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Agile Government Services Inc is providing a response for RFP 6499 Z1 Option 3 — Contact Tracing and
Vaccine Helpline Services. The files have been divided into the Administration documents, and the
proposal response documents.
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Scope of Work, Corporate Overview, Cost Proposal and 3 Addendums as referenced in the
Corporate Overview (10 total):

Note, we have submitted 3 documents with redaction of confidential and proprietary information as noted
in bold below. The redacted files include:

e File 6a. Technical Approach SOW Contact Tracing

e File 7a. Technical Approach SOW Vaccine Helpline Services

o File 8a. Corporate Overview
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Corporate Overview REDACTED File 3 of 7

RFP 6499 Z1 Agile Government Services Inc Contact Tracing and Vaccine Helpline Services V.
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Contractual Services Form

REQUEST FOR PROPOSAL FOR CONTRACTUAL SERVICES FORM
By signing this Request for Proposal for Contractual Services form, the bidder guarantees compliance

BIDDER MUST COMPLETE THE FOLLOWING

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.

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.

| hereby certify that | 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.

| hereby certify that | 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.

FORM MUST BE SIGNED MANUALLY IN INK OR BY DOCUSIGN

FIRM: /Agile Government Services, Inc.

COMPLETE ADDRESS: 0393 West 110" Street, Suite 500 Overland Park, Kansas 66210
TELEPHONE NUMBER: 913-269-5822

FAX NUMBER: 913-451-6750

DATE: April 20, 2021

SIGNATURE: Fﬂwmmw s

Q(CI: I\II: IER'?IAME & TITLE OF Andrew LaMont Eanes — Vice President
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Form A Bidder Point of Contact

Form A
Bidder Point of Contact

Request for Proposal Number 6499 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:

)Agile Government Services, Inc (AGSI)

Bidder Address:

0393 West 110t Street, STE 500,
Overland Park, Kansas, 66210

Contact Person & Title:

Andrew LaMont Eanes, Vice President

E-mail Address:

lamont@agilesolutionskc.com

Telephone Number (Office):

913-269-5822

Telephone Number (Cellular):

913-269-5822

Fax Number:

913-451-6750

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:

Agile Government Services, Inc (AGSI)

Bidder Address:

9393 West 110t Street, STE 500,
Overland Park, Kansas, 66210

Contact Person & Title:

Andrew LaMont Eanes, Vice President

E-mail Address:

lamont@agilesolutionskc.com

Telephone Number (Office):

913-269-5822

Telephone Number (Cellular):

913-269-5822

Fax Number:

913-451-6750

Page 1 of 1
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II. Terms and Conditions

II. TERMS AND CONDITIONS

Bidders should complete Sections Il 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 patrticular 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.

A. GENERAL

Reject & Provide
Accept | Reject Alternative within
(Initial) | (Initial) Solicitation

Response (Initial)

NOTES/COMMENTS:

(e

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

Request for Proposal and Addenda;

Amendments to the solicitation;

Questions and Answers;

Contractor’s proposal (Contractor’s response to the solicitation and properly submitted documents); and

ouhr~wdE

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) Amendments and addendums to the executed Contract with the most recent dated amendment or
addendum, respectively, having the highest priority, 2) Amendments to the solicitation, 3) Questions and Answers, 4)
the original solicitation document and any Addenda, and 5) the contractor'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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I1. Terms and Conditions

B. NOTIFICATION

Accep
(Initial

Reject & Provide
t Reject | Alternative within
) | (Initial) Solicitation

Response (Initial)

NOTES/COMMENTS:

(e

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.

C. BUYER’S REPRESENTATIVE

Accep
(Initial

Reject & Provide
t Reject | Alternative within
) | (Initial) Solicitation

Response (Initial)

NOTES/COMMENTS:

(e

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.

D. GOVERNING LAW (Statutory)

Page 2 of 10

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 sovereignimmunity.

The Parties must comply with all applicable local, state and federal laws, ordinances, rules, orders, and regulations.
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I1. Terms and Conditions

E. BEGINNING OF WORK

Accept Reject | Alternative within
(Initial) | (Initial) Solicitation

Reject & Provide
NOTES/COMMENTS:
Response (Initial)

(e

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.

F. AMENDMENT

Accept Reject | Alternative within
(Initial) | (Initial) Solicitation

Reject & Provide
NOTES/COMMENTS:
Response (Initial)

(e

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

G. CHANGE ORDERS OR SUBSTITUTIONS

Accept Reject Alternative within
(Initial) | (Initial) Solicitation

Reject & Provide
NOTES/COMMENTS:
Response (Initial)

~—Ds

Page 3 of 10

ie

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 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 thatimmediate
implementation is necessary, the change may be implemented, and cost negotiations may continue with both Parties
retaining all remedies under the contract and law.
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H. VENDOR PERFORMANCE REPORT(S)

Accept Reject Alternative within
(Initial) | (Initial) Solicitation

Reject & Provide
NOTES/COMMENTS:
Response (Initial)

(e

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.

I.  NOTICE OF POTENTIAL CONTRACTOR BREACH

Accept Reject Alternative within
(Initial) [ (Initial) Solicitation

Reject & Provide
NOTES/COMMENTS:
Response (Initial)

(e

If Contractor breaches the contract or anticipates breaching the contract, the Contractor shallimmediately 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.

J. BREACH
Reject & Provide
Accept Reject Alternative within .
(nitial) | (nitial) Solicitation OIS GOLAIIS s
Response (Initial)
DS Propose to delete: The State’s failure to make payment shall not be a breach, and the
Contractor shall retain all available statutory remedies and protections.
ﬂL‘@ The way this is currently worded appears to obligate the Contractor to continue providing
service without payment from State.

Page 4 of 10

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 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.
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K. NON-WAIVER OF BREACH

Accept
(Initial)

Reject Alternative within
(Initial) Solicitation

Reject & Provide
NOTES/COMMENTS:
Response (Initial)

(e

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.

L. SEVERABILITY

Accept
(Initial)

Reject Alternative within
(Initial) Solicitation

Reject & Provide
NOTES/COMMENTS:
Response (Initial)

(e

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.

M. INDEMNIFICATION

Accept
(Initial)

Reject Alternative within
(Initial) Solicitation

Reject & Provide
NOTES/COMMENTS:
Response (Initial)

(e

1.

Page 5 of 10

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.

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, copyright, trade
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I1. Terms and Conditions

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.

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 provided by the Contractor.

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. 8§

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.

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.

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.

N. ATTORNEY'S FEES

Reject & Provide
Accept Reject Alternative within .
(Initial) | (Initial) Solicitation MO ESHCEIIIENTE:
Response (Initial)
FDS

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.

Page 6 of 10
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0. LIQUIDATED DAMAGES

(Initial

Accept | Reject Alternative within

Reject & Provide

) | (Initial) Solicitation NOMESERL LA NS

Response (Initial)

Propose substituting sentence 1 below with: Failure to initiate contact with an individual

DS upon time/date verified receipt of notification from DHHS within three (3) business days
ﬂL€ 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.

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).

P. ASSIGNMENT, SALE, OR MERGER

(Initial

Accept | Reject Alternative within

Reject & Provide

y | anitial) Solicitation NOTES/COMMENTS:

Response (Initial)

(e

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.

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

Accept Reject Alternative within
(Initial) | (Initial) Solicitation

Reject & Provide
NOTES/COMMENTS:
Response (Initial)

(e

Page 7 of 10

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 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.
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R. FORCE MAJEURE

Accep
(Initial

Reject & Provide
t Reject Alternative within
) | (Initial) Solicitation

Response (Initial)

NOTES/COMMENTS:

(o

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.

S. CONFIDENTIALITY

(Initial

Accept Reject Alternative within

Reject & Provide

y | anitial) Solicitation OISO

Response (Initial)

~—Ds

e

Page 8 of 10

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.

Allinformation 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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T. 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. 8§ 81-8,240 et seq. This section shall survive the termination

of this contract.

U. LONG-TERM CARE OMBUDSMAN (Statutory)
Contractor must comply with the Long-Term Care Ombudsman Act, per Neb. Rev. Stat. 8§ 81-2237 et seq. This
section shall survive the termination of this contract.

V. EARLY TERMINATION

Accept
(Initial)

Reject
(Initial)

Reject & Provide
Alternative within
Solicitation
Response (Initial)

NOTES/COMMENTS:

(e

The contract may be terminated as follows:

1.

2.

Page 9 of 10

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

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.

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

a.
b.

c.

if directed to do so by statute;

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;

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

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

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;

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

Contractor intentionally discloses confidential information;

Contractor has or announces it will discontinue support of the deliverable; and,

In the event funding is no longer available.




DocuSign Envelope ID: F13F368B-193E-4C48-B837-8012100DD4FB

Agile

RFP 6499 Z1 Agile Government Services, Inc Contact Tracing and Vaccine Helpline Services

File 3 of 5

I1. Terms and Conditions

W. CONTRACT CLOSEOUT

Accept Reject Alternative within
(Initial) | (Initial) Solicitation

Reject & Provide
NOTES/COMMENTS:
Response (Initial)

(e

No later than 30 days after termination or expiration of the contract, the Contractor shall, unless stated otherwise

herein:

1.
2.
3

4.
5.

6.
7.

Transfer all completed or partially completed deliverables to the State;

Transfer ownership and title to all completed or partially completed deliverables to the State;

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;

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

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

Return or vacate any state owned real or personal property; and,

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.

Page 10 of 10
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III. Contractor Duties

[II. CONTRACTOR DUTIES

A. INDEPENDENT CONTRACTOR / OBLIGATIONS

Accept Reject Alternative within
(Initial) [ (Initial) Solicitation

Reject & Provide
NOTES/COMMENTS:
Response (Initial)

Page 1 of 8

(e

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:

Any and all pay, benefits, and employment taxes and/or other payroll withholding;

Any and all vehicles used by the Contractor's employees, including all insurance required by state law;
Damages incurred by Contractor’'s employees within the scope of their duties under the contract;
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;

Determining the hours to be worked and the duties to be performed by the Contractor’'s employees; and,
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)

PO PE

o u

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.

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.
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III. Contractor Duties

B. EMPLOYEE WORK ELIGIBILITY STATUS

Accept Reject Alternative within
(Initial) | (Initial) Solicitation

Reject & Provide
NOTES/COMMENTS:
Response (Initial)

e

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 lllegal
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.

C. 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.

D. COOPERATION WITH OTHER CONTRACTORS

Accept Reject Alternative within
(Initial) | (Initial) Solicitation

Reject & Provide
NOTES/COMMENTS:

Response (Initial)

(e
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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.
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III. Contractor Duties

E. PERMITS, REGULATIONS, LAWS

Accept Reject Alternative within
(Initial) | (Initial) Solicitation

Reject & Provide
NOTES/COMMENTS:
Response (Initial)

(e

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.

F. OWNERSHIP OF INFORMATION AND DATA / DELIVERABLES

Accept Reject Alternative within
(Initial) | (Initial) Solicitation

Reject & Provide
NOTES/COMMENTS:
Response (Initial)

(e

G.

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.

INSURANCE REQUIREMENTS

Accept Reject Alternative within
(Initial) | (Initial) Solicitation

Reject & Provide
NOTES/COMMENTS:

Response (Initial)

(e
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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 COl, 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.
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III. Contractor Duties
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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.

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, 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.
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III. Contractor Duties

REQUIRED INSURANCE COVERAGE

COMMERCIAL GENERAL LIABILITY

General Aggregate $2,000,000
Products/Completed Operations $2,000,000
Aggregate

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

$3,000,000

of Service, Remediation, Fines and
Penalties

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.”

Page 5 of 8

EVIDENCE OF COVERAGE
The Contractor shall furnish the Buyer, 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: 6499 71

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.

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.

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.
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III. Contractor Duties

H. ANTITRUST

Accept Reject Alternative within
(Initial) | (Initial) Solicitation

Reject & Provide
NOTES/COMMENTS:
Response (Initial)

(e

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.

I.  CONFLICT OF INTEREST

Accept Reject Alternative within
(Initial) | (Initial) Solicitation

Reject & Provide
NOTES/COMMENTS:

Response (Initial)

(e

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.

J. SITE RULES AND REGULATIONS

Accept Reject Alternative within
(Initial) | (Initial) Solicitation

Reject & Provide
NOTES/COMMENTS:

Response (Initial)

(e
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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.
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K. ADVERTISING

Reject & Provide
Accept Reject Alternative within

(nitial) | (Initial) Solicitation NOMZH OGNS

Response (Initial)
f_aue
———

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.

L. 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.

M. DISASTER RECOVERY/BACK UP PLAN

Reject & Provide
Accept Reject Alternative within

(nitial) | (nitial) Solicitation NOTES/COMMENTS:

Response (Initial)
DS
(e

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, in order to continue
delivery of goods and services as specified under the specifications in the contract in the event of adisaster.

N. DRUG POLICY

Reject & Provide
Accept Reject Alternative within
(Initial) [ (Initial) Solicitation

Response (Initial)

NOTES/COMMENTS:

~—Ds

%

Contractor certifies it maintains a drug free work place 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.

0. WARRANTY

Reject & Provide
Accept Reject Alternative within

(nitial) | (initial) Solicitation MO SR LAI AR

Response (Initial)
(e
| —
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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 cost.
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IV. Payment

IV. PAYMENT

A. 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.”

B. 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.

C. 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).

D. 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 years 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.

E. 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 itis 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.

Accept Reject Alternative within
(Initial) | (Initial) Solicitation

Reject & Provide
NOTES/COMMENTS:
Response (Initial)

Proposed insertion of Contractor terms of payment, and instructions under IV Payment:
All payments of invoices are due 30 calendar days after DHHS receipt of invoice,
delivered via email. All payments shall be made via ACH to: Agile Government Services,

DS invoices should be directed to Marlisa Smith (email: msmith@scsconsults.com, phone:

865-415-3637.
le

ACH Instructions:

Financial Institution Name: UMB, Financial Institution phone: 816-860-8057.
Financial Institution Address: 1010 Grand Boulevard, Kansas City Missouri, 63106.
Financial Institution Routing number: xxxxxxxxxx to be provided upon contract award.
[Account number: nnnnnnnnnnnnn to be provided upon contract award.

[Account type: Checking.

Page 1 of 3

Inc at 9393 West 110" street, STE 500, Overland Park, Kansas 66210. Inquiries regarding
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IV. Payment

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.

F. INVOICES

Reject & Provide
Accept | Reject Alternative within .
(Initial) | (Initial) Solicitation HCIESEONMENTE:

Response (Initial)

DS We can provide bi-weekly invoicing, but would prefer monthly. In either case the terms
ﬂ L€ for payment should correspond to the frequency of invoicing; 15 days to pay or 30 days to
pay.

G.

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 Reject Alternative within
(Initial) | (Initial) Solicitation

Reject & Provide
NOTES/COMMENTS:
Response (Initial)

(e

H.

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
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IV. Payment

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 service.
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V. PROJECT DESCRIPTION AND SCOPE OF WORK

A. PROJECT OVERVIEW

The State of Nebraska is issuing this Request for Proposal (RFP) to solicit proposals from
qualified bidders to provide Contact Tracing and Vaccine Helpline services in response to the
COVID-19 pandemic. In carrying out its public health mission, the State of Nebraska requires
additional resources to trace the contacts of individuals who have been exposed to, or
diagnosed with, COVID-19. Contact tracing involves the monitoring of individuals that have
been diagnosed with COVID-19 to better keep them safe, notifying others of potential exposure,
and preventing additional transmission. The Vaccine Helpline will provide a resource to the

public for questions about the COVID-19 vaccine and how to register.

So noted.

This RFP is composed of two elements: Contact Tracing (Option 1) and/or Vaccine Helpline
(Option 2). Bidders may respond to a single element (Option 1 — Contact Tracing) or (Option 2
Vaccine Helpline) or both elements (Option 3 Contract Tracing and Vaccine Helpline). The State
will evaluate all conforming proposals. A highest scoring bidder will be identified for each of
the options (1, 2, and 3). The State reserves the right to award any and all options at its sole
discretion. Bidders must submit a complete and separate response for each option they are

bidding.

Agile Government Services, Inc (AGSI) is submitting a response for Option 3: Contact Tracing and

Vaccine Helpline.

B. PROJECT ENVIRONMENT FOR ALL OPTIONS

Contact tracing is currently being performed across the State of Nebraska by staff at Local Health
Departments (LHD) and the Department of Health and Human Services (DHHS). The level of
staffing provided by the LHDs and DHHS is not sustainable to support the level of contact
tracing necessary for the COVID-19 pandemic response. For its immediate needs, the State of
Nebraska has contracted with several vendors to augment LHD and DHHS staff. This RFP will
establish a longer-term contract to provide the additional contact tracing services beyond that

which LHD and DHHS staff can provide.

So noted.

Currently, the State’s contact tracers take approximately one to two hours for the initial call per
positive COVID-19 case, and approximately one to two hours to call the contacts of each
positive COVID-19 case. For each case, the State estimates five (5) attempted calls per day and

five 5 call attempts per contact, per day.

AGSI complies with each contractor’s requirements for total number of call attempts per contact, per

day.

The Vaccine Helpline is currently being performed by a contractor. This RFP will establish a
longer-term contract to provide the Vaccine Helpline. The Vaccine Helpline is currently
averaging approximately 1,000 calls per day, or approximately 85 calls per hour. The average

length of call is approximately 15 (fifteen) to 20 (minutes).

Use or disclosure of data contained on this sheet is subject to the restriction on the title page of
this proposal.
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onboarded (recruiting and trained) additional contact tracers in less than 2 weeks
from initial request. Most recently, AGSI met time sensitive hiring requests regarding
contact tracers for the Unified Government of Wyandotte County Kansas.

3. Actual hours will be based on actual utilization. Hours shall be measured
based on Business Week. The State will pay contact tracers according to the
rates provided in Table 1 of the Cost Proposal.

As an experienced government contractor, AGSI has detailed policies and
procedures for validating employee timecards. As a contractor for several local health
departments (LHDs) AGSI required that all timecards be thoroughly reviewed each
week before final approval. AGSIs review process consisted of comparing payroll
time submitted versus actual call data and contact tracing case completion statistics.
For the same time period. As a contractor with past performance AGSI is
experienced and familiar with utilization calculations and validating payroll per client
requests and expectations.

4, Each contact tracer must work on average a minimum of 15 (fifteen) hours per
week.

AGSI has past performance managing contact tracers to minimum hours work and
performance expectations. We worked with each local health department (LHD)
during COVID-19 under specific requirements to have the appropriate number of
contact tracers who were required to work a minimum of 30 hours per week.

5. All contact tracers shall participate in State-required Didactic and Practicum
training. The State will pay the Contractor according to the rates provided in
Table 2 of the Cost Proposal. Didactic training is approximately three (3) to four
(4) hours. Practicum training is approximately one (1) to one and one-half (1.5)
hours.

AGSI employs trainers with experience in both classroom and virtual learning
environments. These employees will coordinate with the State to provide Practicum
training sessions as outlined in the requirements.

6. The parties will complete a weekly schedule according to Attachment A.

So noted.

E. POINTS OF CONTACT — OPTION 1 - CONTACT TRACING

1. Each party shall provide a representative, along with a back-up contact, for the
purposes of, but not limited to, management of the System, flow of work, and
ensuring contacts are assigned and made immediately.

a. Each party shall provide a cell phone number and email address for the
representative and back- up contact.

AGSI worked with LHDs to assign Team Leads with a 1:10 or 1:15 ratio of
Team Leads to contact tracers. Team Leads serve as a first point of contact for
escalations and improve contact tracers’ performance over time through

Use or disclosure of data contained on this sheet is subject to the restriction on the title page of
this proposal.
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F. REPORTING REQUIREMENTS - OPTION 1 - CONTACT TRACING

1.

Contractor shall submit a daily report with the number of contact tracing hours
worked for the previous day. This report shall be provided via email to the
DHHS Contract Manager no later than 2:00 PM (Central Time).

AGSI has past performance contact tracing with local health departments (LHD) for
COVID-19. AGSI has the systems and processes established to submit daily payroll
reports and will work with the State to establish an acceptable format and chain of
command for submitting a report.

Contractor shall submit to the DHHS Contract Manager a weekly report no later
than 12:00 noon (Central Time) Tuesday of each week including, at a minimum,
the following information from the previous Business Week:

a. Total number of Completed Calls;

b. Date and time of uncompleted calls;

c. A percentage of contacts (that is, individuals) made that were
Completed Calls; and

d. Total number of calls, either Completed or uncompleted, made by

Contractor per hour billed.

AGSI’s telephony platform tracks performance metrics daily and has the functionality to
export data for custom time frames. Throughout the COVID-19 pandemic, AGSI worked
with local health departments (LHDs) to provide comprehensive contact tracing support
which includes detailed performance tracking and reporting. As an experienced contractor
with over 40 years of management BPO call center leadership, AGSI met all clients
reporting requirements and exceeded reporting expectations by proactively tracking calls
by date, time, and agent, as well as call dispositions by agent, time of day, day of week,
etc. to identify trends and opportunities to contact trace the client’s population more
effectively. As a result, AGSI can ensure performance trends are transparent and
expectations are exceeded. AGSI also has experience connecting call, payroll, and system
of record data into insightful client reports that give a comprehensive overview of cost and
productivity at the per unit level, as well as an aggregated high level weekly or monthly
viewpoint.

Contractor shall provide ad hoc reports as requested by the State. Due date for
ad hoc reports will be determined by the parties.

AGSI can create ad hoc reporting utilizing data from our telephony platform and present
data in a clear, concise, and actionable manner to meet the determined report
requirements.

AGSI has ad hoc reporting expertise and experience for COVID-19 contact tracing
specifically. AGSI| employs management staff with over 30 years of director level
experience at the CDC state assignee level for communicable and infectious disease
prevention. Recently AGSI customized reporting to exceed client expectations on
performance and contact tracing effectiveness insights.

AGSI produced additional reports for clients that included: insights on quality
documentation within a patient CRM (ensuring all data is captured accurately, and

Use or disclosure of data contained on this sheet is subject to the restriction on the title page of
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management staff is experienced in managing SLAs in real time and adjusting quickly to
ensure all SLAs are met.

Any subsequent attempt to call an individual whom Contractor was unable to
reach must be no less than 30 (thirty) minutes after the most recent attempt
unless otherwise stipulated by the State training guide. Although in no way a
limitation of the foregoing, Contractor shall otherwise use reasonable
discretion and best efforts to call an individual if given information about the
best time to make a subsequent call.

AGSI has past performance meeting detailed and specific SLAs with local health
departments (LHDs) on initial call attempts and subsequent call expectations for contact
tracing. AGSls telephony software gives AGSI the ability to validate that all SLA’s are met.
All outbound and inbound calls are date/time stamped and tied to the contact tracer who
attempted or answered the call.

If the Contractor fails to meet any of the Performance Measures defined in
sections V.G.1 through V.G.2, the State may require the Contractor to submit a
Corrective Action Plan. A Corrective Action Plan must be submitted for review
and approval to the State no later than fifteen (15) business days after the
request. If the State requires revisions to the Corrective Action Plan, it will so
notify the Contractor within five (5) business days. If a Corrective Action Plan
requires more than three (3) revisions, the State may terminate this contract.
Nothing in this section limits any other remedies available to the State under
this Contract, or at law. The State may also assess Liquidated Damages in
accordance with Section II.0.

AGSI has experience working with local health departments (LHDs) on contact tracing for
COVID-19. In the past AGSI has established one to two points of contacts with an LHD for
the purposes of effective communication and responsiveness on potential issues that need
addressing. In the past, AGSI demonstrated responsiveness to client concerns and was
readily available to discuss, validate, and develop a plan and timeline for correcting any
known issues. AGSI created detailed corrective action plans that outlined a clear path
towards success and in all cases strengthened trust between AGSI and the client.

H. STATE RESPONSIBILITIES — OPTION 1 - CONTACT TRACING

1.

Designate and maintain the System and provide Contractor access to it.

So noted.

Provide names and telephone numbers of individuals to contact through the
System. The State will update names and telephone numbers in the System as
it receives the information, which may be multiple times per day.

So noted.

Provide and update a script, other necessary documentation, and guidance on
contact tracing activities.

So noted.

Use or disclosure of data contained on this sheet is subject to the restriction on the title page of
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database administrators that understand databased scheme and SQL query reporting, as well as data
analysts with experience producing ad hoc data reports intended to drive contact center productivity and
understand the root cause analysis of production issues.

AGSI’s contact center agent onboarding process includes comprehensive instructor led training focused
on achieving all objectives outlined in the contact tracing scope of work as well as establishing quality
and performance expectations. In addition to covering all required scripts, processes, and performance
expectations, AGSI also provides training on HIPAA privacy and security, agent soft skills, agent
disciplinary protocols, contact center systems, and will comply with the State’s required systems training
and protocols.

2. | Describe your language capabilities, including the percentage of contact tracers who are
bilingual in English and Spanish, and any other languages available.

Bidder’s Response:

AGSI meets multilingual requirements through strategies to address cultural and linguistic diversity. To
meet the requirements of providing non-English speaking contact tracing services, AGSI partners with
Over the Phone Interpreting services. In other contact tracing contracts currently in operation, AGSI
uses Language Line Solutions®. Language Line “Over-the-PhoneSM” interpreting provides on-demand,
quick access to highly qualified interpreters, 24/7/365. Language Line provides interpretative services in
more than 240 languages and a variety of different interpreter modalities.

Agile Government Services, Inc (AGSI) has a large pipeline of over 40,000 pre-qualified contact center
agents, which allows AGSI to ensure that at least 10% of telephone staffers are fluent in reading, writing,
and speaking both Spanish and English. AGSI works with the client to determine the best call routing
experience for Spanish speaking constituents and can easily configure the contact center IVR to route
inbound Spanish speaking callers directly to an inbound queue of bi-lingual Spanish telephone staffers.

For additional language needs other than Spanish or English, AGSI has past performance utilizing
several different language interpretation and translation services vendors and can configure and utilize
the State’s telephonic interpretation Contractor. Upon a telephone staffer recognizing the need for
translation services, AGSI can conference in a translation services vendor of the client’s choice to
complete the call and still capture important call statistics and dispositions.

3. | Describe your experience handling Protected Health Information, including any HIPAA training
that employees have previously received. If you are a covered entity under HIPAA, please
provide the number of breach notifications you reported to Office of Civil Rights in the last 3
years. If you are a business associate under HIPAA, please provide the number of security
incidents which required notifications to Office of Civil Rights for any covered entities for which
you are a business associate in the last three (3) years.

Bidder’s Response:

AGSI has past performance and experience in handling Protected Health Information (PHI) while
providing contact tracing call center support for the COVID-19 pandemic to several local health
departments in the Mid-West region of the United States. During the onboarding process, all employees
are required to complete and sign a waiver noting completion and understanding of HIPAA training.

Use or disclosure of data contained on this sheet is subject to the restriction on the title page of
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Bidder’s Response:

AGSI uses contact center workforce management analytics to predict inbound and outbound call volume
based on key call variables and assumptions such as average talk time on constituents reached (right
party contacts) and voice mail messages, as well as managed after call work time. Personnel variables
such as daily shrinkage (unplanned work absences) and attrition rates, are taken into consideration for
ensuring proper workload coverage. AGSI’'s workforce model also integrates performance objectives
such as total percentage of target population to reach, average number of outbound call attempts to
reach a constituent, inbound call abandonment rate and service level objectives. These measures are in
place to ensure that AGSI can adjust staffing volume for anticipated outbound and inbound work volume
with speed, agility, and flexibility AGSI’s workforce model uses true trend data to improve accuracy over
time.

As part of the hiring and onboarding process, AGSI contact center agents are required to have flexibility
with their schedules on short notice and may be required to work additional or limited hours based on
unexpected spikes or dips in outbound call workload and inbound call volume. AGSI has documented
protocols for adjusting staffing needs within hours of identifying a gap in coverage. All contact center
agents are provisioned with a telephony software license, which provides tracking of reporting
requirements listed in the RFP on the contact center and agent level, as well as additional workforce
insights such as the average and maximum number of concurrent calls and average inbound call wait
times by hour of the day and day of the week.

The graphic below demonstrates AGSI’s ability to predict fluctuations in workforce demand by tracking
outbound and inbound call volume trends via AGSI’s telephony software.

The graphic below demonstrates some of the variables AGSI uses to predict and adjust to fluctuating
demands in contact tracing workforce overtime. Assumptions are shown below as TBD. However, AGSI
can provide assumptions based on recent experience and real data as a contractor for COVID-19
contact tracing, and has experience utilizing client provided assumptions and replacing assumptions
over time with real data from AGSI’s telephony platform. Once assumptions are plugged into the

Use or disclosure of data contained on this sheet is subject to the restriction on the title page of
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workforce model, the result provided is the number of contact tracers needed per day to meet
expectations.

Describe your ability to meet the timelines established in this RFP.

Bidder’s Response:

AGSI has over eight (8) years of past performance working with government agencies in both the
Department of Defense and Public Health to fulfill all requirements stated in each RFP and SOW.
Testimonials regarding AGSI’s performance on past government contracts includes but is not limited to
the following: “Exceptional performance on all prime contracts.” “... no reservations about soliciting this
contractor in the future or having them perform... critical and demanding programs.” AGSI’s recent past
performance includes working with local health departments (LHDs) to provide contact center support
for COVID-19. AGSI landed contracts with several LHDs in 2020 during the midst of COVID-19 cases
aggressively rising. Due to the speed and virulent nature of COVID-19, in all scenarios, timelines for
AGSI to begin work needed to be expedited without compromising readiness and quality of work. In all
cases, AGSI was prepared to begin work ahead of schedule. AGSI not only has established processes
and systems for onboarding, training, and scaling contact center support for public clients, but more

Use or disclosure of data contained on this sheet is subject to the restriction on the title page of
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importantly has experience meeting and exceeding all timelines and expectations.

7. | Describe your capacity of in-house trainers and approach to project on-boarding.

Bidder’s Response:

AGSI employs trainers experienced in classroom and remote virtual training. AGSI trainers have
experience working alongside the local health departments (LHDs) and educational institutes that we
contracted with for the COVID-19 contact tracing call center. Due to the rapid demand and increase in
positive cases early in the pandemic, AGSI was staffed accordingly to work simultaneously with multiple
clients to meet and exceed their specific requirements as outlined in the contract. AGSI will apply this
experience in working with the State to meet the training and on-boarding requirements.

Due to the rapid demand and increase in positive cases early in the pandemic, AGSI was staffed
accordingly to meet the needs of each client. AGSI will apply this experience in working with the State to
meet the train-the-trainer requirements for this proposal response.

AGSI developed a custom training agenda and timeline that was customized per client to meet the
requirements in their contracts. This includes, but is not limited to:
e HIPAA Privacy and Security
Telephony systems
Systems of record, scripts, processes, and communication protocols and compliance
Performance expectations
Disciplinary procedures
Schedule adherence

AGSI will work with the State to ensure clear understanding from both parties regarding the maximum
amount of training hours approved to fully prepare a call center agent for live calls, per the proposal
requirements. Training is conducted via secure Microsoft Teams video conference. Trainees are quizzed
on each learning objective and must demonstrate competency on all objectives before performing real
work. Mock calls and practice scenarios are utilized to strengthen confidence and competency of agents
before they are assigned cases in their queue to conduct patient calls.

Contact tracing training was conducted via secure Microsoft Teams video conference. Contact Tracing
training requirements for the State will be conducted via secure Microsoft Teams video conference or
with the State’s preferred video conferencing tool.

In addition to any State or client specific required training, AGSI places an emphasis on empathy and
soft skills communication during the contact tracing process to build trust and fully complete contract
tracing interviews. Regarding past and future contact tracing duties, AGSI places emphasis on the
development of soft skills, empathy, and active listening to produce more thorough and complete
interviews, including the elicitation of contacts.

AGSI will work with the State to ensure that our veteran contact tracing call center agents complete all
required training. AGSI contact tracing training included, but not was not limited to: quizzes on each
learning objective; mock calls and practice scenarios to strengthen confidence and competency on all
client defined objectives before conducting live contact tracing center calls.

Call center agents also receive post training support during their initial 30 to 90 days of employment and
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9. Describe how you would ensure that contact tracers will reflect the geographic and cultural
diversity of the state. Describe how you would ensure proper geographic coverage in both more
populated communities versus more rural locations.

Bidder’s Response:

AGSI understands the need for cultural competency and understanding in contact tracing
communication efforts. AGSI employs expert recruiters who have extensive experience filling staffing

Use or disclosure of data contained on this sheet is subject to the restriction on the title page of
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11.

It is DHHS policy that contact tracing Contractors do not conduct contact tracing directly with
minors and that contact tracers speak to one parent or guardian in a household. However, this
has occurred in the past and may occur in the future during times of peak infection rates. Describe
your experience with these situations.

Bidder’s Response:

AGSI has past performance contact tracing with local health departments and local schools for
COVID-19. The DHHS policy of not conducting contact tracing with minors is explained during AGSI
contact tracer call center agent training and is consistently reinforced throughout a contact tracers’
employment with AGSI via weekly one-on-one meetings with management, quality assurance call
reviews, and Q&A sessions. AGSI provides required scripting for all contact tracers to use that is easily
accessible during a live phone call and accomplishes the goal of not speaking with a minor or providing
any protected health information (PHI) until the parent or guardian has been validated and is able to
confirm the identity of the minor in question. Following months of extensive call review, one-on-one
meetings, and group meetings, AGSI has not experienced any major issues in complying with the DHHS
standard of not conducting contact tracing directly with minors and has also been very productive in fully
capturing all necessary data to complete the contact tracing process on minors.

12.

Describe how you would address individuals with disabilities as part of your contact tracing
services.

Bidder’s Response:

AGSI will utilize the telecommunications relay services (TRS) provided by the State of Nebraska and the
Federal Communications Commission (FCC). TRS allow persons who are deaf or hard of hearing,
visually impaired, or have speech disabilities, to communicate by telephone in a manner that is
functionally equivalent to telephone services used by persons without such disabilities. In the state of
Nebraska, TRS is managed by the Nebraska Public Service Commission and is a free service to all
callers. Upon identification of an individual who may require TRS to communicate with an AGSI contact
tracing call center agent, AGSI will utilize the following State of Nebraska toll-free numbers to connect
that caller with the applicable TRS communications assistant (CA):

e 1-800-833-0920 (V): Video Relay Service (Primary language is sign language)

e 1-800-833-7352 (TTY): Text to Voice (Deaf, hard of hearing, speech difficulty)

e 1-877-564-2481 (VCO): Voice Carry Over (Hard of hearing, but capable of speech)

e 1-888-272-5527 (STS): Speech-to-Speech Relay Service (Speech disorder)

o 1-888-272-5528 (Spanish): Shared Non-English Language Relay Services

AGSI’s telephony system has text functionality with management controls built within the system. This
allows call center agents to send a canned text to individuals to facilitate the need for additional TRS
services as needed.
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V. PROJECT DESCRIPTION AND SCOPE OF WORK

A. PROJECT OVERVIEW

The State of Nebraska is issuing this Request for Proposal (RFP) to solicit proposals from
qualified bidders to provide Contact Tracing and Vaccine Helpline services in response to the
COVID-19 pandemic. In carrying out its public health mission, the State of Nebraska requires
additional resources to trace the contacts of individuals who have been exposed to, or
diagnosed with, COVID-19. Contact tracing involves the monitoring of individuals that have
been diagnosed with COVID-19 to better keep them safe, notifying others of potential exposure,
and preventing additional transmission. The Vaccine Helpline will provide a resource to the

public for questions about the COVID-19 vaccine and how to register.

So noted.

This RFP is composed of two elements: Contact Tracing (Option 1) and/or Vaccine Helpline
(Option 2). Bidders may respond to a single element (Option 1 — Contact Tracing) or (Option 2
Vaccine Helpline) or both elements (Option 3 Contract Tracing and Vaccine Helpline). The State
will evaluate all conforming proposals. A highest scoring bidder will be identified for each of
the options (1, 2, and 3). The State reserves the right to award any and all options at its sole
discretion. Bidders must submit a complete and separate response for each option they are

bidding.

Agile Government Services, Inc (AGSI) is submitting a response for Option 3: Contact Tracing and

Vaccine Helpline.

B. PROJECT ENVIRONMENT FOR ALL OPTIONS

The Vaccine Helpline is currently being performed by a contractor. This RFP will establish a
longer-term contract to provide the Vaccine Helpline. The Vaccine Helpline is currently
averaging approximately 1,000 calls per day, or approximately 85 calls per hour. The average

length of call is approximately 15 (fifteen) to 20 (minutes).

So noted.

As the future extent of the COVID-19 pandemic is unknown, the successful bidder must be able

to increase or decrease capacity as required based on the number of new cases.

AGSI has the capacity to increase or decrease capacity to meet fluctuating demands and to meet and
exceed SLAs in utilizing our large pipeline of over 40,000 pre-qualified contact center agents. AGSI call
center agents are expected to have flexibility with their schedules on short notice and may be required
to work additional or limited hours based on unexpected spikes or dips in outbound call workload and
inbound call volume. AGSI has documented protocols for adjusting staffing needs within hours of

identifying a gap in coverage.

J. SCOPE OF WORK - OPTION 2 - VACCINE HELPLINE

1. Operate the vaccine helpline from 8:00 am to 8:00 pm Central Time seven (7) days a
week.
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AGSI can staff and manage an inbound and outbound calls, seven (7) days a week, from 8am
— 8pm Central Time. We have demonstrated our ability to do this for contact tracing calls.

2. Calls must be recorded and will become the property of the State.

AGSI can record calls (per the requirements of the Vaccine Helpline SOW) or not record calls
(per the requirements of the Contact Tracing SOW).

3. Answer inbound calls from the public regarding COVID-19 vaccines and provide
information to the callers. Any answers given to questions must have been provided
by the State. Phone operators must not provide information that has not been
provided by DHHS through reference materials. Examples of information to be
provided to callers include but are not limited to:

Vaccination process and current vaccine timeline;
Vaccine development timeline;
Vaccine distribution and allocation;
Safety and efficacy of vaccine;
How to prevent infection;
Exposure clarification;
Case numbers;
Phase information;
Local Public Health Department (LPHD) clinic updates, planning, and timelines;
Guidance on the following topics related to COVID-19:
i. Travel;
ii. Directed Health Measures (DHMs);
iii. Quarantine;
iv. Isolation; and
V. Disease process

—rSe@moeoo T

So noted.

4. Train all staff on vaccination process, information, and protocols as provided by DHHS.
Additional training includes but is not limited to:

a. Complete online registration for vaccination from the State’s vaccination
portal;

b. Complete Test Nebraska registration for COVID-19 testing; and

(o Complete other online applications for the State’s COVID-19 related services.

AGSI has experience working with state and local health departments to complete
any required applications and registration procedures for conducting public health
work, including but not limited to portal registration, verbal oaths, and providing
documentation.

5. At all times of operation, all telephone staffers must be fluent in reading, writing, and
speaking English and at least 25% (twenty-five percent) of telephone staffers must be
fluent in reading, writing, and speaking in both Spanish and English.

AGSI has a large pool of contact tracing agents (40,000) and can staff call center agents that
are fluent in English, Spanish and other languages to meet the State’s 25% requirement. AGSI
also has experience utilizing telephonic interpretation services for clients.
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6. For calls that require a language other than Spanish or English, Contractor shall utilize
the State’s telephonic interpretation Contractor.

AGSI has experience with multiple telephonic interpretation contractors and will utilize the
State’s required system.

7. Contractor shall utilize a service for deaf and hard of hearing individuals, including but
not limited to TTY and RTT.

So noted.
8. Document new information or questions asked from callers.

AGSI will work with the State’s preferred process for determining the best way to document and
communicate new information or questions asked from callers. This includes but is not limited
to: where to document questions (system entry or other State defined process), most efficient
and effective approach to aggregating and presenting frequently asked questions/information
from callers, and the frequency on which to report this information.

AGSI staff has over 40 years of combined experience in extracting customer experience
insights for the purposes of improving first call resolution with callers and clients.

9. Contractor must provide all telephony software, telephony equipment and computer
equipment. The State will not provide any equipment.

AGSI utilizes the Bring Your Own Device (BYOD) business model for all call center agents.
Before securing employment, AGSI requires all call center agents have the following: personal
computer, headset, Wi-Fi requirements that guarantee security policies can be sent to an
agent’s device and ensures call quality is not jeopardized by poor internet connectivity. All call
center agents are required to sign AGSI’s detailed BYOD policy that outlines acceptable
usages of data and gives AGSI the permission to monitor remote devices utilizing Microsoft 365
InTune when applicable.

K. PERFORMANCE REQUIREMENTS - OPTION 2 - VACCINE HELPLINE
1. Callers cannot be on hold for more than four (4) minutes.

AGSI manages to a 90 second hold time before requiring agents to check back with a caller
and provide an update. AGSI’s telephony platform tracks caller wait times and allows the call
center administrator to create custom alerts to trigger messages to managers when a caller is
waiting for a given amount of time.

2 Contractor must respond to 100% of voicemails within 24 (twenty-four) hours.

AGSI’s telephony platform provides full visibility to caller history in easy-to-read dashboards
that show a phone number’s chronological call history including voicemails, returned calls,
incoming calls, outbound calls, and associated dispositions. In working with local health
departments (LHDs) over the past eight (8) months, AGSI developed processes to ensure that
all voicemails received a returned phone call based on LHDs requirements. We will meet the
State’s requirements to respond to 100% of voicemails within 24 (twenty-four) hours.

Use or disclosure of data contained on this sheet is subject to the restriction on the title page of
this proposal.
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Contractor must document the disposition of all calls, and time spent with each
caller into a system designated by the State.

AGSI’s telephony system has the functionality to create custom dispositions that can be applied
to inbound and outbound contact center calls. AGSI will work with the State to determine
appropriate telephony dispositions. AGSI’s telephony system also documents talk time and
after documentation and administrative work following each inbound and outbound call.

Since August 2020 AGSI has provided call center support to several local health departments
(LHDs) using AGSI’s telephony system and state/client designated systems. AGSI worked with
each client to determine required documentation fields to populate in the client’s designated
system such as: call disposition, date of call, call center agent talk time, and numerous other
fields depending on the result of the call. AGSI complied with all required documentation fields
and worked with the client to develop ad hoc reports to identify any records where required
documentation was missing. Iffwhen documentation is found to be missing, AGSI can review
the call using our telephony system, and update documentation for call center agents and the
client.

If the Contractor fails to meet any of the Performance Measures defined in sections
V.K.1 through V.K.3, the State may require the Contractor to submit a Corrective
Action Plan. A Corrective Action Plan must be submitted for review and approval to
the State no later than fifteen (15) business days after the request. If the State
requires revisions to the Corrective Action Plan, it will so notify the Contractor within
five (5) business days. If a Corrective Action Plan requires more than three (3)
revisions, the State may terminate this contract. Nothing in this section limits any
other remedies available to the State under this Contract, or at law.

AGSI has past performance collating and presenting reports to local health departments
(LHDs) regarding contact center performance data. AGSI worked with clients to develop
specific key performance indicators (KPIs), as well as reporting frequency and formats.
AGSI provided clients with transparent commentary on performance trends that provided
insights drilldowns to the agent level. When presented with corrective action plan
opportunities, AGSI was responsive and incrementally developed a strategic plan and
timeline to address any performance issues. In all cases, AGSI| was able to correct
performance issues before the agreed upon date and maintain high levels of performance
on an on-going basis.

L. REPORTING REQUIREMENTS - OPTION 2 - VACCINE HELPLINE

1.

Weekly report including, at a minimum, the following information from the
previous Business Week. Weekly report shall be provided to the State’s Contract
Manager no later than 12:00 noon (Central Time) Tuesday of each week.

Number of calls per hour;

Average talk time per call;

Most frequently asked questions/topics of concern;

Most frequently used resources;

Number of vaccine registrations submitted per hour/day/week;
Number of voicemails left;

Number repeat callers;

Average wait time;

SemppooTw

Use or disclosure of data contained on this sheet is subject to the restriction on the title page of
this proposal.
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M. STATE RESPONSIBILITIES — OPTION 2 - VACCINE HELPLINE

1.

Provide written reference and consultative materials that Contractor must use
when answering questions from callers.

So noted.

The State will provide updates to reference and consultative materials as
necessary.

So noted.

Provide training, train-the-trainer sessions, and training materials to Contractor.
So noted.

Schedule weekly touch point meeting with Contractor.

So noted.

Provide access to system where calls must be documented.

So noted.

Make telephone line(s) available for Contractor’s use.

So noted.

Use or disclosure of data contained on this sheet is subject to the restriction on the title page of
this proposal.
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unexpected spikes or dips in outbound call workload and inbound call volume. AGSI has documented
protocols for adjusting staffing needs within hours of identifying a gap in coverage. All contact center
agents are provisioned with a telephony software license, which provides tracking of reporting
requirements listed in the RFP on the contact center and agent level, as well as additional workforce
insights such as the average and maximum number of concurrent calls and average inbound call wait
times by hour of the day and day of the week.

The following graphics demonstrate AGSI’s ability to predict fluctuations in workforce demand by tracking
outbound and inbound call volume trends via AGSI’s telephony software.

6. Describe your ability to meet the timelines established for the vaccine helpline.

Bidder’s Response:

AGSI has over eight (8) years of past performance working with government agencies in both the
Department of Defense (DOD) and Public Health to fulfill all requirements stated in each RFP and SOW.
Testimonials regarding AGSI’s performance on past government contracts includes but is not limited to the
following: “Exceptional performance on all prime contracts.” ... no reservations about soliciting this
contractor in the future or having them perform... critical and demanding programs.” AGSI’s recent past
performance includes working with local health departments (LHDs) to provide contact center support for
COVID-19. AGSI contracted with several LHDs in 2020 during the height of the pandemic when cases
were aggressively rising. AGSI met or exceeded the agreed upon timelines established in each contract
without compromising readiness and quality of work. This was accomplished by establishing processes
and systems for onboarding, training, and scaling contact center support for each client.

7. After State provided train-the-trainer session is complete, describe bidders capacity of in-house
trainers and approach to project on-boarding.

Use or disclosure of data contained on this sheet is subject to the restriction on the title page of
this proposal.
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Bidder’s Response:

AGSI employs trainers experienced in classroom and remote virtual training. AGSI trainers have
experience working alongside the local health departments (LHDs) and educational institutes that we
contracted with for the COVID-19 contact tracing call center. AGSI was staffed accordingly to work
simultaneously with multiple clients to meet and exceed their specific requirements as outlined in the
contract. Due to the rapid demand and increase in positive cases early in the pandemic, AGSI was staffed
accordingly to meet the needs of each client. AGSI will apply this experience in working with the State to
meet the train-the-trainer requirements for the Vaccine Helpline.

AGSI developed a custom training agenda and timeline for the contact tracing client contracts and will
utilize these effective testing methodologies for the Vaccine Helpline call center agents to meet the
requirements for project on-boarding.

This includes, but is not limited to:

HIPAA Privacy and Security

Telephony systems

Systems of record, scripts, processes, and communication protocols and compliance
Performance expectations

Disciplinary procedures

Schedule adherence

AGSI will work with the State to ensure clear understanding from both parties regarding the maximum
amount of training hours approved to fully prepare a call center agent for live calls, per the proposal
requirements. Training will be conducted via secure Microsoft Teams video conference or with the State’s
preferred video conferencing tool.

Training that was developed for contact tracing call center agents can be applied to training Vaccine
Helpline call center agents. These would include the following: quizzes on each learning objective required
by the State; mock calls and practice scenarios to strengthen confidence and competency of agents
before they talk with patients.; demonstrating competency on all client defined objectives before
conducting live contact center calls. In addition to any State or client specific required training, AGSI
places an emphasis on soft skills, empathy, and active listening to produce more thorough and complete
interviews. AGSI places emphasis on the development of soft skills, empathy, and active listening to
produce more thorough and complete interviews, including the elicitation of contacts.

Call center agents also receive post training support during their initial 30 to 90 days of employment and
must demonstrate continuous performance improvement by hitting 30-day performance milestones as
determined by AGSI management staff. Quality assurance control and feedback on calls and record
documentation is provided frequently to identify any areas of opportunity or to address corrective action if
needed.

8. | Describe your ability to meet the reporting requirements set forth in Section V.L, including ad hoc
reporting capabilities.

Use or disclosure of data contained on this sheet is subject to the restriction on the title page of
this proposal.
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The graphic below demonstrates AGSI’s ability to meet specific requirements set forth in section V.L.
by proactively establishing configurable management alerts using AGSI’s telephony system. The
example below specifically shows a custom alert being created that will notify management via email
and text anytime a caller has been waiting for 3 minutes or more, allowing management to intervene
before the max wait time requirement is reached.

Use or disclosure of data contained on this sheet is subject to the restriction on the title page of
this proposal.
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The chart below shows how AGSI recently partnered with local health departments (LHDs) to add a
HIPAA compliant text strategy to increase the percentage of constituents responding to outbound call
outreach. At the request of the LHD, AGSI developed, designed, and managed a compliant text process
that generated the results below.

9. Describe how you would ensure that Vaccine Helpline staff will reflect the geographic and cultural
diversity of the state. Describe how you would ensure proper geographic coverage in both more
populated communities versus more rural locations.

Use or disclosure of data contained on this sheet is subject to the restriction on the title page of
this proposal.
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Bidder’s Response:

efforts. AGSI employs expert recruiters who have extensive experience filling staffing needs based on
client specified criteria including cultural competency and expertise in soft skills and empathetic
communication.

AGSI has past performance reaching out to diverse grass roots organizations in both urban and rural

communities across the United States to fulfill strategic recruiting requirements. For example, AGSI
partnered with community-based organizations (CBO) Local Initiatives Support Corporation (LISC), a

might serve.

AGSI understands the need for cultural competency and understanding in contact tracing communication

national non-profit institution committed to connecting underserved populations to valuable resources and
development, as well as other CBOs to ensure understanding and awareness of any population that AGSI

legal retaliation.

10.| Describe how you would overcome cultural barriers in communities that don’t typically give
personal information over the phone or via the internet. Describe how you would overcome cultural
barriers in communities that are fearful of giving personal information to anyone because of fear of

Bidder’s Response:

strategies for overcoming vaccine objections and misinformation. To ensure culture barriers to
communication and fear of providing personal information is overcome, AGSI trainers will work with the
client to get approval on overcoming objections and soft skills scripts that will be required to be used by
contact center agents.

AGSI management staff conduct quality assurance reviews of recorded phone calls and provide
consistent feedback to contact center agents regarding soft skills, script compliance, and navigating

words and/or conversation sentiment and sends agents helpful hints and tips to navigate difficult

a post call summary and scorecard on sentiment and call purpose that can be utilized for coaching and
development opportunities.

provide information on less than 2% of calls.

candidates for prior career experience in having difficult and conversations and exposure to diverse
populations in a workplace setting. As a result, AGSI’s tracers are already skilled and experienced at
overcoming objections and become further empowered with strong scripting developed from years of
contact tracing experience.

Use or disclosure of data contained on this sheet is subject to the restriction on the title page of
this proposal.

AGSI’s Vice President serves on a regional task force within the U.S. for both contract tracing and vaccine
distribution strategies and equity regarding COVID-19 and provides expertise and consultative advice on

challenging conversations. AGSI’s telephony platform also has real time artificial intelligence that flags key

conversations in real time. At no additional cost, the telephony artificial voice intelligence feature provides

As an example, over the last 8 months of contact tracing with LHDs, AGSI tracked call dispositions to gain
further insight into tracer’s ability to overcome barriers from constituents to providing personal information.
On over 59,000 outbound calls encompassing dense urban and rural populations, constituents refused to

Using over 30 years of CDC contact tracing experience for communicable and infectious diseases such as
HIV and tuberculosis, and even more recent experience hiring, training, and performing contact tracing for
COVID-19, AGSI has developed a unique hiring profile for temporary COVID-19 community engagement
support that emphasizes effective communication skills and trust building over the phone. AGSI fully vets’
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The following two graphics below demonstrate AGSI’s ability to use artificial intelligence to supplement
coaching and development opportunities for AGSI call center agents to ensure script adherence and best
practices on overcoming objections. AGSI creates what is called a real-time assist card that will pop up on
a contact center agent’s screen anytime a key word is triggered by the caller and/or the contact center
agent. The card provides helpful scripting as well as hyperlinks an agent can click on to receive additional
support in speaking to a caller. The boxes in red below show how easy it is for AGSI management to
create a custom card with custom scripting and support information. Any time a real-time-assist card is
triggered, AGSI management can quickly identify the call and review it for any coaching opportunities.

Use or disclosure of data contained on this sheet is subject to the restriction on the title page of
this proposal.
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11.

Describe how you would address individuals with disabilities as part of your contact tracing
services.

Bidder’s Response:

AGSI will utilize the telecommunications relay services (TRS) provided by the State of Nebraska and the
Federal Communications Commission (FCC). TRS allow persons who are deaf or hard of hearing, visually
impaired, or have speech disabilities, to communicate by telephone in a manner that is functionally
equivalent to telephone services used by persons without such disabilities. In the state of Nebraska, TRS
is managed by the Nebraska Public Service Commission and is a free service to all callers. Upon
identification of an individual who may require TRS to communicate with an AGSI contact tracing call
center agent, AGSI will utilize the following State of Nebraska toll-free numbers to connect that caller with
the applicable TRS communications assistant (CA):

e 1-800-833-0920 (V): Video Relay Service (Primary language is sign language)

e 1-800-833-7352 (TTY): Text to Voice (Deaf, hard of hearing, speech difficulty)

e 1-877-564-2481 (VCO): Voice Carry Over (Hard of hearing, but capable of speech)

o 1-888-272-5527 (STS): Speech-to-Speech Relay Service (Speech disorder)

o 1-888-272-5528 (Spanish): Shared Non-English Language Relay Services

AGSI’s telephony system has text functionality with management controls built within the system. This
allows call center agents to send a canned text to individuals to facilitate the need for additional TRS
services as needed.

Use or disclosure of data contained on this sheet is subject to the restriction on the title page of
this proposal.
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VI. CORPORATE OVERVIEW

A. BIDDER IDENTIFICATION AND INFORMATION

The bidder should provide the full company or corporate name, address of the company's
headquarters, entity organization (corporation, partnership, proprietorship), state in which the
bidder is incorporated or otherwise organized to do business, year in which the contractor first
organized to do business and whether the name and form of organization has changed since
first organized.

Company Name: Agile Government Services, Inc. (AGSI)

Company Headquarters/Address: 9393 West 110" Street, STE 500, Overland Park, Kansas,
66210

Entity Organization: S-Corp

State of Incorporation: Kansas

Year Incorporated: March 2012

AGSI has not had a name change or change of control since incorporation.

B. FINANCIAL STATEMENTS

The bidder should provide financial statements applicable to the firm. If publicly held, the
bidder should provide a copy of the corporation's most recent audited financial reports and
statements, and the name, address, and telephone number of the fiscally responsible
representative of the bidder’s financial or banking organization.

Agile Government Services, Inc submits the following documents in demonstrating our excellent
financial status. The documents are included as attachments as an addendum to the response,
labeled as noted below:
e AGSI Balance Sheet for year 2020 / File name: Addendum 1. AGSI Balance Sheet 2020.12
e AGSI Income Statement for year 2020 / File name: Addendum 2. AGSI Income Statement
2020.12
e Letter of banking relationship from UMB Vice President / File name: Addendum 3. AGSI
Banking Reference

If the bidder is not a publicly held corporation, either the reports and statements required of a
publicly held corporation, or a description of the organization, including size, longevity, client
base, areas of specialization and expertise, and any other pertinent information, should be
submitted in such a manner that proposal evaluators may reasonably formulate a
determination about the stability and financial strength of the organization. Additionally, a
non-publicly held firm should provide a banking reference.

Agile Government Services Inc (AGSI) is not a publicly held corporation. AGSI is an EDWOSB,8(a) certified
small business incorporated in March 2012, having provided professional technical services to other
Department of Defense (DOD) prime contractors, and has been a prime contractor to The United States
Marine Corps (USMC). In addition, AGSI has performed as the prime contractor to numerous public health
organizations in Contact Tracing during the COVID-19 pandemic. Our employee count during the pandemic
has been as high as 75. In addition to our experience and expertise in contact tracing, AGSI provides
professional technical solutions including:



RFP 6499 Z1 Agile Government Services, Inc Contact Tracing and Vaccine Helpline
Services

File 8 of 9

VI. Corporate Overview

e Software Design

e Cyber Security/Encryption Services

e Applications Design and Development,

e Data Analysis & Data Integration Services,

e Technical Staffing Services

e Call Center Capabilities and Management

¢ Network Communications Infrastructure Services

Our best-in-class Deltek Costpoint accounting system captures fringe benefits, overhead, and G&A costs
in general ledger accounts. Nebraska Administrative Services contract expenses will be captured under
specific contract and task numbers. AGSI will invoice per the terms of the contract no later than the tenth
calendar day following the end of the billing period.

AGSI direct labor personnel will be paid bi-weekly. Operating as a lean, low overhead small business
contractor, AGSI maintains a strong balance sheet and cash on hand position.

AGSI has maintained a strong banking relationship and line of credit with United Missouri Bank (UMB) since
2013. Our contact at UMB is:

Amanda Maurin (Grawe) | Assistant Vice President | Commercial

UMB Bank | 1010 Grand Boulevard | Kansas City, MO 64106

(816) 860-8057 Office | (816) 808-2784 Mobile | (816) 860-7143 Fax

Amanda.Maurin@umb.com | umb.com

The bidder must disclose any and all judgments, pending or expected litigation, or other real
or potential financial reversals, which might materially affect the viability or stability of the
organization, or state that no such condition is known to exist.

As of the date of this response, AGSI has had no negative judgements, nor any pending or expected
litigation.

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

So noted.

C. YEARS IN BUSINESS

As of the time of the proposal submission, the bidder must have been in business for at least
five (5) years.

Founded in March 2012, Agile Government Services, Inc has been in business nine (9) years.
D. CHANGE OF OWNERSHIP

If any change in ownership or control of the company is anticipated during the twelve (12)

months following the proposal due date, the bidder should describe the circumstances of

such change and indicate when the change will likely occur. Any change of ownership to

an awarded contractor(s) will require notification to the State.

There is no anticipated change of ownership for AGSI in the next twelve (12) months.
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E. OFFICE LOCATION

The bidder’s office location responsible for performance pursuant to an award of a contract
with the State of Nebraska should be identified.

Agile Government Services, Inc (AGSI) office location for performance pursuant to contract award is:
9393 West 110" Street, STE 500, Overland Park Kansas, 66210

F. RELATIONSHIPS WITH THE STATE

The bidder should describe any dealings with the State over the previous two (2) years. If
the organization, its predecessor, or any Party named in the bidder’s proposal response
has contracted with the State, the bidder should identify the contract number(s) and/or any
other information available to identify such contract(s). If no such contracts exist, so
declare.

Agile Government Services, Inc has had no prior relationships with the State.

G. BIDDER'S EMPLOYEE RELATIONS TO STATE

If any Party named in the bidder's proposal response is or was an employee of the State
within the past two (2) years, identify the individual(s) by name, State agency with whom
employed, job title or position held with the State, and separation date. If no such
relationship exists or has existed, so declare.

If any employee of any agency of the State of Nebraska is employed by the bidder or is a
Subcontractor to the bidder, as of the due date for proposal submission, identify all such
persons by name, position held with the bidder, and position held with the State (including
job title and agency). Describe the responsibilities of such persons within the proposing
organization. If, after review of this information by the State, it is determined that a conflict
of interest exists or may exist, the bidder may be disqualified from further consideration in
this proposal. If no such relationship exists, so declare.

Agile Government Services, Inc has not had an employee or other party members involved with the
State within the past two years.

H. CONTRACT PERFORMANCE

If the bidder or any proposed Subcontractor has had a contract terminated for default
during the past two (2) years, all such instances must be described as required below.
Termination for default is defined as a notice to stop performance delivery due to the
bidder's non-performance or poor performance, and the issue was either not litigated due
to inaction on the part of the bidder or litigated and such litigation determined the bidder
to be indefault.

It is mandatory that the bidder submit full details of all termination for default experienced
during the past two (2) years, including the other Party’'s name, address, and telephone
number. The response to this section must present the bidder’s position on the matter.
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The State will evaluate the facts and will score the bidder’s proposal accordingly. If no
such termination for default has been experienced by the bidder in the past two (2) years,
sodeclare.

If at any time during the past two (2) years, the bidder has had a contract terminated for
convenience, non- performance, non-allocation of funds, or any other reason, describe

fully all circumstances surrounding such termination, including the name and address of
the other contracting Party.

For purposes of this section VI.H only, the term “bidder” includes any parent company or
holding company, as well as any other wholly-owned subsidiary of the bidder’s parent
company or holding company.

Agile Government Services, Inc (AGSI) has never had a contract terminated for default, convenience,
non-performance, non-allocation of funds, or any other reason.

. SUMMARY OF BIDDER’S CORPORATE EXPERIENCE

The bidder should provide a summary matrix listing the previous projects similar to this
solicitation in size, scope, and complexity. The State will use no more than three (3)
narrative project descriptions submitted by the bidder during its evaluation of the
proposal.

The bidder should address the following:

1. Provide narrative descriptions to highlight the similarities between the
bidder’s experience and this solicitation. These descriptions should
include:

The time period of the project;

The scheduled and actual completion dates;

The bidder’s responsibilities;

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

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

cpow

Agile Government Services, Inc (AGSI) has provided three (3) narrative project
descriptions of relevant experience examples to illustrate our past performance in contact
tracing.
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of the telecommunications industry. Eanes has led initiatives to build, manage, and
improve call center performance globally in the private sector for more than 30

years. His resume includes extensive experience in improving call center
performance quality and productivity through the implementation of schedule
adherence, agent occupancy, and providing Rand Decision Making (RMD) real time
performance metrics to management. During his tenure at the Social Security
Administration (SSA), Eanes had oversight of technology and operations of more
than forty thousand (40,000) customer service representatives in more than one
thousand (1,000) SSA premises.

AGSI’s Senior Customer Experience Director, Michael Ray Taylor, is a veteran of call
center development and design with executive level experience. Taylor’s leadership roles
and career experience consist of working for high performing and innovative on premise
and cloud-based call center business process outsourcing (BPO) companies in various
industry sectors. As a Director of Servicing and Customer Experience in the Fin Tech and
online consumer payments space, Taylor ran several BPO’s across the U.S. and offshore.
Taylor transitioned his knowledge of call center BPO best practices and applications to
custom fit the Health Care BPO sector and applicable regulatory environment. Taylor led
and developed AGSI's COVID-19 pandemic timeframe and defined the contact tracing
approach as a marriage between Public Health methodology and call center technology
and procedures.

AGSI revised its call center design during the COVID-19 pandemic in recognizing the risks
and realities of traditional call center operations to effectively meet the needs of the
changing environment. AGSI utilized cloud-based call center technology, and remote,
home based contact tracers using Web Realtime Communications (Web RTC) protocols
to link agents to the call center application.

In addition, AGSI researched and evaluated multiple cloud-based call center applications.
AGSTI’s call center platform was selected because of the superiority of its robust
performance metrics reporting capabilities that include call detail segmentation by day of
week and time of day by agent, the availability of call recordings, accurate real-time
artificial intelligence, and voice to text transcription of each call. AGSI uses these
capabilities to continually monitor quality and script adherence of agents to make timely
adjustments as required.

AGSI successfully worked with multiple contracts performing contact tracing for public
health jurisdictions, and directly supported educational institutions that included Pembroke
Hill School (Pembroke), a K-12 preparatory school located in Kansas City, MO, and
Northwest Missouri State University (NWMSU) located in Maryville, MO.

Based on our work with Pembroke and NWMSU we learned that when educational
institutions have more control over their own contact tracing processes, they tend to have
stricter protocols and influence over their respective student populations, as opposed to
when they rely on public health to perform contact tracing on their behalf.

Pembroke requested support from AGSI in September 2020 when it was facing significant
challenges in growing COVID-19 cases amongst students participating in unauthorized
gatherings which included individuals who had either tested positive or were close
contacts of individuals who had tested positive. AGSI worked with Pembroke’s staff to
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develop a workflow process that included testing of the student population and contact
tracing processes and tracking tools that were subsequently used by the school health
staff. In addition, AGSI provided updates to the Pembroke COVID-19 tracking website to
correlate with the workflow for staff and student COVID-19 protocols.

The educational institution’s protocols included:
e Testing 100% of the student population with a known or suspected exposure to
COVID-19
Frequent campus-wide COVID-19 testing of students
Testing of asymptomatic students
Timely turnaround of test results (6-12 hours)
Immediate notification of students and staff of test results
Reminding students of social distancing and masking during phone interviews

AGSI recognized early the relatively weak and disparate nature of systems used in public
health to conduct contact tracing. In April 2020, in addition to beginning efforts to become

a provider of contact tracing services through staffing, call center technology and public
health practices, AGSI began development of its own fully integrated, comprehensive
contact tracing system which is now trademarked and in commercial use: Contact

Tracing as a Service CTaaS™. Northwest Missouri State University became a user of
CTaaS™ to manage positive test cases in the same system as contact interviews, creating a
parent/child relationship between cases. CTaaS™ also includes capabilities for texting
contacts for follow-up communication.

Prior to AGSI’s public health support of call center work during COVID-19, AGSI
managed numerous contracts since 2012, as both prime or subcontractor to Computer
Sciences Corporation (prime) which included call center management. Prior to the
pandemic, all contracts were either directly as prime to the United States Marine Corps
(USMC), or as subcontractor. One of several responsibilities AGSI carried under the
USMC contract was to staff and manage an incoming call center and manage calls from
active duty and retired Marine personnel regarding their pay and benefits. AGSI was
rated as “Exceptional” in all past performance evaluation categories for each year of the
contract from 2017, 2018, 2019, and 2020, while serving as prime contractor to USMC.

In March 2020, AGSI partnered with community leaders in the Kanas City Metropolitan area
to support county public health jurisdictions in developing infrastructure and capability to
reduce the spread of COVID-19. As a result, we immediately began building infrastructure in
the form of people, processes, and systems to conduct contact tracing.

SUMMARY OF BIDDER’S PROPOSED PERSONNEL/MANAGEMENT APPROACH

The bidder should present a detailed description of its proposed approach to the management
of the project.

Agile Government Services, Inc (AGSI) has been performing contact tracing services since July 2020,
and fully understands the complexity, risks, and nuances of the contact tracing process.

Built upon our expertise in managing contact centers, and our key management member’s decades
of experience in building and managing contact centers throughout the world, and CDC experience,
AGSI is committed to initiating and completing patient interviews utilizing our contact tracing remote
call center team. Call center team members conduct investigation interviews with individuals who may
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have been exposed to viral transmission of COVID-19 through social interaction. AGSI is equally
focused on initiating and completing contact tracing interviews. In response to this RFP solicitation,
AGSI is proposing a truly turnkey alternative for The State of Nebraska State Purchasing Bureau (the
State) to ensure thorough, comprehensive, timely, reliable contact tracing, with accurate data capture,
and data reporting capabilities.

AGSI will do this in providing the State with the following:
1. Trained remote call center staff to conduct contact tracing managed by experienced call center
management staff.
2. Development, utilization and integration of best practices and processes in contact tracing, and
remote call center management techniques.
3. Secure hosting, and utilization of appropriate systems, technologies and associated methods and
design to ensure PHI security.

As a government contractor with experience and success bidding for existing contracts having incumbent
contractors, AGSI understands the processes and sensitivities involved with facilitating smooth transition
of contractual responsibilities, and the rebadging of personnel. AGSI proposes to establish a Transition
Plan with key milestones to be developed and agreed upon with Nebraska Public Health key
management.

An example of such a proposal follows in the Gantt Chart below. Moving left to right is a representation of

days commencing with award. From top to bottom on the left-hand side are representative of key
activities required to be started or completed.
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Workforce Management

We are not just a staffing company. We have developed appropriately trained labor pools, remote call
center agent processes, efficient call center technology, and secure contact tracing data systems to
facilitate successful contact tracing that meets each client’s specific needs.

AGSI is capable of fully handling outsourcing - or supplementing - the contact tracing activities of any
government jurisdiction, business enterprise, or educational institution. AGSI's Human Resources staff
screened more than 40,000 applicants for contact tracing call center positions. We have the experience
and expertise necessary to partner with the Nebraska Public Health Community Based Organizations
(CBOs) to provide screened and interviewed candidates.

In preparing to remotely hire and staff contact tracing candidates for our clients, emphasis was placed on
screening and interviewing individuals that exceled in audible empathetic telephone conversational tone,
contemporary cloud-based computer and broadband technology literacy, pre-checking device technology
compatibility that included: high speed internet, personal laptop, access to multiple internet browser
applications, a headset, homebased work ethic, and genuine interest in the mission of contact tracing. In
addition, candidates were required to complete either ATHOS or Johns Hopkins contact tracing online
courses and provide AGSI with the certificate of completion.

Onboarding training for our contact tracers is broken down into the following categories:

e Systems (Call Center, Microsoft Office 365, Salesforce.com contact tracing database)
Compliance - HIPPA, PHI, Contact Tracer NDA
Human Resources (onboarding forms, time reporting, schedules, performance expectations)
Process & Workflow
Performance Expectations
Application of weekly learning to process

Staff planning consists of determining the right number of agents, at the right time, to meet service level
agreements (SLAs). AGSI will work with Nebraska Public Health departments to leverage forecasting
expertise, monthly, weekly, and daily trending, and to develop half-hour requirements that match
outbound workload. Once key data has been identified, it is entered into the Work Force Management
(WFM) software platform. WFM is utilized to ensure that AGSI is maximizing staffing efforts. By selecting
an industry-leading software solution, combined with a thorough operational planning process, we are
well suited to provide optimized staffing for HHS/HIS also considering agents’ scheduling preferences.

To create optimal work schedules, the Workforce Management (WFM) software accepts the following
data elements:

Hours of Operation

Service level targets

Average handle time

Available staff

Call volume forecast

Historical call load patterns

Agent requests for vacations and days off

Agent off-phone activities such as training and research time

Contact tracing agent work schedules are established through an internal workforce management system
(WMS) including forecasted workload, historical productivity factors, average handle time (AHT), and
scheduled vacations. Work schedules are based on each individual health department’s requirements.

12
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Agents are required to log in on scheduled days during assigned shifts. Our call center system captures
log in time, agent call/talk time or idle status, and captures time spent on administrative work or training
on new processes. The call center reporting system provides real-time statistics of calls completed during
the day as well as end of day summaries that are managed by AGSI Team Leads.

The graphic below illustrates AGSI’s call center platform dashboard utilized by management to track the
details noted above.

New call center agents were also required to complete AGSI video training regarding the responsibilities
and accountabilities for individuals handling Protected Health Information (PHI). Each agent was required
to read and sign a HIPAA employee confidentiality agreement committing to following HIPAA guidelines
and the proper handling of PHI.

AGSI’s average supervisor to front line staff ratio is 10:1. This level of oversight combined with our call
center technology facilitates close supervision and continual development of contact tracing agents. We
continually evolve our expertise in onboarding and training contact tracing call center agents by
responding to the diverse requirements of our prior and current public health and education clients.

The public health departments initial response to COVID-19 illustrated that there was little understanding
of the resource requirements (personnel and technical infrastructure) that were required to perform
persistent, comprehensive, and effective contact tracing. To assist with these efforts, AGSI hired Mr. Dan

Burke, a 34-year veteran of The Centers for Disease Control, to serve as the Sr. Public Health Advisor.
While there was no contemporary precedent for effective contact tracing for COVID-19, AGSI worked
closely with public health officials to develop customized workflows to meet the unique requirements of
each public health department jurisdiction. Though recently retired, Burke remains on our Public Health
Advisory Board.

13
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Workforce Scheduling

Once key elements have been entered into WFM, a schedule run is generated. Based on the data
entered, the WFM produces optimized schedules that balance costs, service levels and employee
preferences. Schedules are then generated, and schedule exceptions are addressed. Once finalized, the
schedules are provided to agents.

Contact Confirmed Cases / Exposed Contacts

Agile Government Services, Inc (AGSI) developed and managed a remote call center platform in making
outbound and in receiving inbound calls.

Our contact tracing call center agents receive information on individuals who have tested positive
(confirmed cases) for COVID-19 from the Public Health departments or local testing labs via process and
workflow defined by each client, such as: electronic, email, or other. AGSI has designed its own
proprietary Contact Tracing as a Service (CTaaS™) systems, forms and database and is familiar with the
CDC’s Human Infection Report Form from its recent past performance in contact tracing work.

Our contact tracing call center agents then attempt contact with the confirmed case by telephone or text
multiple times per day at varying times per the requirements and SLAs established with each client. Our
contact tracing call center agents are experienced in required phone interview processes for both
confirmed case interviews and contacts of individuals who have been exposed to, or tested positive for
COVID-19, utilizing the CDC COVID-19 interview format. In addition, we have experience with contact
tracing past performance in multiple contact tracing engagements with local health departments and
educational institutions. AGSI call center agents utilize call scripts for contact tracing interviews based on
client expectations to ensure consistency and accuracy in the responses obtained and documented in the
client’s contact tracing system during contact tracing calls.

Data Collection and Documentation in the State of Nebraska Public Health Database

Collection of Personal Health Information (PHI) and other data in support of virus transmission
suppression is performed by AGSI contact tracing call center agents via contact tracing telephone calls.
Contact tracing call center agents conduct interviews to persons who have a confirmed positive COVID-
19 test result and contacts of the confirmed cases elicited by the call center agent during the contact
tracing interview. Contacts are defined as persons who have been exposed to those who have had a
confirmed positive COVID-19 test.

Contact tracing call center agents call confirmed cases and contacts elicited during confirmed case
interview calls, via AGSI’s cloud-based call center technology. Our call center platform provides voice
recording, in-call voice to text transcription and storage for post call information accuracy verification.
Contact tracing call center agents identify themselves and verify they are speaking to the confirmed case
or elicited contact by confirming their name, DOB, and address.

Contact tracing call center agents provide a HIPPA disclosure statement upon reaching a confirmed case
for a contact tracing call interview. AGSI contact tracing call center agents then proceed through the
interview questions and data collection, inputting information provided by the confirmed case into client
systems. AGSI will integrate with the Nebraska DHHS systems per the requirements of this RFP.

AGSI’s experienced call center management team will work with the State to design and develop

performance metrics as specified and outlined in the RFP requirements. Referred to as Service Level
Agreements (SLAs), key performance metrics include but are not limited to:
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e Call attempts to confirmed cases or exposed contacts per the agreed SLAs and requirements of
each client

e 1stcall attempt made within eight (8) business hours of assignment in the LHD system, with at
least 5 subsequent follow-up calls made to individuals not reached, no less than 30 minutes
following the previous call

e Confirmed cases reached within 72 hours

e Percentage of confirmed case interviews closed.

Additionally, based on the State’s requirements, AGSI will provide reports such as daily confirmed case
and contact interviews completed, based on the contact call dispositions which includes details such as:
Contacts out of jurisdiction

e Contacts that call center agents were unable to reach

e Contact record interview completions

e Closed contact interview reports

Reporting and Quality Assurance

The graphic below is an example of an out of jurisdiction report that AGSI provides to our clients.

15
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The graphic below is an example of AGSI’s reporting on attempted call result dispositions presented as a
percentage of total calls made. Available daily, weekly, and monthly as prescribed by each LHD.

Data Security, Privacy, PHI and HIPPA

Agile Government Services Inc (AGSI) has been a Federal Department of Defense (DOD) IT Services
contractor for more than eight (8) years. During the development of the National Institutes of Standards
and Technology (NIST), Fedramp and Health IT (HIT) standards, AGSI tracked and conformed to all
standards. NIST defines a structure to the development of documents to ensure a comprehensive
approach is taken to continuity planning based on the criticality of business functions. AGSI aligns to the
DODI 8510.01 - Risk Management Framework (RMF) for DOD Information Technology (IT), NIST SP
800-16, Information Technology Security Training Requirements: A Role- and Performance Based Model,
NIST SP 800-34 — Contingency Planning Guide for Federal Information Systems, NIST SP 800-50,
Building an Information Technology Security Awareness and Training Program, NIST SP 800-53 Revision
4 — Security and Privacy Controls for Federal Information Systems and Senate SAA 2020-S-00010
Cybersecurity Internal Threat and Privacy Assessments Organizations, and NIST SP 800-84 — Guide to
Test, Training, and Exercise Programs for IT Plans and Capabilities.

AGSI has experience establishing HIPAA process requirements for Software-as-a-Service (SaaS)
providers and business associates. Our HIPAA assessment methodology provides assurance over
compliance with both the HIPAA Security and Privacy Rules. Since the HITECH Act was signed into law
in 2009, we have also assisted organizations’ compliance efforts specific to the Act. Our HITECH Act
focused engagements have included meaningful use assessments, breach notification policy and
procedure development, as well as HIPAA Security Rule risk assessments.

AGSI established a Business Associate Agreement (BAA) call center technology platform which provides

contractual assurance to implement HIPAA safeguards protecting ePHI. This also ensures that any
subcontractors partnered with AGSI will also follow these safeguards.
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In line with our employee engagement focus, remote contact tracing call center agents experience
consistent near time internal communication through state-of-the-art face-to-face video
meeting/training/coaching and team huddles, to ensure best practice sharing and continual learning from
Team Leads.

AGSI Real-time Management

Real-time management includes schedule adherence, entering exceptions, and the real-time evaluation
of service levels, staffing and trends for the day. The intra-day feature of WFM provides a graphical view
of forecasted, actual and predicted call volume, handle time, service level statistics and other critical
information.

With intra-day management, AGSI:

Tracks and compares actual and forecasted statistics
Views deviations of key metrics

Assesses trends and historical data

Schedules overtime or voluntary time-off as necessary

Call Center Quality

AGSI contact tracing call center agents utilize call center lines with their own personal extension. Since
July 2020, we have conducted more than 57,000 outbound contact tracing related calls, received more
than 9,000 inbound contact tracing related calls, and initiated more than 2,200 text messages in support
of contact tracing. In addition, we have actual use history and learning in performing contact tracing as
illustrated in the graphic below.
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Cost Proposal: Option 3 — Contact Tracing and Vaccine Helpline

Cost Proposal
RFP 6499 71
Option 3 - Contact Tracing and Vaccine Helpline

Bidder Name: Agile Government Services, Inc.

Bidders must complete the tables below according to the instructions in each section. Costs must be
inclusive of all expenses, including personnel, administrative, and travel. Bidders must provide all
equipment to perform the services specified in the RFP; the State will not provide any equipment. Bidders
must not revise the Cost Proposal to add additional costs, personnel, or contingencies. The State may
determine that any bidder’s Cost Proposal that does not conform to the format as provided is non-
responsive and may reject the proposal.

Table 1: Staff Hourly Rate — Bidder must provide a rate per hour for contact tracers. For purposes of evaluation,
the State will calculate the hourly rate for 25 individuals at 40 hours per week.

Initial Term Renewal 1 Renewal 2 Renewal 3

Hourly Rate $38.00 $38.00 $38.00 $38.00

Table 2: Training— Bidder must provide a rate per hour for per training hour per individual required by the State
to perform contact tracing role. For purposes of evaluation, the State will estimate 4 hours of training for 425

individuals.
Hourly Rate Initial Term Renewal 1 Renewal 2 Renewal 3
Hourly Rate $38.00 $38.00 $38.00 $38.00

Table 3: Vaccine Helpline inclusive monthly rate.

Initial Term Renewal 1 Renewal 2 Renewal 3

Monthly Rate $33.00 $33.00 $33.00 $33.00

Notes:
The hourly rates are inclusive of direct labor, applicable overheads and profit.
Call Center Technology is included in the hourly rates including Microsoft licenses.
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CURRENT ASSETS
CASH
BILLED RECEIVABLES
OTHER RECEIVABLES
PREPAID EXPENSES

FIXED ASSETS
COMPUTER SOFTWARE
AUTOMOBILES
ACCUMULATED DEPRECIATION

OTHER ASSETS
OTHER ON CURRENT ASSETS

Agile Government Services
Balance Sheet

Organization: 1 Agile Government Services

As of
12/31/20

Assets

1,268,985

1,632,229

227,676.
55,000.
.55

-72,921

209,754.

1,342.
1,342.

1,843,326.

.27
356,123.
-0.
7,120.

54
01
50

.30

36
00

81

00
00

11

Page 1 of 2
01/15/21
01:49 PM



CURRENT LIABILITIES
ACCOUNTS PAYABLE
WAGES PAYABLE
PAYROLL ACCRUALS
SHAREHOLDER INVESTMENT

STOCKHOLDER'S EQUITY
STOCKHOLDERS EQUITY
PRIOR YR RETAINED EARNING
CURRENT YR RETAINED EARN

Agile Government Services
Balance Sheet

Organization: 1 Agile Government Services

As of
12/31/20

Liabilities & Equity

25,607.
91,988.
35,208.
17,244.

170,049.
-1,019,732.

2,272,012.
420,996.

1,673,277.

1,843,326.

05
77
25
93

00

59

96
74

11

11
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CONTRACT REVENUES
GOVERNMENT REVENUE

CONTRACT REVENUES
DIRECT COSTS
DIRECT LABOR FULL TIME
TRAVEL
SUBCONTRACT LABOR
OTHER DIRECT COST

DIRECT COSTS

COST OF OPERATIONS
FRINGE BENEFIT EXPENSE
OVERHEAD LABOR
OVERHEAD EXPENSE
G&A LABOR
G&A EXPENSE
B&P LABOR
B&P OTHER

NET INCOME FROM OPERATIONS

OTHER INCOME
OTHER INCOME

OTHER EXPENSES
OTHER EXPENSE

NET INCOME

Agile Government Services
Income Statement

Organization: 1 Agile Government Services

12/01/20
12/31/20

323,564.
323,564.

323,564

169,285.
0.
3,160.
2,962.

175,408.

148,156.

23,538.
25, 885.
-2,100.
10, 603.
21,344,
17,816.

0.

97,088.

51,068.

138,976

138,976.

308.
308.

189, 736.

50
50

.50

85
00
00
17

02

48

52
10
17
44
71
83
00

43

05

.25

25

12
12

18

2,343,883.
2,343,883.

2,343,883.

1,120,727

1,421.
213,782.
20,947.

1,356,878.
987,005.
226,733.

.51
.57

211,447
-2,539

138,245.
180, 665.
60,068.
26,895.

841,517.

145,487.

277,952

277,952.

2,443.
2,443.

420,996.

65
65

65

.49

75
00
31

55

10

87
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57
68
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77

33

.50
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09
09
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