expandable per-staff 
member cost model. 
By leveraging the collective knowledge and the experience gained through multiple projects of 
similar size and scope, we will implement our proven staffing approach to meet the State’s 
requirements to support the critical need of contact tracers. 
Our staffing plan is based on our understanding of the need outlined in the RFP, along with our 
experience managing similar projects. We then develop a level of effort to support call and 
workload volumes. We will, of course, be in regular contact with DHHS to keep them apprised of 
our progress and overall projected staffing needs. 
Exhibit 6.10-1 below depicts the four objectives of our staffing approach to providing 
comprehensive contact tracing services for Nebraska—availability, promptness, accuracy, and 
consistency. Our management team’s foremost goal will be to support our staff in working 
diligently to meet or exceed the relevant performance measurement criteria for the contract.  

 
Exhibit 6.10-1 Maximus Staffing Approach for Nebraska Contact Tracing. Our staffing approach is driven by the 
four tenets shown above. 

We will operate our reporting based on the assumption that we will have access to the relevant 
data stored in the State’s computer system to provide the requested reporting to the DHHS 
Contract Manager. Assuming the satisfaction of this condition, we will deliver detailed weekly 
reports providing a timely, easy-to-follow breakdown of the following data points: 
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 Total number of completed calls 
 Date and time of uncompleted calls 
 A percentage of contacts (that is, individuals) made that were completed calls 
 Total number of calls, either completed or uncompleted, made by Maximus per hour billed 
We will also deliver accurate, informative ad hoc reports in a timely manner upon request. 
Our Program Management Office (PMO) helps us devise and implement our staffing model by 
providing the tools and processes to guide each onboarding group through the necessary 
protocol to make sure that recruited and trained staff members are not held up for technical or 
administrative reasons but are able to perform when planned. This group specializes in 
overseeing the rollout of standardized operational procedures that adhere to our internal quality 
standards and the expectations of our government clients. In doing so, we have an operational 
model based on a standardized set of best practices for delivering services of uniformly high 
quality. 
Our contact center supervisors will oversee a team of contact tracers at a ratio of roughly 1:20 
for the virtual environment in which this project will operate. The supervisors will be responsible 
for administrative activities, such as overseeing the timekeeping and reporting processes for 
contact tracers. They will work closely with our program manager and DHHS to verify all 
activities are completed in accordance with contract requirements and State policy. 
The Genesys PureCloud telephony platform includes a built-in workforce management (WFM) 
tool to facilitate staff scheduling. We use this tool to manage and publish work schedules, 
monitor schedule adherence, perform intraday monitoring and rescheduling, perform load-based 
schedule generation, allow for manual schedule creation if required, and perform multi-week 
forecasting. In addition, the project’s workforce management analyst will examine call volume 
trends and perform staffing projections to assure we are appropriately anticipating near-term 
staffing needs. This individual will provide guidance to the project management team to assure 
our staff remains properly sized during all stages of the project. 

6.10.2 Management of Quality Service Delivery 

Providing our clients with high-quality services is 
a core expectation of our management approach 
across all projects. For each of our contracts, we 
operate a Quality Management System (QMS) to 
proactively assess project quality independently 
in-house, identifying any quality issues, then 
immediately documenting and communicating 
those issues to project and operational leadership. A plan for improvement is then developed 
and includes actions to bring deliverables up to standard as well as interventions with 
employees, such as probationary or disciplinary measures, to head off any repeat occurrences. 
This approach facilitates rapid resolution of issues, before any deliverables are submitted to the 
State, thereby avoiding disruption to the project. Moreover, should the State identify any 
deficiencies in its review of deliverables received from Maximus, the same QAP will be 
employed to enact the appropriate curative measures. 
In addition to performing audits of ongoing activities, the project’s QA staff work with project 
leadership to help implement continuous improvement activities. Continuous improvement is an 
ongoing effort to apply lessons learned during prior execution to develop ways to improve 

 Quality is never an accident; it is 
always the result of intelligent effort. 

Benjamin Ruskin, English art critic, 1819-1900 
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products, services, and processes. The goal of implementation of continuous improvement 
measures is to see project performance incrementally improve over time. Continuous 
improvement activities include, but are not limited to: 
 Routine coaching sessions  
 Training sessions to address changes in program and processes 
 Meeting with stakeholders to evaluate audit results, processes, training materials, and 

quality tools 
 Training and calibrating Maximus and DHHS staff to assure understanding and consistency 

of quality procedures 

Furthermore, because we have such an 
extensive number of active COVID-19 related 
contracts and pending related projects 
nationwide, we have developed a Contact 
Tracing Center of Excellence. The goal of the 
Center of Excellence is to streamline operations 
and provide contact tracing expertise to our 
federal, state, and local clients. We have hired 
Dr. Andrew Sommers, an epidemiologist who 
most recently held a position with the U.S. 
Department of Health and Human Services, to 
lead this effort. 
Dr. Sommers’ team of health professionals 
consists of four epidemiologists and several 
public health experts. We leverage and share 
training curriculum, performance measures, quality reviews, and policies and procedures across 
programs to enhance, refine, and provide effective contact tracing offerings. In this way, we 
offer a significant advantage, as we have an existing solution, allowing you to review and amend 
our solution components without having to develop them from the ground-up. 

6.10.3 Organization Chart and Reporting 
Maximus is well positioned to implement an expedited Contact Tracing Call Center for Nebraska 
with an organizational structure aligned to be nimble and quickly pivot in response to the 
evolving needs of DHHS during this pandemic. The professionals who will lead our efforts bring 
a wealth of project-related experience for the benefit of the State. Their expertise and 
commitment to quality will prove invaluable as DHHS works to fulfill its contact tracing goals 
efficiently and effectively. 
Exhibit 6.10-2 shows our proposed organizational and reporting structure for this project. We 
arrived at this structure based upon our experience with other similarly sized projects and are 
confident it will meet DHHS needs for this contact tracing project. 

SPOTLIGHT 

EXPERIENCED OVERSIGHT FROM 
MEDICAL EXPERTS 
Dr. Andrew Sommers and his team of public 
health and medical experts who lead our 
Contact Tracing Center of Excellence help 
unify and guide our solution and the strategy 
we use to achieve it for the numerous contact 
tracing projects we currently manage. By 
keeping all our contact tracing projects 
apprised of developments, we can keep them 
on the cutting edge with the most current, 
accurate information. 
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Exhibit 6.10-2: Maximus Nebraska COVID-19 Contact Tracing Organizational Chart. Our organizational structure 
is based on proven experience from similar-scope projects.  

Benjamin Coss, Senior Vice President of Maximus Health Services will provide project 
oversight for this contract. Mr. Coss has considerable experience managing call center 
operations for health and human services clients. He will help to make sure that implementation 
efforts are delivered on time, are of the highest quality, and meet the needs of DHHS. 
Additionally, he will consult with the leadership team on a regular basis to provide support and 
assure the effectiveness and efficiency of the project’s operation. 
Tamara Paul-Reeff, the Program Manager, will report to Mr. Coss. Ms. Paul-Reeff will serve as 
the single point of contact for DHHS regarding overall day-to-day contract management, 
coordination, and compliance. She has significant leadership experience operating programs of 
this size and complexity. In addition, she will provide direction during implementation and on an 
ongoing basis and will develop and monitor performance to meet or exceed goals and 
objectives. 
The following positions will report to the Program Manager: 
 The Implementation Manager, Elisha Blackman, will lead a team focused on project 

startup activities and establishing a solid foundation for ongoing project operations. This 
position will coordinate all activities planned for the project with each functional team and 
monitor all milestones, as well as assure on-time deliverables that meet contractual 
requirements. 

 The project’s Administrative Support staff will provide any necessary support services for 
the program manager, as well as assure that all administrative aspects of the project are 
coordinated and completed in a timely and cost-efficient manner. 

 The Workforce Management Analyst will leverage information from our Genesys 
telephony platform to monitor staff counts, develop schedules, and analyze call volume 
trends. Doing this allows us to optimize staff size and forecast the need for additional staff to 
handle contact tracing calls. This individual will also track and measure staff utilization and 
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report to project management regularly to promote the most efficient use of staff resources 
for program dollars. 

 The Reporting Analyst will analyze and report the data pertaining to call volumes and the 
success of contact efforts and prepare regular reporting for the project management team 
and DHHS. This individual may also recommend implementing new reporting metrics based 
on State requirements and our experience from related projects. 

 The Operations Manager, Nicole Slaughter, will provide leadership for the call center 
supervisors and contact tracers. This individual will oversee staffing, telephone systems, and 
reporting functions for the call center, assuring that it meets or exceeds project quality 
requirements. The individual also interacts regularly with DHHS and other departments to 
facilitate efficient call center management.  

 The Trainer will coordinate the development and delivery of thorough and accurate training 
curriculum to new staff. This individual will be responsible for quickly updating content based 
on procedural changes and providing refresher training for existing employees as needed. 
This individual will also interact with the management team to discuss quality results and 
incorporate suggestions for improvement into training materials. 

 The Quality Assurance Specialist will supervise the functions associated with quality 
assurance monitoring to identify areas of weak performance and develop corrective action 
plans. This individual will also interact regularly with the management of other areas to 
promote and reinforce the importance of compliance with contract deliverables and quality 
throughout all phases of the project. 

The two positions below will report to the Operations Manager: 
 Supervisors will oversee the efficient daily operation of the contact center. Supervisors will 

be responsible for coordinating with project management staff to share timely procedural 
updates with the contact tracing staff. They will also provide scheduling and timekeeping 
assistance; support and coach the contact tracers; and maintain adherence to policies 
pertaining to attendance, call quality, and call documentation. 

 Contact Tracers will be responsible for making the outreach to individuals identified as 
potentially exposed to conduct the survey of their contact history. As necessary, they will 
also be responsible for following up rapidly when unable to contact an individual. 

Maximus also makes available support from our breadth of corporate resources, such as 
Information Technology, Security, Quality Assurance, Workforce Management, and Human 
Resources, and the Center for Employee Development. Utilizing these readily available internal 
resources will allow for a rapid and smooth implementation and help support the ongoing 
operation of this vital service for Nebraska. 

6.10.4 Resumes 
RFP Section VI.J 

Below are resumes for members of the leadership team who are named in the organizational 
chart in Section 6.10.3. These resumes contain the information required as outlined in Section 
J: Summary of Bidder’s Proposed Personnel/Management Approach. 
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BENJAMIN COSS 
Senior Vice President 

Summary 
Benjamin Coss is a company leader with excellent client-
centric management skills and business judgement to support 
project success. A strategic thinker skilled at developing and 
maintaining strong working relationships with business units, 
he has a history of successfully delivering on business and 
contract commitments. In his current role as a Senior Vice 
President, his span of authority includes a portfolio valued at 
over $1.4 billion total contract value, with projects spanning 
across multiple states with management and oversight of 
2,000 employees during peak periods. Mr. Coss prides 
himself on devoting highest priority to each client, no matter 
the size to support project success and execute each and 
every scope of work to the client’s satisfaction.  

Experience 
Maximus, Inc.,  
Maximus Health Services West 
Senior Vice President Jun 2004 – Present 

 Serves as the Executive Sponsor on the Nebraska 
Provider Screening and Enrollment program, responsible 
for providing Provider Screening and Enrollment Medicaid 
and Long Term Care (MLTC) providers across the State of 
Nebraska working closely with the Department of Health 
and Human Services 

 Serves as the Executive Sponsor on the HealthColorado 
Enrollment Broker program, supporting Medicaid and 
CHP+ managed care   

 Oversees the processing of enrollments and 
disenrollments into and from Medicaid and CHP+ health 
plans, including the Accountable Care Collaborative 

 Oversees the State's primary care case management 
(PCCM) program, including education, customer service, 
toll-free lines, systems, and call center operations to assist 
the residents of Colorado 

 Manages call center and mail house functions  
 Serves as the Executive Sponsor on the Colorado 

Ombudsman program for Medicaid Managed care 
beneficiaries  

  

 

Qualifications 

 Over 25 years of 
experience 

 Outreach services and 
solutions 

 Customer service 
management and 
oversight 

Key Skills and 
Certifications 

 Business strategy  
 Finance management 
 Contract administration  
 Management operations 
 Employee development  
 Client management 
 Agile decision making 
 Certified PMP 
 Managing Projects in 

Organizations  
 Contracting for Project 

Managers  
 Project Leadership, 

Management, and 
Communications  

 Risk Management  
 Project Management 

Applications  
 Quality for Project 

Managers  
 Scheduling and Cost 

Control  
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 Manages program serving as a resource for Medicaid managed care customers 
experiencing denials of service, benefits, access to care, or quality of care issues with their 
health plan, assisting the customer with appeals and hearings and timely access to care 

 Serves as the Project Director for the State of California’s HCO Enrollment Broker Program, 
the nation’s largest Medicaid program, in terms of the number of people it serves (13.5 
million) and the second largest in terms of dollars spent 

 Leads the statewide outreach effort with a staff of approximately 210, working across over 
200 local county offices, providing face-to-face presentations and assisting beneficiaries in 
the enrollment process 

 Manages back office operations of a call center staffed to handle 18 languages 
 Oversees project mail house operations, including material development, translations in 12 

written languages, printing in 12 written languages, and packet and letter fulfillment 
 Promotes program success with full span of authority to manage the day-to-day operations 
 Supports leadership team, connecting them with resources to deliver contract requirements 
 Serves as the Executive Sponsor on the Nebraska Provider Screening and Enrollment 

program 
 Oversees the project responsibilities of properly screening providers to verify they meet 

participation eligibility requirements prior to enrolling or continuing enrollment in the program 
Vice President Oct 2002 – May 2004 

 Served as the Executive Sponsor on the Colorado Medicaid and State Children’s Health 
Insurance program for the Colorado Eligibility and Enrollment Medical Assistance Programs  

 Oversaw program function of processing new applications, determining program eligibility, 
and conducting enrollment for Colorado residents 

 Served as Executive Sponsor on the Colorado Family Health Line, a resource for parents, 
women, and families to access information for healthcare providers and practitioners 

 Oversaw project community connections to support referral to community health clinics, 
immunization sites, Medicaid and CHP+ presumptive eligibility and application sites, CICP, 
dental services, WIC offices, mental health providers, and other healthcare related requests 

 Served as the Executive Sponsor on the Wyoming Customer Service Center program 

Education 
 Master Certification, Project Management, George Washington University, Washington, D.C. 
 Bachelor of Science, Political Science, University of California Berkeley, Berkeley, California 

References 
Michael Lemberg 
Group President 
Maximus 
Phone: 916-599-5623 
Fax: N/A 
michaellemberg@maximus.com 

Ilene Baylinson 
General Manager 
Maximus 
Phone: 202-364-5745 
Fax: N/A 
IleneBaylinson@maximus.com 

Bruce Caswell  
Chief Executive Officer 
Maximus 
Phone: 703-251-8240 
Fax: N/A 
BruceCaswell@maximus 
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TAMARA PAUL-REEFF 
Program Manager 

Summary 
Tamara Paul-Reeff is an enterprise leader with experience 
managing contracts valued up to $60 million. Ms. Paul-Reeff has 
documented success as a Sr. Director leading large-scale, 
matrixed projects, mitigating risk and spearheading turnaround 
solutions. She is identified and endorsed by the company’s Health 
and Human Services Executive Team as one of only 11 critical 
staff company-wide to serve on the Project Risk Assessment Task 
Force. 

Experience 
Maximus, Inc. 

Senior Director 2012 – Present 

 Directs a $20 million health services contract with both 
eligibility and contact center staff in multiple offices 

 Works with executive project leadership and local project staff 
to identify and remedy critical performance gaps geared 
towards satisfying service level agreements (SLA), avoidance 
of liquidated damages assessments and client satisfaction 

 Achieves project performance targets and efficiency gains 
through the development of new processes in support of 
evolving client expectations 

 Successfully created and manages a core project 
management team, providing knowledge consistency and 
continuity 

 Works intently with Agency Staff to establish a relationship that 
more closely resembles a partnership and alignment with 
Agency and client needs 

 Ensured major components for the turnover valued at over 
$2M were transitioned in a timely and organized manner 

 Ensured turnover complied with State and Maximus policies, 
procedures, and standards 

 Executed and monitored the compilation of turnover 
documentation deliverables 

 Liaised with Client on high-level status to ensure satisfaction 
based on contractual requirements 

 Delivered the seamless and timely transition from previous 
contract as the incumbent to the Assumption of Operations of 
the new contract valued at $1 billion 

 

Qualifications 

 Over 10 years’ 
experience 
managing health 
services contracts 

 Extensive 
experience 
monitoring 
compliance and 
Project performance 

 Extensive 
experience directing 
management teams 

Key Skills 

 Licensed Attorney in 
New York and 
Illinois 

 Certified Information 
Privacy Professional 
(CIPP/US) 

 Health Exchange 
project management 

 Team leadership 
 Project performance  
 Ethics and 

compliance 
expertise 

 Large-scale project 
leader 

 Risk management 
 Excellent 

communicator 
 Best practices 
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 Partnered with Maximus C-Suite Executives to improve corporate performance through 
standardization, addressing strategic and operational priorities for critical state, local, and 
federal health and human services programs across the US Enterprise 

 Led practice to identify and prioritize the need for best practice definition and implementation 
to include performance management (metrics definition, target setting, consequence 
management processes), HR processes, and technology enablement 

 Designed and developed a standardization framework to include a robust engagement 
model and established mechanisms to gather critical input from projects in the field on 
existing practices 

 Led an Advisory Panel utilizing a Standardization Charter, comprised of senior leaders 
across all segments of the Enterprise to support the design of the implementation roll out 
strategy for the respective segments and ensure that the developed standards and best 
practices support a positive influence on business results 

 Successfully launched the standardization framework currently used across the Enterprise 
to either avert the failure of or resuscitate failing projects 

Department of Health Care Policy and Financing, Contract Manager 2009 – 2012 

 Managed state and federally funded contracts; created and implemented best practices to 
ensure compliance with statement of work 

 Identified challenging consumer complaints and partnered with vendors to mitigate potential 
liability; and reviewed vendor’s operational processes, business model, performance 
challenges and recommended solutions to Department executive team 

Parsons Brinckeroff, Inc. (PB), Senior Associate Counsel  2007 – 2008 

 Lead counsel for PB Architecture, Inc., a subsidiary of Parsons Brinckerhoff 
 Negotiated agreements for PB Architecture, Inc. and advised on corporate governance, risk 

management, and regulatory compliance, including the Federal Acquisition Regulation 
(FAR), business operations and implementation of legal policies and procedures 

Hinshaw & Culbertson, LLP, Associate Attorney 2005 – 2006 

 Defense litigator for medical malpractice, contract law and labor and employment cases 
including motion practice, drafting, reviewing and monitoring pleadings, briefs and discovery; 
and negotiating settlement agreements 

Education 
 Juris Doctor, Syracuse University College of Law, New York City, New York 
 Bachelor of Science, Sociology and Political Science, Illinois State University, Normal, 

Illinois 

References 
Laura J. Rosenak  
Senior Vice President, Human Services 
MAXIMUS  
 1891 Metro Center Drive  
Reston, VA 20190 
 Phone: 916.532.4920 
 laurajrosenak@maximus.com 

Oana Cheta  
Sr. Vice President, SOA - Performance 
Analytics Group 
MAXIMUS  
1891 Metro Center Drive  
Reston, VA 20190  
Mobile: 630.306.4912  
oanascheta@maximus.com  

Brandon Goad 
 Vice President, Standardized 
Operations and Analytics PMO 
MAXIMUS 
 1891 Metro Center Drive  
Reston, VA 20190  
Mobile: 602.502.5528  
BrandonGoad@maximus.com 
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ELISHA BLACKMAN, PMP 
Implementation Manager 

Summary 
Elisha Blackman is a driven Senior Analyst and Transition 
Manager focused on design, development, and detailed analysis. 
She has more than 10 years of relevant experience with project 
start-up and implementation and is cross-functionally skilled to 
lead multiple teams at once. Her ability to anticipate issues and 
mitigate the corresponding risks during implementation is a 
valuable asset to the project team. 

Experience 
Maximus 

Project Manager Jan 2018 – Present 
Senior Analyst –  
Project Management Office Feb 2016 – Dec 2017 
 Managed the implementation for Contact Tracing projects in 

Florida and Vermont, setting up each project in only two weeks 
 Manages multiple project work streams, including operations, 

analysis, design, development, review, testing, deployment 
and documentation of business processes, systems, and 
reports 

 Leads cross-functional linked teams to address business or 
systems issues for critical project deadlines 

 Provides advisory services for implementations to ensure the 
corporate Enterprise project standards and best practices are 
being applied 

 Creates and tracks work plans and schedules to effectively 
manage deliverables and stakeholder engagement 

 Develops performance and management reports to track 
progress and milestones for customer and project leadership 

 Drafts process documentation to standardize work across 
streams  

 Analyzes complex business problems to be solved with 
manual or automated systems or processes 

 Provides expertise in identifying, evaluating, and developing 
systems and procedures that are cost effective and meet user 
requirements 

 Creates specifications for systems to meet business 
requirements 

 Performs quality assurance review for project documentation, 
policy, and procedures 

 

Key Qualifications 

 Over 10 years of 
project management 
experience 

 Extensive experience 
with project 
implementation 

 Strong understanding 
of implementation 
best practices and 
adherence to project 
implementation 
timelines and 
requirements 

Key Skills and 
Certifications 

 Project Management 
Professional (PMP) 

 Work Plan 
development and 
implementation 

 Business analysis 
 Process 

documentation 
 Quality management 
 System 

implementation 
 Cost control and 

process efficiency 
 Contract compliance 
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 Supports Standardized Operations and Analytics PMO management with the completion of 
project assignments, including new implementations and project reviews 

 Defines the scope of the project in conjunction with stakeholders and company leadership, 
obtained approval prior to initiating project plans 

 Verifies project deliverables are on time, within budget, and met quality exceptions 
throughout implementation  

 Coordinates and oversees project assignments/milestones and execution in accordance 
with approved project plans 

 Documented and developed workflows for operations and customer approval 
 Conducted post-project analysis reviewing all milestones delivered compared to their 

scheduled date to increase efficiency in PMO projects 
VitalChek, A LexisNexis Company 

Implementation Project Manager  2013 – 2015 

 Led project implementation 
 Reviewed project status, risks and issues and assured appropriate resolution and 

communication within Business Support and with the business units as needed 
 Assured deadlines were met, resolved scheduling issues, and tracked personnel 
 Interacted regularly with customers to help translate business needs into solutions 
 Consulted with Business Support functional leadership on the development and 

implementation plans to help assure the effectiveness of overall project plans  
 Gathered technical and user requirements, proposed alternative solutions, communicated 

progress and results, set client expectations, and resolved issues 

Education 
 Master of Science, Computer Information Systems, Middle Tennessee University, 

Murfreesboro, Tennessee 
 Bachelor of Science, Business Administration, Middle Tennessee University, Murfreesboro, 

Tennessee 

References 
Brandon Goad 
1891 Metro Center Dr.  
Reston, VA 20190 
Phone: 602-502-5528 
 

Gina Turner 
1891 Metro Center Dr.  
Reston, VA 20190 
Phone: 661-435-3928 

Tiffany Buchanan 
1891 Metro Center Dr.  
Reston, VA 20190 
Phone: 615-631-7362 
 

DocuSign Envelope ID: 8E023A24-8678-4B52-856C-EF61966F6A05



Contractual Services  
   
 

Corporate Overview  6-21 
RFP # 6416 Z1   

 

NICOLE R. SLAUGHTER 
Operations Manager 

Summary 
Nicole Slaughter is an experienced call center manager familiar 
with all aspects of the operation of large, high-volume operations. 
Ms. Slaughter is skilled in cross-departmental collaboration, 
particularly as related to integrating process improvements and 
quality initiatives into broad efforts to improve call center 
operations. 

Experience 
Maximus, Inc. 

Operations Manager Oct 2014 – Present 

 Led the on-time implementation, launch, and scaling of a quick 
start remote contact tracing program for the State of Florida 

 Serves as Project Director for a team of almost 1,200 
managers, supervisors, case investigators, and contact 
tracers, providing oversight in implementation, training, day-to-
day operations, workforce management and reporting, and 
coordination of all case investigation and contact tracing 
activities 

 Advises on the technical aspects the Florida’s Public Health 
Data Systems for Contact Tracing, including work processes, 
troubleshooting challenges, and identifying solutions 

 Advises on work processes and conducts assessment of 
interview methods, application of confidentiality laws, and data 
collection methods 

 Tracks progress of the Contact Tracing team, assessing data 
on productivity and timeliness of interviews and application of 
and compliance with interventions for cases and contacts, 
reviewing data to quantify productivity, timeliness, and 
compliance of cases and contacts with disease control 
requirements 

 Coordinates with internal and external clients engaged in the 
pandemic response, reporting data on progress and activities 
and interpreting CDC policies and guidelines to support 
seamless integration of activities 

 Serves as subject matter expert, interpreting and developing 
policies, workflows, and processing to promote the use of 
standardized practices in all contact tracing activities 

 Responsible for operation of Illinois Client Enrollment Broker 
call center, a 150-seat call center, including mail, data entry, 
and back-end processes 

 

Key Qualifications 

 More than 9 years of 
call center and 
operations 
management 
experience, including 
satellite locations 

 Strong project 
management skills 
with a focus on 
implementations, 
process 
improvement, 
standardization, and 
performance metrics 

 Focused on business 
process re-
engineering and 
instituting best 
practices  

Key Skills and 
Certifications 

 Astho training for 
COVID-19 contact 
tracers (2020) 

 Telephony solutions 
 Quality audits 
 Contract compliance 
 Training 
 Staff retention 
 Contact tracing 
 Performance 

analysis 
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 Designs outbound dialer call flows and campaigns using the CSI platform 
 Partners with Quality Assurance (QA) staff in developing CSR audit process, building of the 

QA database, rebuttal process on QA scores in questions and a timely feedback model to 
ensure compliance for both contractual SLAs and internal quality requirements, resulting in 
a quality score overall of 95 percent or higher for the department for the past 3 years 

 Facilitated transition from Pipkins WFM solution to NICE platform as an early adopter 
 Manages Avaya, Contact Solutions, and Telstrat telephony solutions 
Director of Customer Service Nov 2012 – Oct 2014 

 Led the on-time implementation and launch of the call center for the Illinois Enhanced 
Eligibility Verification contract for Maximus 

 Developed and successfully implemented the Real Job Preview interview process for call 
center representatives, resulting in 90 percent of those hired passing the training class and 
reducing new hire turnover in the first 60 days by 25 percent 

 Designed ACD and IVR workflows that maintain a containment and self-serve percentage 
above the corporate average  

 Developed call center scripts for inbound and outbound calls that resulted in an overall 97 
percent customer satisfaction rate (based on independent surveys) since inception of the 
project with an average of 25 percent of total calls directed to surveys 

VSPRR, Inc. 

Medicaid Enrollment and Eligibility Manager Mar 2006 – Nov 2012 

 Designed outbound dialer campaigns via Interactive Intelligence platform to increase points 
of contact for a patient to aid in contract compliance, which resulted in improvements and 
increased recoveries by 15 percent 

 Improved a process that resulted in 14 percent more Medicaid applications processed in 
2012 and reduced the approval cycle of Medicaid applications from 273 days to 157 days 

Education 
 Master of Business Administration with Distinction, DeVry University - Keller Graduate 

School, Merrillville, Indiana 
 Bachelor of Science, Management, Purdue University, Hammond, Indiana 

References 
Cathy Sneed 
4100 Okeechobee Rd.  
Fort Pierce, FL 34947 
Phone: 772-370-4157 

Eric Rubin 
104 Addis Drive 
Churchville, PA 18966 
Phone: 215-840-4243 

Christopher Dabek 
1700 Broadway, Suite 700 
Denver, CO 80290 
Phone: 703-629-634 
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6.11 Subcontractors 
RFP Section VI.K 

Maximus acknowledges that the State is not allowing subcontractors for this effort. We do not 
intend to utilize any subcontractors as defined by the State for this work. 
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