










/s/ Stacie M. Moeser March 25, 2021





 CERTIFICATE 

 

 

I, William M. Gardner, Secretary of State of the State of New Hampshire, do hereby certify that MAXIMUS US SERVICES,

INC. is a Indiana Profit Corporation registered to transact business in New Hampshire on January 23, 2009. I further certify that

all fees and documents required by the Secretary of State’s office have been received and is in good standing as far as this office is

concerned.

 

 

 

Business ID: 607628 

Certificate Number: 0005057571 

 

IN TESTIMONY WHEREOF, 

I hereto set my hand and cause to be affixed 

the Seal of the State of New Hampshire, 

this 16th day of  December A.D. 2020. 

 

William M. Gardner 

Secretary of State

 
State of New Hampshire 

 

Department of State 
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CERTIFICATE OF LIABILITY INSURANCE
 DATE(MM/DD/YYYY)  

 12/16/2020

IMPORTANT: If the certificate holder is an ADDITIONAL INSURED, the policy(ies) must have ADDITIONAL INSURED provisions or be endorsed. If 
SUBROGATION IS WAIVED, subject to   the terms and conditions of the policy, certain policies may require an endorsement. A statement on this 
certificate does not confer rights to the certificate holder in lieu of such endorsement(s).

THIS CERTIFICATE IS ISSUED AS A MATTER OF INFORMATION ONLY AND CONFERS NO RIGHTS UPON THE CERTIFICATE HOLDER. THIS 
CERTIFICATE DOES NOT AFFIRMATIVELY OR NEGATIVELY AMEND, EXTEND OR ALTER THE COVERAGE AFFORDED BY THE POLICIES 
BELOW. THIS CERTIFICATE OF INSURANCE DOES NOT CONSTITUTE A CONTRACT BETWEEN THE ISSUING INSURER(S), AUTHORIZED 
REPRESENTATIVE OR PRODUCER, AND THE CERTIFICATE HOLDER.

PRODUCER

Aon Risk Services, Inc. of Washington, D.C.

Aon Risk Services Central, Inc.
Chicago IL Office
200 East Randolph
Chicago IL 60601 USA 

PHONE
(A/C. No. Ext):

E-MAIL
ADDRESS:

INSURER(S) AFFORDING COVERAGE NAIC #

(866) 283-7122

INSURED 16535Zurich American Ins CoINSURER A:

40142American Zurich Ins CoINSURER B:

37885XL Specialty Insurance CoINSURER C:

19445National Union Fire Ins Co of PittsburghINSURER D:

INSURER E:

INSURER F:

FAX
(A/C. No.):

(800) 363-0105

CONTACT
NAME:

MAXIMUS Services, LLC 
1891 Metro Center Drive 
Reston VA 20190 USA 

COVERAGES CERTIFICATE NUMBER: 570083453092 REVISION NUMBER:
THIS IS TO CERTIFY THAT THE POLICIES OF INSURANCE LISTED BELOW HAVE BEEN ISSUED TO THE INSURED NAMED ABOVE FOR THE POLICY PERIOD 
INDICATED. NOTWITHSTANDING ANY REQUIREMENT, TERM OR CONDITION OF ANY CONTRACT OR OTHER DOCUMENT WITH RESPECT TO WHICH THIS 
CERTIFICATE MAY BE ISSUED OR MAY PERTAIN, THE INSURANCE AFFORDED BY THE POLICIES DESCRIBED HEREIN IS SUBJECT TO ALL THE TERMS, 
EXCLUSIONS AND CONDITIONS OF SUCH POLICIES. LIMITS SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIMS. Limits shown are as requested

POLICY EXP 
(MM/DD/YYYY)

POLICY EFF 
(MM/DD/YYYY)

SUBR
WVD

INSR 
LTR

ADDL 
INSD POLICY NUMBER  TYPE OF INSURANCE LIMITS

COMMERCIAL GENERAL LIABILITY

CLAIMS-MADE OCCUR

POLICY LOC

EACH OCCURRENCE

DAMAGE TO RENTED 
PREMISES (Ea occurrence)

MED EXP (Any one person)

PERSONAL & ADV INJURY

GENERAL AGGREGATE

PRODUCTS - COMP/OP AGG

X

X

X

GEN'L AGGREGATE LIMIT APPLIES PER: 

$2,000,000

$2,000,000

$10,000

$2,000,000

$4,000,000

$4,000,000

A 05/01/2020 05/01/2021GLO509621805

PRO-
JECT

OTHER:

AUTOMOBILE LIABILITY

ANY AUTO

OWNED 
AUTOS ONLY

SCHEDULED
 AUTOS

HIRED AUTOS 
ONLY

NON-OWNED 
AUTOS ONLY

BODILY INJURY ( Per person)

PROPERTY DAMAGE
(Per accident)

X

BODILY INJURY (Per accident)

$2,000,000A 05/01/2020 05/01/2021 COMBINED SINGLE LIMIT
(Ea accident)

BAP 5096219 05

EXCESS LIAB

X OCCUR 

CLAIMS-MADE AGGREGATE

EACH OCCURRENCE

DED 

$10,000,000

$10,000,000

$10,000

05/01/2020UMBRELLA LIABC 05/01/2021US00075267LI20A

RETENTIONX

X

E.L. DISEASE-EA EMPLOYEE

E.L. DISEASE-POLICY LIMIT

E.L. EACH ACCIDENT $1,000,000

X OTH-
ER

PER STATUTEB 05/01/2020 05/01/2021

Deductible $350,000
WC509621705A 05/01/2020 05/01/2021

$1,000,000

Y / N

(Mandatory in NH)

ANY PROPRIETOR / PARTNER / EXECUTIVE 
OFFICER/MEMBER EXCLUDED? N / AN

Wisconsin

WORKERS COMPENSATION AND 
EMPLOYERS' LIABILITY

If yes, describe under 
DESCRIPTION OF OPERATIONS below

$1,000,000

WC509621605

Per Claim/Agg015908012 08/01/2020 08/01/2021
Claims Made $10,000,000SIR

E&O-PL-PrimaryD

SIR applies per policy terms & conditions

$10,000,000

DESCRIPTION OF OPERATIONS / LOCATIONS / VEHICLES (ACORD 101, Additional Remarks Schedule, may be attached if more space is required)

Cyber Liability:  Network Interruption, Security and Privacy Liability and Media Content Liability is included in the E&O 
policy.  A Severability of Interest Clause is included under the General Liability policy.  RE:  New Hampshire Employment 
Security Call Center Services.  New Hampshire Employment Security is included as Additional Insured in accordance with the 
policy provisions of the General Liability, Automobile Liability, Umbrella Liability and Professional Liability policies.  
General Liability, Automobile Liability and Umbrella Liability policies evidenced herein are Primary and Non Contributory to 
other insurance available to an Additional Insured, but only in accordance with the policy's provisions.  A Waiver of 
Subrogation is granted in favor of Certificate Holder in accordance with the policy provisions of the General Liability,

CANCELLATIONCERTIFICATE HOLDER

AUTHORIZED REPRESENTATIVENew Hampshire Employment Security
Attn:  George N. Copadis, Commissioner
45 South Fruit Street
Concord NH 03104 USA 

ACORD 25 (2016/03)

©1988-2015 ACORD CORPORATION. All rights reserved.

The ACORD name and logo are registered marks of ACORD

SHOULD ANY OF THE ABOVE DESCRIBED POLICIES BE CANCELLED BEFORE THE 

EXPIRATION DATE THEREOF, NOTICE WILL BE DELIVERED IN ACCORDANCE WITH THE 

POLICY PROVISIONS.



Automobile Liability, Umbrella Liability, Professional Liability and Employer's Liability policies.  Please 
see attached addendum.

FORM TITLE:FORM NUMBER:

THIS ADDITIONAL REMARKS FORM IS A SCHEDULE TO ACORD FORM,

 ADDITIONAL REMARKS

EFFECTIVE DATE:

CARRIER NAIC CODE

POLICY NUMBER

Aon Risk Services, Inc. of Washington, D.C.

AGENCY

LOC #:

410000000170AGENCY CUSTOMER ID:

© 2008 ACORD CORPORATION. All rights reserved.

See Certificate Number:

See Certificate Number:

The ACORD name and logo are registered marks of ACORD

570083453092

570083453092

ACORD 25 Certificate of Liability Insurance
Additional Description of Operations / Locations / Vehicles:

ACORD 101 (2008/01)

ADDITIONAL  REMARKS SCHEDULE Page _ of _

NAMED INSURED

MAXIMUS Services, LLC



NOC

AGENCY CUSTOMER ID:

ADDITIONAL  REMARKS SCHEDULE

LOC #:

 ADDITIONAL REMARKS

THIS ADDITIONAL REMARKS FORM IS A SCHEDULE TO ACORD FORM,

FORM NUMBER: ACORD 25 FORM TITLE: Certificate of Liability Insurance

EFFECTIVE DATE:

CARRIER NAIC CODE

POLICY NUMBER

AGENCY

See Certificate Number:

See Certificate Number:

Aon Risk Services, Inc. of Washington, D.C.

410000000170

570083453092

570083453092

Page _ of _

NAMED INSURED

MAXIMUS Services, LLC

With respect to the General Liability, Automobile Liability and Workers' Compensation policies: A. If 
Zurich should cancel or non-renew this coverage Part (s) by written notice to the first Named Insured for 
any reason other than nonpayment of premium, Zurich will mail or deliver a copy of such written notice of 
cancellation or non-renewal. 1. To the name and address corresponding to each person or organization shown 
in the Schedule; Certificate holders as required by written contract. 2. At least 60 days prior to the 
effective date of the cancellation or non-renewal, as advised in our notice to the first Named Insured. 3. 
If Zurich should cancel this Coverage Part (s) by written notice to the first Named Insured for nonpayment 
of premium, Zurich will mail or deliver a copy of such written notice of cancellation to the name and 
address for certificate holders where this is required by written contract, at least 10 days prior to the 
effective date of such cancellation. B. If notice as described in Paragraphs A. or B. of this endorsement 
is mailed, proof of mailing will be sufficient proof of such notice.

ACORD 101 (2008/01) © 2008 ACORD CORPORATION. All rights reserved.

The ACORD name and logo are registered marks of ACORD
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77777
77707
07070
00735
25677
11545
60007
33011
51602
34131
07234
40012
46371
32075
26322
25643
75550
75623
37707
07700
00743
76226
52033
54007
52666
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63155
07123
33625
30631
11070
22327
35217
31110
77756
16335
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77770
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CERTIFICATE OF PROPERTY INSURANCE DATE (MM/DD/YYYY) 

12/16/2020

Aon Risk Services, Inc. of Washington, D.C.

PRODUCER

Aon Risk Services Central, Inc.
Chicago IL Office
200 East Randolph
Chicago IL 60601 USA 

(866) 283-7122 (800) 363-0105

THIS CERTIFICATE IS ISSUED AS A MATTER OF INFORMATION ONLY AND CONFERS NO RIGHTS UPON THE CERTIFICATE HOLDER.   THIS 
CERTIFICATE DOES NOT AFFIRMATIVELY OR NEGATIVELY AMEND, EXTEND OR ALTER THE COVERAGE AFFORDED BY THE POLICIES BELOW. 
THIS CERTIFICATE OF INSURANCE DOES NOT CONSTITUTE A CONTRACT BETWEEN THE ISSUING INSURER(S), AUTHORIZED REPRESENTATIVE 
OR PRODUCER, AND THE CERTIFICATE HOLDER.

CONTACT
NAME:

PHONE
(A/C.  No. Ext):

E-MAIL
ADDRESS:

PRODUCER
CUSTOMER ID #:

FAX
(A/C.  No.):

INSURER(S) AFFORDING COVERAGE NAIC #

INSURER A:INSURED XL Insurance America Inc 24554

INSURER B: Travelers Casualty&Surety Co of America 31194

410000000170

INSURER D:

INSURER E:

INSURER F:

INSURER C:

MAXIMUS Services, LLC 

1891 Metro Center Drive 

Reston VA 20190 USA 

LOCATION OF PREMISES/ DESCRIPTION OF PROPERTY (Attach ACORD 101, Additional Remarks Schedule, if more space is required)

RE:  New Hampshire Employment Security Call Center Services.

CERTIFICATE NUMBER: REVISION NUMBER:570083454986COVERAGES

THIS IS TO CERTIFY THAT THE POLICIES OF INSURANCE  LISTED BELOW HAVE BEEN ISSUED TO THE INSURED NAMED ABOVE FOR THE POLICY PERIOD 
INDICATED. NOTWITHSTANDING ANY REQUIREMENT, TERM OR CONDITION OF ANY CONTRACT OR OTHER DOCUMENT WITH RESPECT TO WHICH THIS 
CERTIFICATE MAY BE ISSUED OR  MAY PERTAIN, THE  INSURANCE  AFFORDED BY THE POLICIES  DESCRIBED  HEREIN IS  SUBJECT TO ALL THE TERMS, 

EXCLUSIONS AND CONDITIONS OF SUCH POLICIES. LIMITS SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIMS. 

POLICY EXPIRATION 

DATE  (MM/DD/YYYY)
LIMITS COVERED PROPERTY

POLICY EFFECTIVE 

DATE (MM/DD/YYYY)
POLICY NUMBER TYPE OF INSURANCE

INSR 

LTR

PROPERTY

CAUSES OF LOSS

BASIC

BROAD

EARTHQUAKE

FLOOD

BUILDING

PERSONAL PROPERTY

BUSINESS INCOME

EXTRA EXPENSE

BLANKET BUILDING

BLANKET PERS PROP

BLANKET BLDG & PP

X

X
X

X

$10,000,000Loss Limit

AAAA US00078612PR20A 05/01/2020 05/01/2021

WIND

DEDUCTIBLES

BUILDING

CONTENTS
RENTAL VALUE

SPECIAL

$50,000Loss Limit Ded

INLAND MARINE TYPE OF POLICY

CAUSES OF LOSS

NAMED PERILS
POLICY NUMBER

CRIME

TYPE OF POLICY 

Crime - Primary

X

X

X $5,000,000

$500,000

Employee Dishonesty

Deductible

BBBB 105973769 08/01/2020 08/01/2021

SIR applies per policy terms & conditions

BOILER & MACHINERY / 

EQUIPMENT BREAKDOWN

SPECIAL CONDITIONS / OTHER COVERAGES (ACORD 101, Additional Remarks Schedule, may be attached if more space is required)

CERTIFICATE HOLDER  CANCELLATION

AUTHORIZED REPRESENTATIVE

New Hampshire Employment Security
Attn:  George N. Copadis, Commissioner
45 South Fruit Street
Concord NH 03104 USA 

SHOULD ANY OF THE ABOVE DESCRIBED POLICIES BE CANCELLED BEFORE THE EXPIRATION 

DATE THEREOF, NOTICE WILL BE DELIVERED IN ACCORDANCE WITH THE POLICY 

PROVISIONS.

ACORD 24 (2016/03)

© 1995-2015 ACORD CORPORATION. All rights reserved.

The ACORD name and logo are registered marks of ACORD
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George N. Copadis, Commissioner

Richard J. LaV6RS> Deputy Commissioner

December 31, 2020

His Excellency, Governor Christopher T. Sununu
and the Honorable Council

State House

Concord, NH 03301

INFORMATIONAL ITEM

Pursuant to RSA 4:45, RSA 2I-P:43, and Executive Order 2020-04 as extended by Executive Orders
2020-05, 2020-08, 2020-09, 2020-10, 2020-14, 2020-15, 2020-16, 2020-17, 2020-18, 2020-20, 2020-21,
2020-23, and 2020-24, and suspension of Manual of Procedures 150, V, B, 1 requirement. Governor
Sununu has authorized New Hampshire Employment Security (NHES) to enter into a Contract
Amendment with Maximus US Services, Inc. of Reston, VA, increasing the contract amount by
$2,054,484 from $4,347,395 to $6,401,879 and extend the current completion date of December 31,2020
to March 31,2021. 100% Other funds.

The original contract was approved by the Governor on July I, 2020 pursuant to RSA 21-P:43; RSA
4:45; and RSA 4:47 and subsequently presented to the Governor and Executive Council as Informational
Item #Q on August 5, 2020. Amendment #1 was approved by, the Governor on September 20, 2020
pursuant to RSA 2I-P:43; RSA 4:45; and RSA 4:47 and subsequently presented to the Governor and
Executive Council as Informational Item #W on November 18, 2020.

Funds are available in the following account for State Fiscal Year 2021 with the authority to adjust budget
line items within the price limitation and encumbrances between state fiscal years through the Budget
Office, if needed and justified.

02-27-27-270010-8041 DEPT OF EMPLOYMENT SECURITY SPY 2021

10-02700-80410000-102-500731 Contracts for Program Services $2,054,484

EXI>LANATlON

This is a Sole Source contract amendment with Maximus to allow continued delivery of Call Center
services to individuals utilizing the unemployment compensation system. Maximus is the vendor
currently responsible for providing Call Center support and services to individuals utilizing the
unemployment hotline.

As we continue to plan ahead and be prepared for whatever the pandemic might bring in tenns of impact
on the unemployment compensation system, we want to continue to ensure that we have a telephone
system that is best equipped to handle a potential increase in claims volume and appropriate for the
continued high volume of calls. Thus far during the pandemic, the unemployment hotline has received

NHES is a proud member ofAmerica's Workforce Network and NH Works. NHES is an Equal Opportunity Employer and complies
with the Americans with Disabilities Act. Auxiliary aids and services are available upon request of individuals with disabilities

Telephone (603) 224-3311 Fax (603) 228-4145 TOO/ TTY Access: Relay NH 1-800-735-2964 Web site: www.nhes.nh.gov



His Excellency, Governor Christopher T. Sununu
and the Honorable Council

Maximus Amendment #2

Page 2 of2

nearly 830,000 calls. This amendment allows for an additional three months of Call Center services,
which results in less of a burden on staffing resources and on the telephony infrastructure for the state.

In the event Other funds become no longer available, General funds will not be requested to support this
contract.

Respectfully submitted.

jeorgeN.Copadis
Commissioner

Attachments



STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY |

UNEMPLOYMENT HOTLINE CALL CENTER SUPPORT CONTRACT ;
I

i;
CONTRACT AMENDMENT #2

i
WHEREAS, pursuant to an Agreement approved by Governor Sununu on July 1,2020 '

pursuant to RSA 4:45, RSA 21-P:43 and present^ as an informational item at the Governor ^
and Council meeting held on August 5, 2020, Informational Item #Q, hereinafter referred to ;
as "Agreement," Maximus Health Services, Inc. ("Maximus" or "Vendor") agreed to provide ,
Call Center delivery and. support services, based upon terms and conditions specified in the j
Agreement, and in consideration of payment of certain sums by New Hampshire Employment
Security ("NHES");

£

WHEREAS, pursuant to Agreement Form P-37 Section 17, the Agreement may be ;
amended only by an instrument in v^riting signed by the parties thereto, and only after approval |
of such amendment by the Governor and Executive Council; ^

WHEREAS, said Agreement was modified by Contract Amendment #1 dated |
September 17, 2020, and presented as an informational item at the Governor and Council \
meeting held on November 18,2020 (Informational Item #W), to utilize telephony architecture |
providing more efficient and direct call mapping to deal wifti increased volumes of claims in \
connection with new programming and to increase the amount of the contract by $30,000.00 :
from $4,317,395.00 to $4,347,395.00; I

WHEREAS, effective October 1, 2020, Maximus underwent a change in entity name
to Maximus US Services, Inc., which change has been registered with the NH Secretary of
State;

WHEREAS, in light ofthe continued impact of the pandemic on unemployment levels,
circumstances are expected to continue to warrant the emergency need for Maximus to provide
Call Center delivery and support services due to the unprecedented volume of calls, currently
totaling over 830,000 calls since M^h 17^ when access to unemployment benefits was
expanded, first by Governor Sununu and then through implementation of the federal CARES
Act and Lost Wages Assistance program, as individuals continue to need to access information
regarding the unemployment system during the COVID-19 pandemic;

WHEREAS, NHES wishes to extend the duration of the contract and increase the
contract price by $2,054,484.00, increasing the Agreement total from $4,347,395.00 to a new
total of $6,401,879.00 through the amended completion date.

NOW THEREFORE, in consideration of the foregoing, and the covenants and
conditions contained in the Agreement and set forth herein, the Parties agree as follows;

The General Provisions of the Agreement, including but not limited to, the P-37 Form
and Exhibits A - E, are hereby amended as follows:

I . Amend Section 1.3 of the Agreement P-37 Form by changing the Contractor Name
from "Maximus Health Services, Inc." to "Maximus US Services, Inc."



2. Amend Section 1.7 of the Agreement P-37 Form by extending the Completion Date
from December 31,2020 to March 31,2021.

3. Amend Section 1.8 of the Agreement P-37 Form by increasing the Price Limitation
from $4,347,395.00 to $6,401,879.00.

4., Amend Exhibit B, Scope of Work, Section 2 by deleting and replacing the existing first
paragraph, as follows:

"In consideration of the services to be performed by MAXIMUS, the State agrees to
pay Contractor in accordance with the payment provisions specified in Exhibit C, a
sum not to exceed $6,401,879:00, as set forth in P-37 General Provisions - Block'LS:
Price Limitation."

5. Amend Exhibit B, Scope of Work, Section 3.1 by deleting and replacing the existing
second paragraph, as follows:

"The Term shall end on March 31, 2021 and the State shall have the option to extend
the term in increments not to exceed three months in duration through and including
June 30,2021, under the terms and conditions contained in the Contract and subject to
approval by the New Hampshire Governor and Executive Council unless no such
approval is required pursuant to State law, rule, or policy."

6. Amend Exhibit B, Scope of Woik, Section 7.5, by adding a new Section 7.5.6, aS-
follows:

"Provide additional support to the NHES Legal Collections Unit by receiving and
responding to inquiries from claimants and other members of the public regarding
unemployment compensation programs, and providing technical assistance in the area
of overpayment recovery, including but not limited to providing information regarding
claimants' responsibilities with respect to overpayments of benefits, sending out and
assisting claimants with financial affidavits and other forms related to waivers of
overpayments, assisting with payment plans, and discussing appeal rights and other
options."

7. Amend Exhibit C, Payment Schedule, Section 1, by deleting and replacing the existing
Section 1, as follows:

"1. PAYMENT PROVISIONS

All charges by MAXIMUS under this Contract shall be at a fixed price in
accordance with the schedules set forth in Tables 1 and 2 below.

The maximum dollar amount payable under this contract is not intended as any
form of guaranteed amount. The Contractor will be paid for products actually

delivered or performed through March 31, 2021, as specified in Exhibit B, up
to the maximum allowable amount specified in the P-37 General Provisions -
Block 1.8: Price Limitation."

InirlAl at! pages
Vendor Initials



8. Amend Exhibit C, Payment Schedule, Section 2, by deleting and replacing the existing
Table 1: Payment Schedule, as follows:

Table 1: Payment Schedule:

Deliverables Payment Amount

Call Center Remote' Support - One Time
Implementation Costs ..

$223,427.00

Monthly~fees based on call volumes:
($8,529.10 per agent) x (80 agents) x 9
months

$6;i40,952.00

Fixed Cost for IVR Development - One Time
Cost

$18,362.52

Estimated usage cost per month ($0,013 per
minute cost for IVR)

'  $19,137.48

"Total Cost. $6,401,879.00

9.- Amend Exhibit C, Payment Schedule, Section 2.3 by deleting and replacing the
existing paragraph, as follows:

'^Notwithstanding any other provision of this Contract, in no event shall the total
payment made by the State exceed $6,401,879.00. The State will not be responsible for
any travel or out of pocket expenses incurred in the performance of the Services
performed under this Contract."

10. Amend Exhibit D, Other Provisions for Call Center Professional Services, Section 3,
by deleting and replacing the existing Dispute Resolution Responsibility and Schedule
Table, as follows:

Dispute Resolution Responsibility and Schedule Table:

Level MAXIMUS The State Cumulative '

allotted time

First Venika Powell Pamela S^cik 5 Business Days

Second Wayne Day Richard Lavers 10 Business

Days

Third Kenneth Fisher George Copadis 15 Business

Days

Except as provided herein, all provisions of the Agreement will remain in full force
and effect, liiis modification will take effect upon the date of approval by the Govemor of the
State of New Hampshire.

Initial all

Vendor Initials



IN WITNESS WHEREOF, the parties have hereunto set their hands as of the day and
year written below:

an ;.Bldmberg
us US Services, Inc.

Date: z\:irzmo

State of New Hampshire

George' N. Copadis, Commissioner
State of New Hampshire
Department of Employment Security

Date:

Approved by the Attorney General (Form, Substance and Execution)

Date:

State of New Hampshire', Department of Justice

Governor Approval

Date:

Initial.all.pages
Vendor Initials
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George N. CopaDIS, Commissioner

Richard J. LavcrS, Depvty Commissioner

ocr2'^'2a DM
Admjnistrative Office^'^^

45 South Fruit Street

Concord, NH 03301-4857

October 26, 2020

His Excellency, Governor Christopher T. Sunimu
and the Honorable Council

State House

Concord, NH 03301

iNrORMATlON AL ITEM

Pursuant to RSA 4:45, RSA 21-P:43, and Executive Order 2020-04 as extended by Executive Orders
2020-05, 2020-08, 2020-09; 2020-10, 2020-14, 2020-15, 2020-16, 2020-17, 2020-18 and 2020-20, and
suspension of Manual of Procedures 150, V, B, I requirement. Governor Sununu has authorized New
Hampshire Employment Security (NHES) to enter into a Contract Amendment with Maximus Health
Services, inc. Reston, VA, increasing the contract amount by $30,000 from $4,317,395 to $4,347,395.
This amendment is paid with 100% Other funds.

The original contract was approved by the Governor and Council on July 1, 2020 pursuant to RSA 21-
P;43; RSA 4:45, and RSA 4:47 and subsequently presented as an inforrhational item to the Governor and
Executive Council on August 5,2020 as Informational Item Q.

Funding is available in State FY 2021, with the ability to adjust encumbrances between State Fiscal Years
through the Budget OfTice, if needed and justified:

02-27-27-270010-8041 DEPT OF EMPIOYMEHT SECURITY

10-02700-80410000-102-500731 Conlrocis lor Progrom Services

SFY 2021

$30,000

EXPLANATION

This is a Sole Source Contract Amendment with Maximus to allow further improvement and efficiency
in the delivery of services to individuals utilizing the unemployment compensation system. Maximus is
the vendor currently responsible for providing Call Center support and services to individuals using the
unemployment hotline. This amendment allows for the iransitioning of certain components of the
telephony architecture supporting the unemployment hotline from the stale system to a system to be
developed and provided by the vendor.

As we continue to plan ahead and prepare for whatever the pandemic might bring in terms of impact on
the unemployment compensation system, NHES wants to continue to make sure that we have a telephone
system that is best equipped to handle steady high volume as well as a potential increase in claim volume.
Thus far during the pandemic, the unemployment hotline has received nearly 700,000 calls. This
amendment allows for the streamlining of the telephony system having Maximus develop and maintain

NHES is a proud member of America's Workforce Network and NH Works. NHES is an Equal Opportunity Employer and complies
with the Americans with Disabilities Act. Auxiliary aids and services are available upon request of individuals with disobi/ities

Telephone (603) 224-3311 Fax (603) 228-4145 TOO/ TTY Access: Relay NH I-800-733-2964 Web site: www.nhes.nh.gov



His Excellency, Governor ChrlsiophcrT. Sununii
and ihe Honorable Council

Maximus Amendment #1

Page 2 of 2

an Interactive Vo'icc Response (IVR) component of the call system which will reduce the burden on state
telephony infrastructure and, in turn, provide for a more direct experience for the customer.

In the event Other funds become no longer available,. General funds will not be requested to support this
contract.

Respectfully submitted.

icorge N. Copadis
Commissioner



STTATE OF NEW.HAMPSHERE
NEW HAMPSEDGRE EMPLOYMENT SECURITY

UNEMPLOYMENT HOTLINE CALL CENTER SUPPORT COTfTRACT

CONTRACT AMENDMENT #I

WHEREAS» pursuanl to an Agrtoincnt approved by Govcrrtor Sununu on Jufy I, 2020
punuanttoRSA 4:45,.RSA 21-P:43 and presented as an infonnational item at the Gbvcinor and
Council meeting held on August 5; 2020, Jnformational Item #Q. hereinafter referred to as
"Agreement," Maximus Health Services, Inc. ("Mnximus" or "V»doT^ agreed to provido Cell
Ccnto' dclivciy and support, service^, based upon terros and conditions specified in the
Agreement, and In consideration of payment of certain sums by New H^pshlre Employment
Security ("NHES");

WHEREAS, pursuant to Agreement Form P-37 Section 17, the Agreement may be
amended only by an instrument in writing signed by the parties tbcrtlo, and only after a^roval of
such arnendment by the Governor and Execudve Counc:*'.

WHEREAS, circumstaaoes are expected to cODtioue warranting the emergency need'for
Ma:umus t6.provide;Call Gcritw:-dcllvery'ahd supporfscrvices due to the unprecedented .volume
of calls,..cuiTOtiy.'.totidtog'dver 660,00'0"'calls since Mareh 17^ when Gpycmor Sununu first

eccessftO-uhemploymiriit bciiefit^ as indJviduab contiriiio to need to access infonnation

WHEREAS, duo to the original telephony architecture in place prior to the Agreement,
NHES eloc6d to utlllzo the eodsting Interactive Voice Response ("IVR'O system developed by the
State Department of b'formation Teohhology CTJoIT) to bo coupled with the telephony
ardiltecture developed and managed by Maximus;

WHEREAS, the comblhation of the State developed fVR together with the Maximus
developed and managed telephone system has proven to be overly complicated, requiring b larger
•percentage.'of ̂  State's ovendl telephony capecity than can be devoted to one single state
agcncy,-

WHEREAS-, the parties wish to redcslgn.the loicphony architecture in order to provide
direct initial'call flow to ffia vendor and then direct escalation into the stolc system as neceasary;

WHEREAS, the parties desire to be prepared for a wntinuod high level of c^ls jwWng.
•* t*! «• * * *-if ^ ̂^^ .12^ ' - 1̂ AS . AM A M n^A 1 t m A• C *

fnappmg;id!timt:caUs.iciDntihBe:to.i^ ,ln afniaimcr. providing' exoellwt.costOTcr.scri/Jcc>
widu^-aet^g a burdw oh the overall state system;

WHEREAS, on Friday* March 13, 2020; the .President of the United States declared a
National' Emcrgcp^ Coinccxnlhg the Novel Coronavlrus Disease (COVID-19) Outbreak, and on
Friday, March 13, 2020, the Oovonor of the .State of New Hampshire issued ExecutTve Order
2020-04. an enter declaring a'State" of Emergency due to COVID-19; and



-is'.* '/'

WHEREAS, NHES wishes !0 increase the contmct price by $30,000.00. locreasme the
Agreement total from $4317^95.00 to a new total of S4347395.00 through the existing
completion date.

NOW THEREFORE, in coasidcrahon of the foregoing and the covenants and
conditions contained in the Agreement and set forth herein, the Parties agree as follows:

The General Provisions of the Agreement, including but not limited to, the P-37 Form
and Exhibits A - E, arc hereby amended OS follows:

1. Amend Section 1.8 oftheAgrecmeol P-37 Form by increasingthe Price-Limitation from
S4317395.00 to $4347395.00.

2. -Amend Exhibit B, Scope of Work. Section 2 by deleting end replacing the 'existing first
paiagmph, as follows:

"In consideration of the services to be performed by MAXIMOS, the State agrees to pay
Contractor in accordance with the poymenliproviaotis-specified in Exhibit C, a sum not
to. .exceed $4347395.00. as set forth in P-37 CMeral ProvBions ̂  Block 1.8: Price
Limitation."

3. Amend Exhibit B, Scope of Work, by adding the following new section:

11. Interactive Voice Response:

11.1 Maximus.shall develop and provide -NHES for the entire remaining term
of the agreement with iDtcractive Voice Response OVR) telephony
architecture services" utiiiring the existing toll free number owned by the
state so that all calls-to said toll frce-number-originate In the Maximus
developed.and managed IVR system:Bnd then-based upon agreed upon
escalation protocol may be transferred to the State. Said IVR to be
deyetopedrand doUyei^ by .Maximus no Ibter than ten (10) caleni^days
following approval of this ameodmeoL

11.2 Ujwn request of-NHES to revert to the DoIT IVR system, or upon
terimoadon or expiration of'the-Contract, Maximus shall assist with the
transition of the toll-firec number - 'and, as apprc^riatc, call center
services — back to NHES or an NHES dcsipiee within a timcframc
mutually^agre^ upon by the parties.

4. Amend Ejihibll B, Scope of Work, by deleting Section 6 and rtplacing it as follows:

-6rC0NTRXCT"D0CUMENTS

This contract consists of the following documents ("Contraci Documents") tn
orda of precedence:

a. State of New Hampshire Terms and Conditions, General Provisions, Form P-
37 and attached Exhibits A; B, C, D and E.

liiitlfil eU



b. Amendment 51.

5. Amend Exhibit C. Payment Terms, by lidding the following payment schedule:

2. FIXED PRICE PAYMENT SCHEDULE:

Table 2; IVR Payment Schedule:

Deliverables Payroeut
Amount

Fixed Cost for IVR Development- Ono-
clme cost

J'8.362:52

Eftlmated per minute rate for IVR usage
billed montKly

S0.013

Estimated usage cost per month $2.500;00

Except as provided herein, all provisions of the Agrccminl will remain in ^
•flbct. This raodiEcation will take cffcpt upon the date of approval by the Governor of the State
of New Hampshire.

IN WITNESS WHJCREOF, the parties have hereunto set their bands.es of the day and
year written below.

3uih !p,.Bjprh^
iMtekfins Health Services, Inc.

Date:

Stote^N^ Him^psUr^

.Qeor^ N.' Cbpadis, Comrai.^pher "
State of New Hampshire
.Oepejlibcrrt.of Ehtplbyment Security

Date:■..mm

Approved by the Attorney General (Form, Substenca cod Execution)

Siate-<i(£iiewi?am^i^-'n^ 0^^ Justice

Covcmor Approval

Date:

ilnilial.aU
Vendor-Inliliiis
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George N. CopADIS, Commissioner

Richard J. LaverS, Deputy Commissioner

Administrative Office
45 South Fruit Street

Concord, NH 03301-4857

July 16,2020

His Excellency, Governor Christopher T. Sununu
And the Honorable Council

State House

Concord, NH 0330,1

INFORMATIONAL ITEM

Pursuant to RSA 4:45, RSA 2I-P:43, and Executive Order 2020-04 as extended by Executive
Orders 2020-05, 2020-08, 2020-09, 2020-10 and 2020-14, and suspension of Manual of Procedures 150,
V, A, 3 requirement, Governor Sununu has authorized the New Hampshire Department of Employment
Security (NHES) to enter into a Sole Source contract with Maximus Health Services, Inc. (VC 273259) of
Reston, Virginia with a price limitation not to exceed $4,317,395 for call center delivery and support
services to individuals calling the unemployment compensation hotline, effective July I, 2020 through
December 31, 2020. 100% Other Funds.

Funds are available in the following account for State Fiscal Year 2021 with the authority to adjust
between state fiscal years through the Budget Office, if needed and justified.

02-27-27-270010-8041 DEPT OF EMPLOYMENT SECURITY

10-02700-80410000-102-500731 Controcts for Program Services

SPY 2021

$4,317,395

EXPLANATION

This request is Sole Source because NHES in the interest of continuing to deliver essential
customer service in connection with the delivery of critical financial assistance through expanded
unemployment compensation benefits must enter into a contract for call center services. The selected
vendor, Maximus Health Services, Inc. is uniquely positioned to immediately start providing services for
workers here in New Hampshire.

Maximus is currently under contract with the Department of Health and Human Services for the
provision of call support services related to various DHHS managed programs. Maximus is also currently
providing call center support services for unemployment compensation call centers in both Vermont and
Rhode Island. In speaking with both DHHS as well as Vermont, both are satisfied with the level of service
from Maximus.

Prior to the spike in unemployment claim volume in March, NHES did not have the need for a call
center. The volume of calls when the unemployment rate in the state was at 2.6% was able to be managed
by existing staff in the NHES's offices located throughout the state. Since mid-March when the spike in
unemployment caused by the COVID-19 pandemic started, NHES has received over 223,000 new claims
for unemployment benefits. Prior to the pandemic NHES was receiving 400-600 new claims per week. In
the first week of the pandemic NHES received nearly 30,000 new claims.

NHES is n proud member of America's Workforce Network and NH tVorfcs. NHES is an Ecjital Opportunity Employer and complies
with the Americans with Disabilities Act. Auxiliary aids and services are auailable upon request of individuals with disabilities

Telephone (603) 224-3311 Fax (603) 228-4145 TOO/ TTY Access: Relay NH 1-800-735-2964 Website: www.nhes.nh.gov



In terms of weekly claim volume for claims that trigger the payment of unemployment benefits,
NHES was receiving approximately 4,000 active claims per week prior to the pandemic. NHES is now
currently just under 75,000 active claims per week and at one time had received over 116,000 active claims
per week.

As a result of this sudden spike in unemployment caused by the COVID-19 pandemic, the volume
of calls has skyrocketed. NHES has received over 550,000 telephone calls during these past four months.
Fortunately, during this time NHES has received assistance from the New Hampshire National Guard
together with volunteers from other state agencies. Due to the need to provide attention to other critical
missions by the National Guard and the need for stafT from other state agencies to return to their primary
duties at those agencies, NHES now must transition to an outside private vendor for support. Considering
the timing and logistical challenges around the staffing of a congregated call center fully staffed by state
employees, NHES decided to seek outside support.

The reason for the emergency nature of this request is based upon the need to rapidly transition to
vendor support in order to allow the National Guard to transition to other critical missions. This together
with the need to allow the state facilities which we have been occupying throughout the pandemic to house
these call centers, including the Fire Academy, the Edward Cross Training Complex and the Department
of Transportation's Morton building, to return to their original intended functions and purposes.

The total not to exceed cost of the emergency contract is $4,317,395 for call center support through
December 31,2020. The vendor will provide the telecommunications infrastructure and up to 80 customer
service agents to be the first line of communication for calls received on the Unemployment Hotline. Calls
unable to be resolved at the first tier by the vendor and calls where the customer selects an option only
capable of being handled by NHES staff will then be escalated to NHES.

NHES is confident based upon the past record demonstrated by Maximus that we will continue to
be able to provide exceptional customer service support to the people of New Hampshire in need of services
through the Unemployment Hotline.

Respectfu I ly subm i tied.

George N. Copadis
Commissioner



This flgrewricrit and allol
•  ExawtivcGounoilfora'-'

form number P-37 (version 12/11/2019)

"l jis artBchments shall become public upon submission to Governor end
.> ..j. Any informnllon that is private, confid wtial or proprietary must

be oleofiy Itjciitified to'tlit^'agency and agreed to In writing prior ro-Bienine the contract.
'p I'rpvdlr

AGREEMEP^

The Slnto ofNcwll-ijinipsliifc iind the Contraotor hereby mutually agree as follows:
GENERAL PROVISIONS

1. • IliENTIEieATJON.
.1.1 Agency I4amc " '

' New Hampsliirc femployment SeourJiy

1,2 Stele Agency Address

45 South Fruit Suect
ConcortI,'NH.03HM'— • — , , ^ .

'.T.3 \GonUTi«briy8mc'

MaxlmuB Health iSwvices, Inc.

i

1.4 Cditlraclor Addftts.

1891 Mclro:Cemtcr;Drive
RiMion,'VA- iz'O 90

>'1.5 Contractor Rhone
j  Number

.i \

'703'251-8254 t '
I  i

■i;6; Accpii
i

t Number

i

1.7 Completion Date

December 31,2020 $4,317,395.00

• 1.9 iG6ntia«lri6,bfflccr for;StB
•George N. Cppadls, Commissio

c'Agertcy
icr >

• l.lOiStiUoAiency.Tclcphqno Numoqr
603-228^4000" '

:i.l,r!Contfas»rS]gnature "

|50|iC2
1.12 Name find T) tlo'oIiContniciqr Signatoty■•DyafvH.Blpmb8rg,

0' Contracts Director
~  (-qn^lLGftUtlRgj^ •

4jdf^
1.14 Name and Tilro ofBtBtc Agency Mgnmo^

George N. Copadis, Commissiojior

Approybl b^ the miriiriraticm. Division of,Persqnnot dj appncaotej '

Director, On:

1,16 Approvol by the AHoni^^encral (I-nr1 i/Substonceand Executipn) (if oppilcable)
om -7/1/9^^

1.17 Appi\3\(ay^thcGovcmorandGxccuti
O&C Item number.

!■ ;

vt CoUnoil. (if opplJcoMe)
O&C Meeting Date:

Page 1 of 4
Contractor Initials ^

Date



2. SERVICES TO BE PERFORMED. The State of New
•'Harapsiiirc,-.'ftctihg tiirough'the%encyyidcnti^ tijock 111
'("Stele"), Vciigogcs 'cdit^clor' iitlcniificd. iii block 1.3
(*'doritracto!f);ld'pcrronn, andithc (^ntnicf6|^sliall pcrioiw; the
wdHc or wte;otgwdSiOf;bdtlu idcntificil and .'more p^iculorly
•dwcfibed -iii dhc-,felted- EXWDlf whi
herein by reference ("Services").

3. effective DATE/COMPLETIpN OF SERVICES.
3Vl :Ndtwithsiandihg' any pro'visioh'df.tHiis Agrecmcnl to the'
contrary,^ and. object l6 -thcVopprov^l.,bf ihc«'Govcrnor and.
^cculiVeCouncifbfihbSia^^ ofNcw-Mohtpshire, ifapplicabl^
this' Agrecitiehvtihd all obii^tionsofthe.paftiM'hcrcurldcr, shall
become effectivb-cn the date the Governor.and Executive
Council approve this Agreement as indicated in "block 1.17,
' unless no such approval is rcquired,jn whic^c^c.the Ag^crnerit
ifioiK.becomeS^w/ivc on thedatd the Agreement ifsighed by
the State;Agcncy"as show^^ 1.13: ("Efrp^Wc 'pate").
3.2ttf- the Cdn^ctor .rommchccs .thel Sdrvidcs, pnor/to the
,EEiftrtiyc l5ale, 'di Services performed by the Cbntnictor prior to
tHb ̂ ffectW; Date shall be pe^prmM at the sole risk' of the
Contractor, and in the event that this Agreement does not become
bfrcctiVcj. the: Stet6;jsjujll iiavc''nq Jiabillty^^^ tO' ihc'C^htractdr;
including wUhqiit •limhatlb^^
'.Cdntractbr for :.tmy cpste" liic«tTM_ d"r- Scivic<» <pc^orrncd;
C6htract6r must OTmplclc"^l!'Scryic(:s^ CompIction«pntc
specified in block 1.7.

4. CONDITIONAL NATURE OF AGREEMENT.
Notwithstandirig ,.dny 'proyisiort pT;ithis.-Agreement " to; the
cpntfnry, nil bbUgalipns. of the; Ste« hereundcr, ̂including,.
wllhoiit limitationi,;thC;Continuahcc of payrac^s hdrrundcr, are
contingent upori-;thdavytebiiityjahd cc>ntlnu"cd appropriation of
<fimtis nffcrtc.d" by;.any 'stafb|"pV fBdcrali'ijcp'slati'^^^^ or^dxccutlve
.action' thiit i^iiccs,. eliminates or .otherwise modifips the
i'appropnatioh.or ayaliability.of fonding'for.lhisjAgrecra and
the ̂ ope Tor Services provided In E)a:TIBfT*B, In wHolo pr in
part. In no eycnt-shnlj .tec State "payments,
hcrcundcr in excess 6f-such.avail^lc:appropnnted funds. In the
event of a reduction or lermination of appropriated funds, the
State shall have the right to withhold payment until such funds
become available, if ever, and shall have the right to reduce or
terminate the Services under this Agreemcnl immediately upon

. giving the Contractor nbiice of such^reduclibn.:or-tcr^
ThO'Stafe siiall hbt<bc re.qu fo. tfansfprTunds ■from ony other
uccount'-br s6iirce.tb'.thc'Account:idibntifiec] In,block 1.6 ih-thc
event flmds in that Account are reduced or unavailable.

5. CONTRACT PRICE/PRICE LIMITATION/
PAYMENT.
5.1 ITio contract price, method ofpaymcril, and terms, ofpayment
are idcnlificd and more particularly described in 'EXHIBIT C
which.is Incorporiilcd herein by .reference.
5.2 Tlic payment,by the Slate of the .contract price shall be the
only, and the complete rcimbutecmcnt to the Contractor for all
expenses,.of whatever"nature incurred by the Contractor, in the
performance hereof, and shall be the only and the. coihplclo

compensation to the Contractor for the Services. The State shall
have no liability to the Contractor other than the contract price.
5.3 The State reserves the right to offset from any amounts
otherwise payable to the Contractor under th)s Agreement those!|iqUidated;,toiounts- rcq^ pr. pcrmiUcd' l^X. 80:7
tltroUgh 'rSA'-M.:7-^ orjpny-olherpfovteloh^fda^
5".'4 '.Notwithstanding .any prpvi.sibn 'in-teiSjAgrccriicnt 'to the.
contrary, tod no'twithstanding unoxpwtcd^ircumstdncbiSiJn no
event shall the total of all payments authorized, or actually made
hereunder, exceed the Price Limitation set forth in block 1.8.

6. COMPLIANCE BY CONTRACTOR WITH LAWS
AND REGULATIONS/ EQUAL EMPLOYMENT
OPPORTUNITY.
6.1 In connection with the perfbrmancc of the Services, the
Contractor shall comply with all applicable statutes, laws,
regulations, and orders of federal, state, county or municipal
authorities which impose any obligation or duty upon the
Contractor, including,-but not limitedjo. ciyM rights and equal
^cmptoymimt'bppdrturiityilavw. In addition, i f thls AgrccmchV b
funded in nfiV part by'mbmes of the.Qriited States,,the Contm^
shall comply witK all federal exocutlve oijctej.rulc?, regulatjpns
and statutes, and with any niies, regulations arid guidelines as the
State or the United States issue to implement these regulations.
The Contractor shall also comply with all applicable intellectual
properly laws. ,
6.2<!Pufmg the term of this Agrcementi the Co.ntractqrishoUj not
discriminate against employees or applicants Tor employment
because of race, color, religion, creed, age, sex, handicap, sexual
orientation, or national origin and will take affirmative action to
prevent such discrimination.
6.3. The Contractor agrees to permit the State or United States
access to any of the Contractor's books, records and accounts for
the purpose of ascertaining compliance with all rules, rcgulatioi^
and orders, and the covenants, terms and conditions of this

.Agreement.

7. PERSONNEL. '
7.1 The Contractor shall at its own expense provide all personnel
necessary to perform the Services. The Contractor warrants that
all:personnel engaged: in the SeiSnccs shall be,: qualified to
perform the Services, and shall be properly' lic.ensed and
otherwise authorized to do so undcr.alltapR.l.icabIp.laws.
7.2 Unless otherwise authorized in writing, during the term of
this Agreement, and for a period of six (6) months after the
Completion Date in block 1.7, the Contractor shall not hire, and
shall not permit any subcontractor or oteer person, firm orcorponilion' with whom 'it Is-engaged in:? cbmbincd effort to
perform ihc Sbrvlces to" hire, any pcraori^wfiO'ls'aState employee
or ..o.mcJal,' \yho is matOTiilly involved In the procurc'menl,
adminis^tion or performance of this .Agrc.cmcnt. This
provision shall survive termination of this Agreement.
7.3 The Contracting Officer specified in block 1.9, or his or her
successor, shall be the State's representative. In the event of any
dispute concerning the interpretation of this Agreement, the
Contracting Officer's decision shall be final for the State.

Page 2 of 4
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8. EVENT OF DEFAULT/REMEDIES.

8.1 Any one or more of the following acts or omissions of the
Conh actor shall constitute an event of default hereunder ("Event
ofDefault"):
8.1.1 failure to perform the Services satisfactorily or on
schedule;
8.1.2 failure to submit any report required hereunder; and/or
8.1.3 failure to perform any other covenant, term or condition of
this Agreement.
8.2 Upon the occurrence of any Event ofDefault, the State may
take any one, or more, or all, of the following actions;
8.2.1 give the Contractor a written notice specifying the Event of
Default and requiring it to be remedied within, in the absence of
a greater or lesser specification of time, thirty (30) days from the
date of the notice; and if the Event ofDefault is not timely cured,
terminate this Agreement. cfTcctive two (2) days after giving the
Contractor notice of termination;
8.2.2 give the Contractor a written notice specifying the Event of
Default and suspending all payments to be made under this
Agreement and ordering that the portion of the contract price
which would otherwise accrue to the Contractor during the
period from the date of such notice until such time as the State
determines that the Contractor has cured the Event of Defeult
shall never be paid to the Contractor,
8.2.3 give the Contractor a written notice specifying the Event of
Default and set off against any other obligations the State may
owe to the Contractor any damages the State suffers by reason of
any Event ofDefault; and/or
8.2.4 give the Contractor a written notice specifying the Event of
Default, treat the Agreement as breached, terminate the
Agreement and pursue any of its remedies at law or in equity, or
both.

8.3. No failure by the State to enforce any provisions hereof after
any Event ofDefault shall be deemed a waiver of its rights with
regard to that Event ofDefault, or any subsequent Event of
Default. No express failure to enforce any Event ofDefault shall
be deemed a waiver of the right of the State to enforce each and
all of the provisions hereof uppn any further or other Event of
Default on the part of the Contractor.

9. TERIVUNATION.

.9.1 Ndtwithslnnding pafagraph 8,. the" Slate rnayi at its sole
discretion, tcfminace.tKe Agrecmelil ror. any'.rc^on. in. whqle^.o^
in pm-i, by thirty (3.0)'dayS'.\^ittcn nptjcc.to,^c G.o^
the Stdtc.is exercising its option to terminate (he Agrecmcm.
9.2 ln»the event of an early lermination^bf this Agreement Tor
any reason' pthcr than the completion of the Services, the
Contractor shall, at the Stale's :'discrction, deliver to the
Conlhicling Officer, not later than fiflce'n ,(i 5).dBys after the dale
of termination; a report (Termination' Repbit") describing In
detail all'Services performed, and ■ the coiitract price earned, to
and including the datc qftcrminatibn. The form, subject matter,
content, and tiurnbcr of copies of the Termination -Report shall
be identical to those ofany FinarRcport described in thcnltachcd
EXHIBIT B. In addition, at the State's discretion, the Contractor
shall,- within 15 davs of notice of early icritiinatibn, develop and

Page 3

submit to the State a Transition Plan for services under the
Agreement.

10. data/access/confidentiauty/
PRESERVATION.

10.1 As used in this Agreement, the word "data" shall mean all
information and things developed or obtained during the
perfcrmancc'of.-ofocqiiiredPrjievcIqtw^
'A:8'^mcn"t,4nc!udihybutiv)tllmitcd.tp.-nli:^
.filc^ ToVmulac,;3urycysV« W.xHar^^
recordings, pictorial feprodurtions. drawing aniilyses, graphic
rcprcsenlatiohs;cdmputer.pipgrams,;c'ontpuU^^ notes,
-letters, merribnind^ juperSi^iand documents,,ell whether
finished or unfinished.
102 All data and any property which has been received from
the State or purchased with funds provided for that purpose
under this Agreement, shall be the property of the State, and
shall be returned to the State upon demand or upon termination
of this Agreement for any reason.
10.3 Confidemialify of data shall be governed by N.H. RSA
chapter 91-A br oker existing law. Disclosure of data requires
■prior written applb'vnl of the State.

11. CONTRACTOR'S RELATION TO THE STATE. In the
performance of this Agreement the Contractor is in all respects
an independent contractor, and is neither an agent nor an
employee of the State. Neither the Contractor nor any of its
officers, employees, agents or members shall have authority to
bind the State or receive any benefits, workers' compensation or
other emoluments provided by the State to its employees.

12. ASSIGNMENT/DELEGATlON/SUBCOi^RACTS.
12.1 The Contractor shall not assign, or otherwise transfer any
interest in this Agreement without the prior written notice, which
shall be provided to the State at least fifteen (15) days prior to
the assignment, and a written consent of the State. For purposes
of this paragraph, a Change of Control shall constitute
assignment. "Change of Control" means (0) 'merger,
consolidation, or 0 transaction or series of related transactions in
which a third party, together with its affiliates, becomes the
direct or indirect owner of fifty percent (50%) or more of the
voting-shares 'or similar, equity interests, or combined voting
poWer of thc"Contractor,ior.(b) the sale of all or substantially all
of the assets of the Contractor.
12.2 None of the Services shall be subcontracted by the
Contractor without prior written notice and consent of the State.
The State is entitled to copies of all subcontracts and assignment
utptjements and shall "not be bound by any provisions contained
in a sub<»ntfnct of an assignment agreement to which it is not a
party.

13. INDEMNIFICATION. Unless otherwise exempted by law,
the Contractor shall indemnify and hold harmless the State, its
officers and employees, from and against any and all claims,
liabilities and costs for any personal injury or property damages,
patcnt.or copyright infringement, or other claims asserted against
the State, its.officcrs or cniployces, which arise out of (or which
may be claimed to arise out oO the acts or omission of the
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epntractor, or'Subcontractori,uncludihg but.noi iiihitccl'.to lhe
negligence, recWcM or the.Stale sliall not

':bc liobliXor^y c05^lhcuiT,cdiby'tlic"Co«trn^
•this-pa^imph 43..N6tWii|i5tandingibc
.ibnlained'shoil be.^ccnh'ci^.^^cpnslitutc a
immunity of the'St^Ci vvlilchjmmunlty i^.Kcniby i^etVcd to the

'State, thj.s covjsmTht^irjrpara^^h l3-.shnli. survive the
termination of this" Agreement.

14. INSURANCE.
14.1 The'Contractor shall, at its sole expense, obtain and
continuously maintain in force,. and shiil! require any
subcorr^ctor or assii^ee to obtain and mpintajn in force, the
fgllpwmginisurancc::^' .
l^;T.-l c6mfneraitd^gcneraJ liabijity'siitsunincc.o^inst,^
orbc^ily.injiuyidetih pfi.propcrty'darni^ln ampiuhis, of not
Tess Mn SjVOpo/OM^per
ofjCxccKton'd'i " I,
0*4 special pause pTj'oss;wvcregC'fbfm^
subjcct't6;Subparo^phi j6.2ihc*rclDj'lh ah^amount'nptilcM th^.*
,8p%'bfiiVwh6Icfcp!aoemeh^
j4';2 'liic pplici^ dfescrlbediln subpor^^ f4'. 1 hcrciij shall .be ■■pn.poiicyforms ah'd^cndpracmcnls approved forvUse.in'the S^qte"''
6f|Iow>JpMRShlrc';by OhclNi^. DepArtmcnt" of-lhsurtm'qei.imd.
mued by .lhsi^rs ilccnwd tn the State of Ncw/K
•,i'4:3;The .Contractor vsh^l .fum .ContTacbng Qffiwr.
idenlifTedMn bl6ck'4\9; or-bjf
insunincc for all ihsurahce-requircd under this Agrwmcnt..
Contmotor shall also furnish'tb thc Contracting Officer Identified,
in block 1.9, or his'or her successor, ccrdficate(s) of insurance
for all rcriewaJ(8) pfi^urflnce rcquircd;undef^is A^c^eh
later than •ten:(rp) days.'pnqr to; the c.xpjration 'date' of each
insurance policy. The certificatcfs)^ of insurance • and siny
rcnc>vais;ihcrc6fshan-bc attaohcd mi'd arcihcpipora^
reference.

15. WORKERS* eOMTENSATlON,
15.1 By signing'thisagrc,cmchi,,thc.C6^^^^
and vrarrnjitisl'hnt (hp Goh^ctor is in compliance with or.excmpf
fipm, the requirements bfN.H. RSA chapter 281-A ("Workers

'CompehsiUion").
■15.2 To tlic.extent the Contractor is siibjcctio the requiixmchts
of T^:H. *RSAi chapter.281-k,''GOrtlhiclor shall maintain, opd"
requifc any Or assignee itp secure andSoiaihtain,

.payment of WoiRCrs' "Cpmpensation iin cPnacction with
•activities Which the person proposes.tq undcrake pursuant tP.lhis
Agrccrhent. Thc'Cohiractor sHail.fliraiBli t^ ContractingOfllccr
identified iii block r,'9, pr.his or her successor, piroofbf Woriccrs'
Compensatipn in the manner described in N.H. RSA •chapter
281.-A and' oilyrapplicablo rcac-WhlCs)' thereof which shall.be
attached and ;ar6" incd.fpbratcd-;hcrcm. by reference. Tlie Stale
shall' uot be .responsible .fof payment of any Workers'
Gompcnsnlion.prcmivtrns or for.any other claim or benefit for
Cbntractpri or any subcontractor or employee of Contractor,
which might arise under applicable Slate of Now Hampshire
Workers' Cpmpcnsaiibn laws in cbrincctibn witli the
performance of the Services under this Agreement.

16. notice; Any notice by a party bcretb to ̂ the^oiher party
shall bc.dcemcd to have been duly delivered or given at flic time
of mailing by ccrtified-nmij, po.singa in a United States
Post Office addressed tp the porti« at the addresses given in
blocks 1.2 and 1.4^ herein.

17; AMENliiyiE^: This;Agrccment maybe^nmehded, waived
pc djschai^l^' OTiy by^^^^ Ij^trumcnt In'writing .sjgncd.'by the:
parties" iicr^lb aHcr apprdval pF'.such Jamcndmchtf

•wiiiver or bischargc.by ihbGpvcmorahd'^^^ of
the State PfNew Hampshire unJcM. n9'^.^pnpy^ b^itq'iiired
•un~dCT'.the.circumslancc3^purauant"tb;Slatc law, ralp'Orpplicy-.

i8...CiiQiG]E.QP'LX'^Xi;»^^ T3»is-A^cment.sba)) •
'be gpvcnicd, rntcfprc]^ (mcl' consb^iccl iln;.aicprtiancc wlthnthc.
lawii of'thc'.Sadc' of and'.iit binding- upon .and
ihurcs'to'lhc benefit of,thcpartics and the

assi'^s.'^ wbfdin>-uwd.^^
clioscn by. tbe'.pWes^tP'dxprc^^^ ,lntynt;'£!hdmo rule
of contetion-shall bcjcpplied against or in fhybr-ofany,party:
'Any •actions'wn'Singroui of.this AgrcemehVsliDll; be'brought and'

• maintained in New'Hafpp)Hirei§UReri^C' 'have
exclusive jurisdiction thereof.

19. CpWElGTlNC TERMS" Th .the of a conflict•betwccmthc'tenns bithis;P^3^ form (as, mc^Jficd in 'milBTr
•■A)^d/or'Rtlachnt'ents£ind :amendmeni;U^ tefmsof the

!P-37 (^.modified m RXHIBJT Ay.shaliicon
20. THIRD FARXtES. The parties hereto do not intend to
benefit any third parties and '.Ihisi. Agreement shall nb| be
construed to confer any such benefit.

21. llEAOfNGS.. The HcadlhfiSfhipughDulih.e Agftemcnt^^
-forvrofcrcncc pufp.6sw ohly. and the words contained therein
shill' in hbvvay'bo bci^ to e'xp^ of aid-iii the

• ihtcrprct8tipn.-con5pTJ.cdbn'pr.mcaning-of the prpvisiohs of this
Agreement.

22. SPECIAL PROVrSiONSi Additional or modifying
provisions.scl forth imthe otlachcd EXIffBR^A are intxirpordled
herein by reference.

•23. SEVERABliji^. ..ln;thecvc«lanyof'thcproyisibhsdfthis
Agreemcni are :hcid by a co.urt ohcomi^tcnt jurisdictidn to be
contrary to any slate or federal law, the rernairiing provisions of
this Agreement will remain IhTull force and cfTccl.

24. EI^I RE agreement. This Agreement, whicli may be
executed In a riumber of countc^arts, cach of winch shail be
doomed on original;, constitutes the eha're agreement and
understanding between the. parties, and supersedes all prior
agreements and understandings with-rcspect to the subject matter
hereof.
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.  STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY

CONTRACT 2020 ,

CALL CENTER SERVICES
EXHIBIT A

i SPE'GIA'I j PRpyXSTONS-

•i)'ebnfmcn't nnd Susnchsion >

GohlractorcertifiesthM^thepnm pafticipimt/ahd'itsprihcipalsilo
- hot prcs6ntlVdebfeU,;s:aspVndei proposed fpr'.abbdmthi^.dedlJ^^ fro'"
'cover^ :tr£i^ctibbs-b^ anyvPedci^i'd^ pr State agency;.. Contractor will informNH Eippipyment
Security of any changw in the status reading this statement.

':Sub-c6ntrn'cting

Cbhtfactor will not'assi^, suBcdntracForLoftcrwise tra^r.any duty otiighdon, or writtcp p^ifpnitiWejrcqq^ by
^tHis Cbntract without the.prioriWntten. ebw of NH Giyiplpyment SecqrUy; Alhsbbcontators ra be listed,on the
bid page of this docunient for pre-approvai.

Rlt;hte tb lBvcntlonS?Mntic:Uhder h Cbhtraci'or A^^^^^

■ Gohlractbragrees'to comply- 46i:/'^iii^ts to Invedtipns^%de;by
N6hprbfitOrgahiwtibn$7ahd S'm.^i4"?>hess Fims'Under Gdyemmeh^^ Coopcralave
A'gree'mVhls/^'ond'anyimplcmbntingf.cguia by-thciawardlng. agency;

CdtanAir Act nnd the Pcdcrni WbterPontTHnh Act fif npnlicnblcl

• Fbr contrticts-in excess of $ 150,006; the CbntTactbr.agrees to comply with alijappiicable^stand^d
:re'gulatibm--issued pursuant Aif Aci'C42 U.S.C. 7401-767 Iq) and. the Federal Watjr-Polluhon
ep.hd-oiAct as atnended QS^.UiS.C; i2'5;i:^,!-387.). Violations must be reported to the Federal awarding agency
and the Regional Office of the Environmental Protection Agency (EPA).

Bvrd Anti-;L6bbv,!ng Amcndmenitnf hnplicnble)

For contracts in excess of $100,000, the Contractor certifies it will not and has not used federal appropriat^
funds to pdy any personibf of^iwilioh for innuencing cr-atterhpting to Influence an officer onemplpyce of
.^y.agchcy; a ihcmberbf Gbti^ or ernplpyec of Congress, or ̂  employee of q mcrnber.pf.qpng^-
in connection with obtaimng any Federal contract, grantor tmy other award covered by-Bl U.S.C. 1352.
Contractor must also disclose any lobbying with non-FederalTunds that .takes place in cOnnecliOD with
obtaining any Federal awardycontract.

Hovls-Bncdh Act (if nnpllcablcY

Davis-Bacon Act and Related Acts, apply to contractors and subcontractors performing on federally
funded/assisted contracts in excess of $2,000 for construction, alteration, or repair (includmg painting and
decorating) of public buildings or public works. Under these Acts, contractors and subcofitractore mu^t pay
laborers and mechahics prevailing wages and fringe benefits for corresponding work on similar projects in the
area as determined by the Department of Labor. When there is no Davis^Bacqn assignfltioni applicable-.Wage
Determination is realized by using the lowest skilled craft above laborer, excluding power equipment rate.

2020 Call Center Services T\LU^
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STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY

CONTRACT 2020

CALL CENTER SERVICES
EXHIBIT A

's^E'^rAi;,pRb^^sI6Ns^.

Gontract.Wbrk Houi'S'and Safctv'Sthndn^ji-Act fifnpplicnbleV

■ For contracts in ex^sibf S 100^000 that'inyolve the empjoyment ofmechanics -or f
■ acTces'to/cbmpiy;with'4^) y;lcV3702'and 3704,-'tis supplemented:byT?eFart^i^^
"GFR to5);-^uVder"40 .■UiS;e: 3702.of.thc Act,-.the ebntrnctbf is fcquired^t^^mechanic;;ah^ labdre/■on, Uie;:bas'is of :a. stand^d
workweek is permissible provided that the worker is compensated at a rate of not
times the basic rate of pay for all hours worked in excess of 40:Hpurs in the workwee^ The
40USC 370'4iareapplicableto-corislruiUidilworkand'prdvi^ thotinoilabon^r-ormech^c required
to work in sur^uhain^ dr:unacr wprkidg conditiohsi^^-aio unsanita^. h^^^
GOVlb-lO AclmowicdL^CTts and CohHhgenC

A. The Contractor acknowledges and agrees that this Contract was entered into following the coronavirus
disease 2019 (COVID-19) outbreak.

B. The Contractor agrees that to the extent the COVID-19 outbreak, or any federal. State or local orders,
regulations, rules, restrictions, or emergency declarations relating to COVTD-19, disrupt delay, or
otherwise impact the Scope of Services to be performed by the Contractor as set forth m this Contract,
any such disruption, delay, or other impact was foreseeable at the time this Contract was entered into by
the Parties and does not excuse the Contractor's performance under this Contract. Subject to the
provisions of this Section, the parties agree to work with each other in good faith to respond to any such
disruprion, delay, or other impact on the services to be delivered under the Contract which may result
from any federal, State or local orders, regulations, rules, restrictions, or emergency declarations relating
to COVID-19. with a goal of fulfilling the terms of the Contract to the greatest extent possible m light of
such developments.

C The Contractor agrees that any such impact, including any disruption to supply chains, workforce
reductions, delays or interruptions in performance, or other effects on businesses, are not the fault of the
State and the ConPactor may not seek damages against the State for any such impacts.

D If the Contractor experiences or anticipates any such COVro-19-related impacts to this Contract, the
■ ConPaetor shall immediately notify the State. In the event of any COVID-19-reiated impact or, anticipated

impact to this ConPact, the State shall have the right tpiemporarily modify; substitute, or decrease the
Services, without the approval of the Governor antf E,Nec"uiiveOouncil. upon.givmg-wntten notice to the
ConPactor. The State's right to modify includes, but is not limited to, the rightto modify service pnonties,
including how and when Services are delivered, and expenditure requirements under this ConPact so as
to achieve compliance therewith, provided such modifications are within the Scope of Services Md cost
limitations of this ConPact. By exercising any of the rights described within this subsecPon, the State
does not waive any of its rights under this Contract.

E. In the event that a modification by the State under this subsection would result in a reduction of Services
that cannot be supplemented during the remaining term of this Contract with either replacement or

2020 Call Center Services WU2.,
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STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY

CONTRACT 2020

CALL CENTER SERVICES
exhibit a

■sPeciA;lprovistons'

substituted services of substantially similar value, the Parties shall submit an amendment to this Contract
with a commensurate reduction in the price, in order to facilitate reconciliation of services performed
under this Contract, the Contractor shall submit weekly reports detailing the following for any service not
ftiliy performed pursuant to the terms of the Contract:

1) The services required to be performed under the terms of this Contract as written,
2) The services actually performed;

3) Any replacement or substituted services performed with reference to the associated unperformed
contracted services.

"Limltntidri ofLlnbilitV-

Subject to applicable laws and regulations, in no event shall Contractor be liable for any consequential, special
indirect, incidental, punitive or exemplary damages and Contractor's liability to the State shall not exceed the
total Contract price set forth in Contract Agreement - P-37, General Provisions, Block 1.8. Notw.thstanAng
the foregoing, this limitation of liability shall not apply to the following contract provisions; Conti^t
Agreement P-37, Section 10, Data Access/ConfidenlialUy/Preservalion; Contract Exhibit B Section 7.7Caafideatiality and Security of laforata,ion: ContractExhibit D, Section l.l, Use
Cotifidentiality. Contract Exhibit D, Section 7.1, State's Data and Property: Contract Exhibit D, SecUon 7 3,
Security Incident or Data Breach Nollficatiorr. Contract Exhibit D. Section 7.4, Computer Access C/sc
Agreement, aud Contract Exhibit D, Section 7.5, Coufldeutial Nature o/DapnrftnenrTiecprrfs which shall not
be so limited and shall remain subject to Contractor's obligations in Contract Agreement P-37, at aragrap
13, Indemnification.

2020 Call Center Services
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STATE OF NEW HAMPSHIRE
I^fEW HAMPSHIRE EMPLOYMENT SECURITY

CONTRACT 2020

CALL CENTER SERVICES
.  EXHTBITB. .

i  .SCOPR'QFjWORR.

1. INTRODUCTION

This Contract is by and between the State oP-H®)'
Employment Security ("State" or "NHES"). and:M>a<IMUSTlealth ,SeiTices, Inc ( hMX.lMHS^or
"Contractor"), having its principal place of business at 1891 Metro Center Drive, Reston, Virginia 20190.
ViOiere^-the^State desires to haye'the CiinbrUator'providc temporary calLcente^^^^
niimber'omVmi^rbymdnt insuraice clmms'beingfiled M'a;'result of^eCOVID-19.^demiCi the parties,
floree as follows:agree as follows:

2. PRICE

Intconsideration:of,the:se«ices to be petdbnhbd by>lX^WUS, the%*^^W
accofdanpewith'the^paymenr^ovisions Specified in E^ibit C; a sum not to.c\ceed.$4,317,395.00, as
y. n y-. 1 ri T3I.%»U 1 <!• Drtrrk T imitBtir«nforth in P-37 General Provisions-Block 1.8: Price Limitation.

To the extent future legislative action by the NH General Court or the Federal gove^ent may have any
impact on the Services described herein, the State rescues the nglu^lo,,modify/Scryicejnonties^an^
expenditure requirements under this Coritract, so as m achieve compliance therewith; in which event the
price limitations for such Service(s) shall be renegotiated.

3. TERM

3.1 Period of Performance3.1 reriOQ oi reriormancc . ^ r

The Contract and all obligations of the parties hcrcunder shall become efTertive ̂ er full exwution
by the parties, an^-the.rcccipf 'btrequired'^vernmedfiil approvals, Including, but not limited to,
.Gbvcriior^trnd EkcoutiVo Counc-ilvof the Ske-ofN^^^
Is r^ulred pursuant to.:Stotc' la\v,>rule.;p,ollcy, or ExccutivevOrder C'Effectivc Date >and-extends.
thrbu^>C'dflte indicated■in.the P.-37 General Provisions - Block 1.7: Completion Date.
The Term shall end on December 31, 2020 and the State shall have the option to expend the term in
ihcrefnenisnot locxcccd three .months in duration thro'ugh* and ihcluding:lune 30>'202!, undpr^c
terrns aifd 'conditions cbntaihed :in the Contract mnd subject to approval by the New HurnpshireGov^or.-ahd Executive,.Gouhcil-uhless no.such-apprbval.1s required pursuant to State-law, rule,-or.
policy.

3.2 Amendment , . -t. j- i u. 'a-
As set forth in P-37.Section 17, .this Contract may be amended, waived or discharged only by an
ihsirumcnt in writing signed by the parties herctoahd only artcr-approva) ofsuch.^endment, waiver
or discliarge.by the Governor and.'Sxecutive.Council' of the State of New Hampshire unless no such
approval is required under the circumstances pursuant to State law, rule or policy.

2020 Col rCcntcr Services
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STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY

CONTRACT 2020

CALL CENTER SERVICES
EXHIBIT B

snOPEOFWQRK

4. TERMINATION

4.1 Either party may terminate this Contract at any fime-if thc.foth'er
obii^Hons under this Contract and such default-remainSiUnrcraedicdTor a pcnod of mdays froni •
the date^of rcceitit of notice ofiefaulfby,the ndn^defaulhng party. Such ^rmmation sha
be. in 'addition .to all .other .nglits.and'Vcmcdies to-which;thesparties.ai^^entitl?d. Evcnts.qf-default
shhU'includci.witiibutriiraita^ material'breach; of^or. fallure^p,perform any.
Warranty or "other obli'gation^ccntained in the Contract and/or failure to perform any other
covenant, term, or condition of the Contract.

4.2 Termination for Convenience . . j- *

Notwithstanding the foregoing, the State may terminate this Contract, at its sole discre ion, for
any reason upon thirty (30) days written notice to MAXIMUS. Upon termi^tion for
convenience, MAXIMUS shall refund any unearned payments made under the Contract to tne
State.

5. TERMSl'j^MFnJITi^
CapitiUlied tcrms-used in,the Contra^ will have the meanings given below.

Contract A binding agreement between the State of New Hampshire,
bcpartmen't of EmpioVmcnt Security and the Contractor.

.Contract Administrator

Cbntr^t Documents Documents that 'cpmprisb this Contract, (ige Ex. B Scope of
Work, Section 6.) . ^ ^ i

Deliverables Any written, software, or non-software deliverable (letter, report,
manual, book, other), provided by the Contractor to the State
under the terms of the Contract. •

Notice of Default A formal written notice declaring that a failure to comply with
the Contact has occurred. • -

Services The work to be performed by the Contractor and Subcontractors
as described in the Contract. ;

State

Subcontractor

.'State of New Hampshire; ̂Department oi t.mpioymuii.oLi,uuiy.

: A person, partnership, or company cohiracted by the Contractor
to perform under the Contract. :

Term The contract period of time.

6. CONTRACT DOCUMENTS

This Contract consists of the following documents ("Contract Documents") in order of precedence:

a. State of New Hampshire Terms and Conditions, General Provisions Form P-37
b. Exhibit A Special Provisions
c. Exhibit B Scope of Work
d. Exhibit C Payment Terms
e. Exhibit D Other Provisions for Call-Center Professional Services

2020 Coll Center Services
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STATE OF NEW HAIVfPSHtRE
NEW HAMPSHIRE EMPLOYMENT SECURITY

CONTRACT 2020

CALL CENTER SERVICES
EXHIBIT B

:.scfy!y5Mw<2M.

f. Exhibit £ Qonndentiai Wure of"Dbpa>tment «
g. The MAXIMUS Health Services, Inc. 'Rrpposal; dated May 28.2020, which is hereafter

incorporated by reference.

7. STATEMENT OF WORK

MAXIMUS shall provide call center support due to the increased number of unemployment insurance cla^
fieihg,filed as a result of.tJic C0VID-I9 pandemic. The work shall be performed for New Hampshire

"-Employment Securlty.ChlHBS) and shall include the following.

7.1 Call Center Implementation

7.1.1 Timeframe: 7-10 day implementation

Contractor will provide as part of the implementation:
•  A telephony and technical infrastructure to support up to 80 Contractor

agents on the phone.
•  A project governance infrastructure including status reporting,

system/productivity reports, operations reports, and other project resources
needed to support activities under this Contract.

•  Recruiting - to include Project Director and Operations Manager finalizing
alignment of staff to roles.

•  ' Training activities,and icontent development sufficient^to support call
resolution, ihcluding :rdv.iew.ihg and nhalizing call scnpte, FA(^ scripts,
orientation and practice calls.

•  Licenses for all component parts of the contractor s operation.
•  Sufficient resources to interact with the State to achieve the stated

timefirames for operation(s).

7 1 2 Contractor shall be responsible for standing up its own call center, utilizing it? wor'k-
fh>m:hoifie. model, to which the Etke wb^d facilitate the connection to the.Statc
network via secure encrypted connection.

System shall provide for relay service as necessary to facilitate communication.

7.2 Staffing

7.2.1 The Contractor shall employ sufficient staff to meet the needs of the eligible
population pursuant to the written approval of the State.

7.2.2 Staffing levels may be amended pursuant to written approval by the State as noted
in 7;2.3.1 below in response to ch^ges in volume of work that impact the
Contractor's ability to meet performance standards.

7.2.3 The Contractor and the State shall evaluate staff productivity, average call length,
and forecasted work volume in determining amendments to staffing levels. Any

2020 Call Center Services
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STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY

CONTRACT 2020

CALL CENTER SERVICES
EXHIBIT B

SCOPE OF WORK

position supporting amendepi staff leyels pursuant tp written;appoval of the-stote
shall be reimbursed in a manner tHafis consistc:nt,with policies for current staff
holding the same or similar positions.

7.2.3.1 The parties shall mutually agree in writing to any changes to staffing levels.
The State shall provide the Contractor a minimum of twenty (-20) calendar
days' notice for any requested increase in staffing levels, and a minimum of
ten (10) calendar days' notice for a requested decrease in staffing levels.

7.3 • Training

7.3.1 State will train Contractor call-center staff in Stme's eligibility and claims
processing requirements. State will iriitiallyitrmh Cbntrac^^^ callTicenter staff on use
ofNHUlS notepad function for documentation of aiid on criteria and processes
for transferring calls to State for fur^er action.' State will provide resource
including training desk aides and video recordings for New Hampshire-specific
unemployment training.

7.3.2 Contractor will coordinate with State training resources and establish a training
advisory team to facilitate training activities between Contractor and State.

7.3.3 Contractor shall commence training on or about June 29,2020 for 80 agents on the
phone. In the event the State requests more than 80 agents on the phone, Contractor
and the State will mutually agree on the new scope to support the extended^ent
request. Contractor will continue iterative training to maintain requested number of
agents as attrition and/or termination actions occur.

7.3.4 Contractor is responsible to provide confidentiality, security, and other training
relevant to support the operation. Contractor shall ensure that any platform used for
training shall meet State security requirements, as set forth in Exhibit D of this
Contract.

7.3.5 State reserves the right to review, observe, or otherwise validate Contractor training
at any time throughout the contract term.

7.3.6 Contractor shall conduct weekly web based meeting with the State to review
additional training needs based upon call center activity and the subject matter of
calls to update knowledge base in order to increase first call resolution,

7.4 Telephone Access, Volume, and Hours of Operation

7.4.1 The call center shall be accessible through a statewide toll-free number that is
provided by, and exclusively owned by NHES.

7.4.2 CbfTtractor will provide live telephone coverage by trained stalT Telephone line
staffing will be adequate to meet or exceed the performance standards to be agreed
by the parties.

2020 Call Center Services
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7.4.3 Contractor's call center shall have the capability to accommodate speech and
hearing-impaired clients at no cost to the individuals. Costs associated with the use
of these lines will be a direct pass through to the State and noted as such in the
invoice. Contractor will provide the State with detail to support the invoiced cost.

7.4.4 Customers in need of language interpretation services shall be handled directly by
the State.

7.4.5 Forecasted volumes to begin in July, at a rate of 17,000 calls per week, decreasing
over the course of the contract period, plateauing at 8,000 calls per week in
December 2020.

7.4.6 Service Hours: roAnAx>ft:oT
MAXIMUS will provide support during the normal business hours oi 8.00 AM bb 1
and 5:00 PM EST Monday through Friday for all non-holidays. During non-businws
hours, the call center shall have a system capable of accepting and providing
instruction to incoming callers regarding call center hours and website availability.
Any other anticipated activities required outside of this window should be
coordinated and agreed upon with the business contact designated in this Statement
of Work. MAXIMUS shall follow NHES's published holiday schedule unless
otherwise directed to remain operational, if needed.

7.5 Customer Service-Tier 1

7.5.1 Contractor shall assist callers, with inquiries and inform indiyidu^s. about
unemprbyment insurance benefits as is appropriate based on •cU^bility and
inforrhation obtained from read-only access to the New Hampshire Unemployment
Insurance System (NHUIS).

7 5 2 Call center staff shall verify a caller's identity for claims assistance by having the
caller provide the following information in the order listed before providing any
confidential information: name, SSN, date of birth and address.

7.5.3 To the extent possibic; this inforrnalioh shali;be provided in an objective, non-biased
fashion that neither favors nof discriifrihates against any claimant or employer.
Contractor CRSs are prohibited from offering personal opinions or experiences about
unemployment insurance eligibility or determinations.

7.5.4 Contractor shall be responsible for:
•  Providing adequate live operator telcphpne coverage

o the use of automated voice -response or automated attendant is
acceptable to supplement live operators during peak periods

•  Answering questions about the status of an individual's unemployment claim
•  Ensuring that data transferred to the State is done so timely in accordance

with State and Federal laws and requirements.

2020 Call Center Services \n1V(2-j
Initial all pages: MAXIMUS's initials^TTJ^ ^ ̂^^4
Datc:!;^ 1^0



STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY

CONTRACT 2020

CALL CENTER SERVICES
exhibit B

SCQPEvOF WORK.

7.5.5 Call center staff shall document calls for claims assistance in the ̂ UIS notepad
function; and will follow designated protocols for referring calls to State for further
action.

7.6 Reporting

7.6.1 After commencement of:operaji6njebht^fpr shall,provide^ ^uiBcicnLfor
NHES;to'makc-infdrmed decisions related up/down in suppprt ofoptnnal call
response levels.

7.6.2 MAXIMUS shall use the Genesys cloud-based contact center solution, wWch
includes a robust reporting tool set, offering access to both real-time and histoncal
reporting.

7.6.3 MAXIMUS shall report daily/weekly/monthly summaries of telephone activity,
Including summary reports that show, at a minimum:

Number of incoming calls and calls transferred to NHES
Average time to answer
Duration of calls during the period
Maximum wait time

Log of complaints received and corresponding actions to respond to each
complaint

•  Lost call abandonment rate

7.6.4 v;/ccklfreports-wilibcduefo the State byMbnday/ot^
tp thc' prbviousiweek. '^ch Week-of operatipn, the parties shajl; reviewperformance
data to determine whether any adjustrriehtS(in,rta,ffihg are needed.

7.6.5 The State reserves the right to request additional or different reporting informatioir^
from the Contractor throughout the term of the contract, on either an ad hoc or regular
basis. Upon request from NHES, MAXIMUS shall provide enhanced reporting.

7.6.6 The format and frequency of these reporting activities may change by mutual
agreement.

7.7 Confidentiality and Security of Information

7.7.1 Customer Service Representatives shall be remote and will access NHES s
mainframe through a secure connection. . . rr^

7 7 2 Contractor will have access to claimants' SSNs and employer tax IDs, earnings
records, and other personally Identifiable information (PIl), such as claimant address
and contacts. The Contractor agrees to comply with the requirements concerning
access to information. .

7.7.3 Contractor must provide their own equipment and connect to State networks via
secure, State-facilitated connections.

2020 Call Center Services
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7.7.4 - ba'ta shall notrcsidc 'on Contractor devices/nor b&jprin^ '
stored or sfiared in^y:way>outsihe of exiting NHES;Systems;'and.must te^
of r^propriateiy and .consistent with fequirenients; for data security and
confidentiality. , t, • • r

7.7.5 MAXIMUS shall follow the requirements set forth in Exhibit D, Other Provisions for
Call Center Services regarding confidentiality.

8. CONTRACT MANAGEMENT

Tlk Contract wilVrcquire,thercodrdWed.cffp^^^^^ Project Team consisfih|.df both.tlto^^^^^
'Stile p&sonhel. -Thfc:GdKti^t6r.5hai'pro^^^^
'the Cqn^ct. The edntractoVshallibc respohsiblefonmanaging-theProje^^^

wJom^shall designate senior staff memWs)''whp.'shiili: bc-r^'gw^kjfor'^ .qpntmctual'
authorization and administration under the Cpntracl. Specifically^ the Contractor shall de^ignat^ a
senior staff member to serve as Project Director,; who'shall berthe primary'^inj^ftoopto^^ wito
NHES. The Project Director must be an employee of the Cpntraptbr/^joMted to Ihis M^^^
Project Director should possess extensive cxperiericc .in the.follpwng benefit eh^b^
customer service/relations, and staff management; The Contractor shall a!so.de3ign.ale p ,^nior;s^^
rhcmbcrtoscrve.asOix^rationsManager.whoshalhbVresponsibl^
.•tfdministratibn^incliidlhg:m*Qn^^ the day^o-4ay^actlvitJCS.Qfthe,CT^ staff sph^plcs
delivefablcs. Cdhfractor'must ilso enipl.py agents that exhibit strong communication skills,
interpersonal skills, and aptitude for understanding complex issues.

Senior Staff members are:

Wayne Day, Project Director
MAXIMUS

John Donohue, Operations Manager
MAXTMUS

Should'a change in'any senior staff member become necessary,.ContrDCtar:must ohtoin State approval
for 'the-iiplaceihent. Contractor shah givdprior notice to thc;Suitc pf any plans to arid.or reduce senior-
staff, which must be approved by the State.

The State shall designate a senior staff mcm,ber(s) tp:rcpre.sent the State on all matters-pertaming to
the contract;'including monitoring Contractor cpnipliance with contract lerms, mpmtormg-ol
Contractor's progress and quajityamprovement initiatives, and resolving issues related to prograni
implementation and operation. This person is:

Pamela Szacik, Director
NHES Employment Services Bureau

2020 Call Center Services "vNkVf^
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8.3 Reference and Background Checks . ̂
The "Contractor'shall conduct criminal back^buhd, checks and not utilize any-sUff, inch di g
subcoritfsctdrvto fiilfiti the obligations, of the contract who .have beet) conytcted of.any^xrKpo^of
dishbhbstyf including but not limited to criininhl'fraud, or otherwise ^
m'isdeiheahbr ofI?nse for which ihoarccrationfbr
Contractor shall promote and maintain awareness'of the impprt/ince of securing the. Stat ..
information among the Contractor's employees and agents.

pfbackgfbdndsc^'nmgi^ contract

9. ROLES AND RESPONSIBILmES

9.1. MAXTMUS Responsibilities: f,,,
■i Provide support activities as described in this Exhibit B, Scope of Work.

9.2. NHES Responsibilities . .
•  ■Notify the Contractor in a.timcly mahnej.df all pertinent'changes m State Rolicy,

,procedures or operational systems that affdcl or depend'upoiv Coi^tf^ctor^^ORCT^^^^
oractivities. The parties agree to workwith each'otherin'good'failh to.re^pon^
any .such pertinent change in State policy, f^cediires or Qpcrahonal sy^^coal bf f^lfillinh the fermi^df the Cbhtract to the-^eatcst extent possible'in h^

■ such changc;inci:uding \vithput.Umltation,hegodatihgadjuslmentsm price, schc^
and other affected terms of the Contract.

•  Provide the Contractor, in a timely manner, with:
o Any information regarding State or Federal regulations, pohcies, or statutes;
o Read.only acc(iss tO;Stalo systems, specifically

capability of-dbciimcnting calls for claims assislance lh theTTH.UIS notepad
function; and'will follow designated protocols for referring calls to State for
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further action. Contractor is responsible for coordinating all training related
to these systems;'

o Traiiiingibased on the Contractor's ipprpved training plarining;
o  .Tcchnipal assistaiice in rwoivihg problems associated with data exchanges

between Contrector ondthV State;
o  informaiion and: oiheraise ;^lst Contractor in respondmg to complex

inquiries from clients regarding State policies;
o The cdl center tollVfrce.riumber
o W'ritten r^tcrials that address-special needs in the appropriate alternative

form8ts;v . , • * *u
o  Iri'fofniation for claimants and potential claimants relative to the:

■  Approval of all call .scripts
-  Approval of all Outreach and Education activities not undertaken
' directlyiby ti.ic'DCparlrhent; ,

■  Eli^bility dcterminatibh/exemptjpn Slid exclusions processing;
O Any toffilfill the

duties required by this Contract.

10. ASSUMPTIONS

10.1 The Scope of Work was produced with the following assumptions taken into consideration.
•  All work will becompletedremotely. . ... . . ^ i -
•  riie StatC'wili provide-adequate.access tolhe-appropriatc systems-^and tcchnplpgy

cohipdncnts tO'enabie M^IMUSlb pcffomi any ncccssary support work:
•  The^SfeWwili beavailablc-to provide any necessary suppprt.
•  'The, State 'willi proyide: appropriate expertise .Tor the- ;irnplcm'entatibn and

;developmcnt of the call center. .. • o
•. MAXiMUS;wiil only proyide support during the hours designated withm this Scope

of Work.

2020 Call Center Services
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1. PAYMENT PROVISIONS
All charges by MAXTMUS under this Contract shall be at a fixed price in accordance with the
schedules set forth in Table 1 below.

The maximum dollar amount.payable under this contract is not intended^^ any forin of
amount. The Gontractor\wili:bc. paid for prod.ucts acti^Jiy delivered ofPerfome^ through De^m
31,2020 as"s!>ecifjei;in.Exhibit B. up to the maximum'allownbte.amount^ecificd.m the P-37 General
Provisions —'Block 1.8: Price Limitation.

2.

3.

FIXED PRICE PAYMENT SCHEDULE

Table 1: Payment Schedule:

0 u n

'■ Call Center Six (6) Months Remote Support - One Time ^
JmpIemcfitatibnOosts

$223,427.00'

• Monthly fees b^ed on call volumes:
.rS8:'529.10-Der.:aEcrit)'x (80 agents) X 6 months

^  $4,093,968.00

-  Total Cost ■■S4317;39S.OO.

2.1 One Time Implementation Costs: Once Contractor's call-center is operational,
answering:rivc'telcphoric calls, Cdritractor may.submit.-.a single Invoioe-'For all

A/%«.iVin iK#. nmftimt nht to excfed 5223.427:00. The Partiw agr'

2.2

2.3

defined as
set up andanswering; live leicpnoiiu uujia, s-wuuawkvi —-o;- - _

iinpicmehtafibn cpsis'-in.Uie amount not to exceed 5223,427:00. The Parties agree that this
amount'shalljip full and^bomplete compcrisalion to the Contractor for its implementation of
the call-center. ,

OnEoine call-center ^rvices: Once Cpntractof's (rail center is operatibirali defined _as,answermg live telephone colls, Cbritractpr shall be.paid at t'he;raicoT;S8,529.10 per mbnthfor
each Contractor CSR. The Parties agree that thls'rate shall befpll and complete compensation
to Contractor for its ongoing call center operation and services. Contractor may submit
invoices monthly in arrears in an amount prorated daily according to the number of Contractor
agents required to perform services during the invoice period.
Notwithstanding any other provision of this Contract, in no event shall the total payment made
by the Stale exceed $4,317,395.00. The State will not be responsible for any travel or out of
pocket expenses incurred in the performance of the Services performed under this Contract.

PAYMENTS
The State shall pay MAXIMUS within thirty (30) calendar days of the State's receipt of a correct and
undisputed itemized invoice.

Itemized invoices shall include the following:

2020 Cal I Center Services
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• Dates covered by the inyoice;
• Briefdescription of work performed;
• Number of agents included; and
•• Rates being charged.

All invoices shall be sent to:

Jill Revels

Business Administrator

State of New Hampshire Department of Employment Secunty
Fiscal Management Section
45 South Fruit Street
Concord, NH 03301-4857
Phone: 603-229-4449

Fax: 603-229-4346
Email: JilirD.Revelsi^hes.nh.gQV

2020 Call Center.Services
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OTJIER-PFIQVISIONS-^FOR CALU^CENTER'^PROFESSIONAL SERVIGES

1. CONFIDENTTALTTY

1.1 USE OF STATE'S INFORMATION AND CONFIDENTIALITY
ln pciforining,ifs obligatioiis under:tKe^G6ntract,.Cbnti-actor.in
•ipdsse'ssed .and Usddrby^NHES. ihnhc p.crfQrmrince.of i^; starttory duties (the Gonfii,
.ihfofmaiipTi*^ this/Gonfidchtial-Infoniiaiion includes, without limitation, infoi^ion
•'excmRlpdi-ftom public disclosure under RSA 91-A:6 and information which the Department
.isirequVrcd.to mbihtain as'Confidential pursuant 6p'll$A 282rA:il8,120, and 12l;-42'0jS.C. -
'§ 503(a)(lj; and 20 C.F.R. Part 603.

.•'Gbhtmctor shall not use the Gbhtidentiaijnforrnation except as ditoj'xdrine^ca to^and
•nbcwsfti^- for Contractor's perfomiarfcb under the Contract. unless otherwisc pcrinittcd under-
the Contract.

Contractor Agrees:

.  To restrict access to the Confidential Information to only those authorized employees
who need it to perform their duties in connection with the intended uses within the
confines of this Contract and only during agreed upon call center operating hours;

■  To store the Confidential Information in an area that is physically safe from accep
by unauthorized persons during duty hours as well as non-duty hours or when not in
use;

•  niiat if'will not ̂ disclose to any-individufil or organization nor duplicate any
informaUon received-pursuant to this-Cdnlfact^ except'^ expressly permitted by N.H.
RSA282-A: 118, 119, 121, and 159, H.

•  To advise all personnel who will have access to the Confidential Information of its
confidential haiure,^the safeguards-required to. protcct it, and the civil and'cnminal
sanctions for'non-cbmpHance contained in the applicable Federal and State statutes;

•  That Contractor's personnel who will have access to the Cot^dcntial Infbiroation
shall be knowledgeable of all confidentiality provisions. Including: RSAGhaptcr 91-
A, mcludirig,without limitation, RSA 91-A:6; RSA 2.82rA:118, 120, and 121.; 42
U.S.C. § 503(a)(1); and 20 C.F.R. Part 603;

•  That ebhtractor'wjli, within thirty (30) days of the effective date of this Contract and-
before any information is shared, provide to NHBS a statement attpstrngi that all
.personnel'having access to informatlpn provided byNHES have been advised .of the
confidentiality requirements of this Contract;

■  That Contractor will, prior to any sharing of information, provide NHES a list of all
officers and employees,'by position, who will have the authority to request, rccciye,
and obtain information from NHES and shall update NILES' list: (a) monthly; (b)
whenever an individual identified in such list leaves the employ of the Contractor or

2020 Gall Ccntcfr Services
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otherwise ceases to have such authority: and (c) prior to granting such authority to
any individual not already included in the list provided to NHES.

-  That Contractor shall report to the other in writing, promptly and fully, any suspected
or actual violation of the confidentiality requirements of this Contract.

Any disclosure of the State's Confidential Infomation shall require the pjior written approval
df tHe.State. MAXih^S sliall irhiheiiutely notify;tii?'S^

MAXIMyS'shall dpbpcmte^-with .the Stato in:any.,effort it .undertakes to:contcst the request;
subpoena, or other'leg^ process, at'no addition^ cost to the State.

In the event of the unauthorized use or disclosure of the State's Confidential ̂ formation,
MAXIMUS shall immediately notify the State, and the State shall immedi^ely be entitled to
pursue any remedy at law or in equity, including, but not limited to injunctive relief.

Confidential Data as designated by the State shall hot reside on Contractor devices, nor be
printed out fdrrany-ouifo^pytef^thah•immediate processing hor storediofaK^d'inr^y way
outside .'ofdxisfinigNHES systcnis/and must be disposed of appropiliately and consistent with
requirements for data security and confidentiality.

Contractor must provide their own equipment and connect to the State's network via secure,
State-facilitated connections.

1.2 CONTRACTOR CONFIDENTUL INFORMATION

Insofar as MAXTMUS seeks-to"- mainfein the coqfidentmiity pf'ifi cqnfidenli^'oriproprietary
iafomiatibn. MAXiMOS .rhust clearly identify In ..writing all .inforrhation: it claims tp^be.
confidentiai or proprietary. ■Notwithslandi,ng,.ttie^forcg^
Contractor considcrsftftdir Dbcunienlatioit lo be Gbhfidcntiai Information. M/^rtviUS
acknowledges that the.State is subject to State and federal laws governing disclosure of
information'Ihcludingi but not liniitec!ito,.RSA Chapter 9'1-A. The State shall maintam the
cbn'fideritiality pf (he .idcritified' cbnTldcnljai or propnetary -information Jasof^ as .U Iscbnsi4e.nt,wrth.applicable State and; federal laws or reflations; including but not limited to,
RSA Chapter 91-A.

In the event the State receives a request for the information identified by MAXIMS ^
cohfidcritiat or proprietary; the Stale shall- notify MAXIMUS
will 'he releasing the requested Infonnafion. At the rcquc.st of the Staf MAvHMUS shall
cooperate and assist the State with the collection and review of MAXIMUS's information, at
no additional expense.16 the State. Any effort to prohibit or enjoin .the releasc-of the
information shall be MAXIMUS's sole resporisibility and at MAXI^^S s splc expense. If
MAXiMUS fails to obtain a court order enjoining the disclosure, tiie State shall rcle^cthe
information on thc.date specified In the State's notice lo 'MAXfMUS, without any l.abiUty on
the part of the State to MAXIMUS.

1.3 This section shall survive the termination of the Contract.
2020 Call Center Services VnV-VI^
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FORCE MAJEURE

^jeither-MAXiWUS: nor„lhe Sjatc, shall' resppnslbje for delays or failures ip pcrfprmance
fesulUhBTrbni'cvenls beyond the .cpnirol of such:^parly and Vithout- feulf or ncgh^nce of, such
ohrty - Such'evcnts,shairinclude;' bui"not-bc limited to,-acts of Cod, strikes;.lockouts, riots and

of Govern,!^ fire, 'power .fai[ures.-.nu.clcar. accidents, earthquakes/and
unusually severe weather.

INTERNAL ESCALATION PROCEDURE FOR DISPUTES

Prior to the filing of any formal proceedings with.respect tp :a.disputc:(p^bM
iniunctive relief with respect to intellectual property"ri^ts),<tlie pqrty belieying Itself (the
"Invoking Party") shall call for progressive managemVrit;involycmont .injthc dilute
written notice to the other party. Such notice shall,be without prejudicc tb the Invoking E^ty s right
to any other remedy permitted by this Contract

The parties-.shail use'all reasoiialjlc efforts to arrange pefsQnaKmeetings:pn;^or:tclei3]ip^
as needed, :at'!mutually convenient itirnes and places;: bclWwn ncgotiatprs fpr Uie p^es .a^
foilowihg successive fnanagem^enf le.i^Is,, each ofwhich rshali have a period of dlotl.ed time as
specined lieipw in which to attempt tp.rcsialve the dispute;
Dispute Resolution Responsibility and Schedule Table

Level MAXIMUS ThcStnte

!•

'GiimTilative:nllottctl :

time.

First JohnDonohue . Pamela Szacik !5 BusinessDays

.Second . Wavne Day Richard Lavers i'lO Business'days-

•Third < 'Kenneth Fisher ' George Cbpadis ! 15 Business Days

The aUotted time for tHe first level neguUalioris shall begirfbn the dato.thc Ihvoking'Pai^s notipe is
receiyed'byithe other party.. SubscqucnValloUed time is'days fromthe date that .the original .Invotang
Party's notice is received by the other party.

4. ASSIGNMENT, DELEGATION and SUBCONTRACTS

MAXIMUS shall not assign, delegate or otherwise transfer any of its interest;, rights or dutics unde.r
the Contract without the prior written consent of the State. Such consent shall not be u.nreasonably
withheld. Any attempted transfer, assignment, delegation; or other transfer made without^ the State s
prior written consent shall be null and void, and may constitute on event of default at the sole
discretion of the State.

MAXIMUS shall remain wholly responsible for performance of the entire Contract regardless, of
•whether assignees, delegates, 'Subco.iUractors or other transferees ('-'Assigns") are used, imless
otherwise, agreed to in writing by the State and the Assigns fully assumes in writmgianv and all
.obligations and- liabilities under the Contract from -the Effective Dale. -In the absence of a \vritten
assumption of full obligalions and liabilities of the Contract, any permitted assignment, delegation,
sukontraci or other transfer shall neither relieve MAXIMUS of any of'its obligations under Uic
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Contract nor affect any remedies available to the
event of default of the provisions of the Contract. The;Sl:atc shall consider i^A^MUS to be sole
point of contact with regard to all contractual matters, including payment of any and all charges
resulting from the Contract.

5, the CONTRACTOR'S RELATION TO THE STATE

Intheperfbrmahce of tiieContmct. MAXliwUS:is inailTCspecb antocnjlent
is neither ;an a£ent nor an:empl<jyce of .the, State. Neither MAX^S,mor any^pf
employees, agents, or members shall have authority to bind the State or receive any benefits,
worker's compensation or other emoluments provided by the State to its employees.

6. WARRANTY

MAXIMUS warrants that the Services and Deliverables furnished ^
.infringe.ariy patent, copyright:iracle-s^ other intellectual prope^ rights.
^Cs'to:dcfchdand;indcmbi$^^^^^ harmless the Statpjin the event of any .such infringement
claim against the State.

7r. INTELLECTUAL PROPERTY

7.1. State's Data and Property

purpose unocr uu.:> vuauovsai.tu. WWV4.W .«.y T--- - - •. —.

.state upon demand or upon tcrr^ilnation of this Gdntracffor any reason. TheiContmctpr.sholl
not access State user accounts or State data, except:

•  in the course of Data center operations during designated hours of
X  operation;

"  as required by the express terms of this Contract; or

■  at the State's written request.

7.2 Contractor's Materials

■Subject to, the provisions of this Go.ntrMt, the Contractor may develop for itself, or for
others materials that arc competitive wifli, or similar to, the Deliverables. In accordance
with the provision'df ihis. Contract, the Contractor shall not distnbute any products
containing or disclose any State Confidential Information. The Contracter shall be free
■to use its gencral'knowlcdgc, skiMs.and experience, and any ideas, concepts, know-how
■and techniques that ore acquired or used in the course of its performance under this
Contract, provided thai such is not obtained as the result of the deliberate memorization
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exhibitD , . ..

of the State Confidential Information by the Contractor employees or third party
consultants engaged by the Contractor.

hcreimcannot inciudeinforraatioppr',recofds ntitsubjectto
Hampshire feA'Chapter ST-Aj inpiudesi.btit
jdcbrdf ofgrand juniesand petitlCriesj.ripcordsipf marole and pardon boards,.persopa
whool--iwonls/oT''puj>tls;'Trec6rds;pcto personnel; practice?,
in>ofmation,.te5t:questipnsJ=&ing^
licehiirtg^^x£UhindUon. 'exa^ employment,, or acadernm examin^^^?^
Mrsoniteimdaical,-;^^ library-use, video'.t^ sale or rental, and other files
cdrttninifVg pcrsbnaliyddcntlfia^ that is private m nature.

7.3 Security Incident or Data Breach Notificatton

7.3.1 Definitions:

"Data Breach" means the unauthorized access by a non-authorized person/s that
results in the use, disclosure or theft of a Stat's unencrypted non-public data.

"Security^ Incidcnr ,means'the potentialTy. uriauthprized access by nonrauthon^d
persons to,persbriai:d£ta ornon-public data the Contractor believes could reasonably
result in the use, disclosure or theft of a State's unencrypted personal data or non-
public data within the possession or control of the Contractor. A secunty incident
may or may not turn into a data breach.

7.3.2 The Contractor shall inform the State of any security Incident or data breach in
accordance with NH RSA 359-C.

tneiaent ResDohsc: the'Contraclor may riffid to .eoinmuniome with outsiqe'ptfliw
remrding a-.sccurity incident, which may" include- contacting law enforcement,
fielding media-inquiries and seeking external expertise as mutually
defineij by law of'cp'ntained In ihc^contracl. Discussing security, tricidehte. with.'^c
State-should be-handled^ on an urgent'i^-needed basis, as part of the eontraclor
cprrtmunication and-mitigation processes as mutually agreed'up.on,,defined by law or
contained in the contract.

7 3 4 .<ftcuritv Incident Renoriihir -ReouirehVents: the Contractor shall report a security
ihcidchfto the appropri^e .State -identified contact immediately upon learning of any
such breach.

73 5 Reporting R'eauiremcnts: If the Contractor has actual Imowledge of a
confirmed data" breach that affects the security. oF.any State Data that is .'lubjcct to
applicable-data breach notification law, the Goritractbr s.hall: .(l)rP'"OtTipdy noh'fy t"®
aopropriatc State identified contact within 24 hours or sooner, unless shorter time is
required by applicable law, and (2) take commercially reasonable measures to address
the data breach In a timely manner.

7.3.3.
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EXHIBIT D ,

HTirrAPROyTSTftNSKOR'nM-'l-CT

7.4 Computer Access and Use Agreement

MAXIMUS must require all of its employees assigned to this Project to sign a
"Computer Access and Use Agreement," as set forth below:

Computer Access and Use Agreement ^

PLEASE READ THIS AGREEMENT CAREFULLY.
rNFORMATION ABOUT THE DUTIES YOU MUST ̂^^DERTA^ ANDTHEI^^
must adhere TO ONCE YOU ARE GRANTED ACCESS TO USE THE STATE O
HAMPSHIRE'S COMPUTER FACILITIES.

1. Computer Use

In consideration for receiving access to and use of the
licen^ ̂6r;devclbpcd^so^^wa^Cv.sp maintmned or operated by ̂ony.of the SMp

■entities; systcmS,^uij^enVpocuMyion,-;WfoTO^^^ reports, orjdmrof any kind-(hereinafter "Information"). User understands and agrees to the following rules.
•  That numerous security and'privacy. r^Mions,^^;5tafeand fedpi^ apply^fp,

client-fed" business inforrhation contained-in .all State 'of New Hampshire's'
information.system's. This includes ^New Harapshaji-Bmplp^ent
■eiiaBlingiaw.;RSA 282-A, which ln Section 118,-,p.rpvidesfor.thc confidentiality
bf its records for the protection of claimants and employers served by the agency
as follows:

o  "Information'. . . obtained'from any-individual, clnimahtor employing
unit pursuant to the/a'dmirilstraiibn of this xhppter "shall be held
confidential and shall Jiot be.pui)lls'hCd or open to public mspecUon manyimtocr revealing the individual's or employing unit s identity
except [&s otherwise provided by law]."

.i- Every Authorized User has the responsibility to assure the P^tecti^ of
Infomiation from unaulhorizcd access, nfiisusc, theft, damage, destruction,
modification, or disclosure.

That, any person or any use not ■specifically known by the User m being
authorized to access or use InformaUon sh^l be promptly reported to the
appropriate supervisor.

.  That irifonnatioh'shall be iiscd solely for conducting official State.business, and
ali'dthcr use or access is strictly forbidden including, but not limited to. personal,
or other private and non-State use.

.  That at no time shall User access or attempt to access any information without
having the express authority to do so.

2020 Call Center Services
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OTHEUPROVISrQNS FOR CALL CENTERPROFP:SSiQNAUSERVICES

.  That at no time shall User access or attempt to access any information in a
manner inconsistent with the approved policies, procedures, and/or agreements
relating to system entry/access.

•  That'aii software.liccnsed'; dev'eippccli.of ibemg evaluated the State ̂ nbt'be;
•copied, shartjdi'distributed, sub^Iice.nsed, iiipdifieii, revcr^^cngi^re^
or sbli.ancl.that at 'tilitim.es User must-use utmost.ctuT5;^o protect,and keep such
software ^rtiy confidential in accordance with the license or any other
Agreement executed by the State.

•  That only equipment or software owned, licensed, or being evaluated by the
State, can be used by User. Personal software (including but not limited to
palmtop sync software) shall not be installed on any equipment.

•  That at no time shall User's conftdential computer passwordCs) or premises
access card be shared with or used by any other person.

•  That at no time shall User share or use another person's confidential computer
password(s) or premises access card.

.  That at no time shall User leave a workstation without first ensuring that the
workstation is properly secured from unauthorized access.

■ • That User must report any and all violations of this Agreement to the appropriate
supervisor promptly upon learning of such violation.

•  Thofi^F User.is found tobe in violation dfany of the a^.vc-stated-i^I.es, thq-User
may face.remoyii frprn-fhc.State contract, ̂ d/or criminnl 'or civil pr.osccimoA
ifthe constitutes U'vidlotlpn of law. This includes RSA.282-A:121, which-
states:

o  "Any employee of the department of emplpymcnt rsecurily,- meniper of
an appeal tribunal, or- any individual, corporation, a^ocialion;
partnership or other typefof qrgani^tiohv >vHb laiyfully ob^ips.'or sees
records, reports or inforrhation obtained in administration of this chapter
who'violates any provision of this subdivision shall be guilty of a
misdemeanor."

•  Thai from time'to time circ.unistanccs may require that ,this AgreOTcnt be
modified by thb State to reflect any ch^ges in.proccdure or policy. The User
will be'notified in writihg'of any changes and will be required.to adhere to such
changes.

•  Thai the User acknowledges that he or she has read, fully undcretands, and agrees
to abide by each of the above-stated rules as a condition of being granted access
to use Information.

2020 Call Center Services
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OTHER.PROVISIONS.F^^ CAI 'I: CENTER'PROFESSTONAL SERVICES

7.5 Confidential Nature of Department Records

MA^lj^;OS-in"ust also require all of Ibxmpjbj^ees,assigned tathis Project to sign an
Agreement cajjtioned "Confidential "Nature of Department Records," attached hcrcto.as
ExhibitE. !

7.6 This Section 7 of Exhibit D shall survive termination of the Contract.
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EXHIBIT E „
':cbNTOf)ENtlANATaiH5.0FHEPARTMF.N^^

State ofNew Hampshire
New Hampshire Employment Security

GOffinHENTIALNAtTOEOFHEFARTME

'Hampshire Employmcpt Seciirity^.s cnabiing, law ^^A-28?-A) provides; ibT the
'dohfid'cn'tiali^ of itsT.ecprdsTor the protecliontif dairaaiit's and crhpld^^ hgency
as follows:

282-A:118 - Reports or Statement; ConfidentihUly. "Tnforriiadpn .. ..•obtdine^ .frora any .iridividunl,
claimant or employing unit pursuant to the admihistralibn.of this cKapfer'sljia'll be held cppfidential
and shall not be published or open to public inspection in any manner revealing the individual's or
employing unit's identity except [as otherwise provided by law]."

282-A: 121 - Penalty. "Any employee of the department of employment security, member of ̂  appeal
tribunal, or.khVrihdividual.-cbrb'6rario'n: us^6'c riartnerriiio' or otheptypejof Qrgant^tigQ,, who
lawfully obtains or sees records, reports or information obtained in administration of tWs chapter who
violates any provision of this subdivision shall be guilty of a misdemeanor." (emphasis added)

All information that comes into your possession or knowledge in the course of your work for the Department,
which in any manner does or could reveal the identity of an employing unit or claimant or any person upon
whom the Law bears, is completely confidential subject to the few exceptions provided in the statute.

Giving any mfonnatibhr learned in your wor.k about employers, claimants-, job seekei^j etceter^ to anyone is
prohibited'. You Cannot access or use, any.lnrormaddn reg^ding employees vvhp .become-claimonte or

, employers'whu'^-e defcnding^claims at-NT-lEiS. You-cannot even acknowledge that any particular employer
is subject to the Law.

ft should lie understood, without any reservation, thai unless yoii liave been-siy^cificalty,authorized jo release
confidential inforrhalioii, you arc-prp®bifed from-doing^so. All r^nc^-for f• Pepartmept
cmpioycc'^s reqticstTor Ihformatibn unless you knowtlmt his or her^jbb involves such,:shouId.be referred-to
your Department contact.

I certify that ormiVS^ I read the above and understand that a violation is sufficient cause
for imracdiat^nccllation of the contract, or agreement. I also understand that violation of Section 118 as
stated above may cause me to be prosecuted criminally as provided In Section 121.

T)\ I ctl I^AZJ
Priri^ Name Signature f J fa
2020 Call Center Services
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