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"Were working to keep New Harmpshire working”

GEORGE N. COPADIS, COMMISSIONER

RicHARD J. LAVERS, Depury COMMISSIONER

March 24, 2021

His Excellency, Governor Christopher T. Sununu
State House
Concord, NH 03301

REQUESTED ACTION UNDER RSA 21-P:43; RSA 4:45; RSA 4:47; 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, 2020-24,
2020-25, 2021-01, 2021-02, AND 2021-04.

Authorize New Hampshire Employment Security (“NHES”) to enter into a Sole Source Contract
Amendment with Maximus Health Services, Inc. Reston, VA, (“Maximus” or “Vendor”) increasing the
contract amount by $2,153,363.16 from $6,401,879.00 to $8,555,242.16 and extending the current
completion date from March 31, 2021 to June 30, 2021. 100% Other funds.

The original contract was approved by the Governor on July 1, 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 21-P:43; RSA 4:45; and RSA 4:47 and presented to the Governor and Executive Council
as Informational Item #W on November 18, 2020. Amendment #2 was approved by the Governor on
December 30, 2020 pursuant to RSA 21-P:43; RSA 4:45; and RSA 4:47 and presented to the Governor
and Executive Council as Informational Item #S on January 22, 2021.

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 DEPT OF EMPLOYMENT SECURITY SFY 2021

10-02700-80400000-102-500731 Contracts for Progrom Services $2,053,363.16

10-02700-80410000-102-500731 Contracts for Program Services $IO0,000..OO
EXPLANATION

This is a Sole Source contract amendment with Maximus to facilitate 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 compensation hotline.

As we continue to serve an unprecedented number of claimants using the unemployment compensation
system during the extended pandemic period, we must continue to ensure that we have a telephone system
that is best equipped to handle the ongoing high volume of calls, with Call Center staffing sufficient for

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 disabilities.

Fax: (603) 228-4080 TDD/TTY Access: Relay NH 1-800-735-2964 Web site: www.nhes.nh.gov
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continued elevated workloads. Thus far during the pandemic, the unemployment hotline has received
over 937,000 calls. This amendment allows for an additional three months of Call Center services which
reduces the burden on agency staffing resources and enhances 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, ,
- /
frmhle
el
seorge N. Copadis
Commissioner

Attachments

I hereby approve this request pursuant to RSA 4:45, RSA 21-P:43, and Section 4 of 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, 2020-24, 2020-25, 2021-01, 2021-02, and 2021-04 and
suspend the Manual of Procedures 150 V. B. 1. requirement.

March 30, 2021 CQ:A/C,—\_X,.W‘,

Date Name: Governor Christopher T. Sununu




STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY
UNEMPLOYMENT HOTLINE CENTER SUPPORT CONTRACT

CONTRACT AMENDMENT #3

WHEREAS, in accordance with an Agreement approved by Governor Sununu on
July 1, 2020 pursuant to RSA 4:45, RSA 21-P:43 and presented as an informational
item at the Governor and Council meeting held on August 5, 2020, Informational ltem
#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 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 writing 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 (Information ltem #W), to utilize telephone
architecture providing more efficient and direct call mapping to deal with 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;

WHEREAS, the Agreement was further modified by Contract Amendment #2
dated December 22, 2020, and presented as an informational item at the Governor and
Council meeting held on January 22, 2021 (Information Item #S), to reflect a change in
the Vendor’s entity name to Maximus US Services, Inc., to extend the completion date
of the contract from December 31, 2020 to March 31, 2021, and to increase the amount
of the contract by $2,054,484.00 from $4,347,395.00 to $6,401,879.00;

WHEREAS, in light of the 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 937,000 calls since March 17, 2020, when
access to unemployment benefits was expanded, first by Governor Sununu and then
through implementation of the federal CARES Act programs, Lost Wages Assistance
program, and Continued Assistance for Unemployed Workers Act of 2020, 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 $2,153,363.16, increasing the Agreement total from $6,401,879.00 to
a new total of $8,555,242.16 through the amended completion date.
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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:

1. Amend Section 1.7 of the Agreement P-37 Form by extending the Completion
Date from March 31, 2021 to June 30, 2021.

2. Amend Section 1.8 of the Agreement P-37 Form by increasing the Price Limitation
from $6,401,879.00 to $8,555,242.16.

3. Amend the first paragraph of Exhibit B, Scope of Work, Section 2 to read:

“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 $8,555,242.16, as set forth in
P-37 General Provisions - Block 1.8: Price Limitation.”

4. Amend the second paragraph of Exhibit B, Scope of Work, Section 3.1 to read:

“The Term shall end on June 30, 2021 under the terms and conditions
contained in the Contract.

5. Amend Exhibit B, Scope of Work, Section 7.5 by adding a new Section
7.5.7 as follows:

“Provide additional Call Center support as needed in connection with the
COVID-19 pandemic, retroactive to March 1, 2021.”

6. Amend Exhibit C, Payment Schedule, Section 1 to read 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 June 30, 2021, as
specified in Exhibit B, up to the maximum allowable amount specified in
the P-37 General Provisions — Block 1.8 Price Limitation.”

Initial all pages.__ {4
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7. Amend Exhibit C, Payment Schedule, Section 2, to read:

Table 1: Payment Schedule:
Deliverables Payment Amount
Call Center Remote Support — One $223,427.00
Time Implementation Costs
Monthly fees based on call volumes: $8,187,936.00
($8,529.10 per agent) x (80 agents) x
12 months
Fixed Cost for IVR Development — $18,362.52
One Time Cost
Estimated usage cost per month $25,516.64
($0.013 per minute cost for IVR)
Not to exceed budgeted cost for $100,000.00
additional Call Center Support in
connection with the COVID-19
pandemic (rate of $67.85 per hour
worked for Maximus overtime)
Total Cost $8,555,242.16

8. Amend Exhibit C, Payment Schedule, Section 2.3 to read as follows:

“Notwithstanding any other provisions of this Contract, in no event shall the total
payment made by the State exceed $8,555,242.16. 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.”

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

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

Dyag H. Blogmberg
Maximus US Services, Inc.

Vil 4 %@de?j oate. 3] 22]2.C2
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State of New Hampshire

1

" on F
Q/ﬁ iia ) t\f\/ }i/i\/ Date: 3 ;) "L\j t) Gf}' " }

GeorTge N. Copadis, Commissioner '
Department of Employment Security

Approved by the Attorney General as to form, substance, and execution

/s/ Stacie M. Moeser Date: March 25,2021

State of New Hampshire
Department of Justice

Governor Approval

Date:

Initial all pages '
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CERTIFICATE OF AUTHORITY

rpm*anon LLC cannat be ccontracksignatory)

(Name of the elécted Officer of the G

1. 1'am a duly elected Clerk/Secretary/Officerof ___

2. The following i
heldon_

Rev: 09/23149



State of New Hampshire
Department of State

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.

Do o

William M. Gardner

Secretary of State
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CERTIFICATE OF LIABILITY INSURANCE

DATE(MM/DD/YYYY)
12/16/2020

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.

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).

PRODUCER

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

CONTACT
NAME:

Holder Identifier : ABDEFGIJLMNO

PHONE FAX
. . . (866) 283-7122 800) 363-0105
Aon Risk Services Central, Inc. (A/C. No. Exy): (866) (AIC. NoJ: (800
Chicago IL office E-MAIL
200 East Randolph ADDRESS:
Chicago IL 60601 USA
INSURER(S) AFFORDING COVERAGE NAIC #
INSURED INSURER A: Zurich American Ins Co 16535
MAXIMUS Services, LLC INSURER B: American zurich Ins Co 40142
1891 Metro Center Drive -
Reston VA 20190 USA INSURER C: XL Specialty Insurance Co 37885
INSURER D: National Union Fire Ins Co of Pittsburgh |19445
INSURER E:
INSURER F:

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

Tﬂ%‘ TYPE OF INSURANCE ‘f‘,'j"s'% %VU\FL',* POLICY NUMBER (,\Fjﬂ}[-',%‘,{yﬁf, hpnﬁ}'&%‘,'ﬁfﬁ,) LIMITS
A | x | COMMERCIAL GENERAL LIABILITY GL0509621805 05/01/2020]05/01/2021 EACH OCCURRENGE $2,000,000
DAMAGE TO RENTED
| CLAIMS-MADE OCCUR PREMISES (Ea occurrence) $2,000,000
MED EXP (Any one person) $10,000
PERSONAL & ADV INJURY $2,000,000| §
— o
| GEN'L AGGREGATE LIMIT APPLIES PER: GENERAL AGGREGATE $4,000,000(
L POLICY JPEST' |:| LOC PRODUCTS - COMP/OP AGG $4,000,000 %
OTHER: R
A | AUTOMOBILE LIABILITY BAP 5096219 05 05/01/2020(05/01/2021| COMBINED SINGLE LIMIT $2.000,000 0
Ea accident) 4 4 .
X | ANYAUTO BODILY INJURY ( Per person) 2
| oOWNED SA(EJ’::%%ULED BODILY INJURY (Per accident) %
— AUTOS ONLY
HIRED AUTOS NON-OWNED (PPF;?:;?(EEAMAGE L
| ONLY AUTOS ONLY £
B
)
C | x | uMBRELLALIAB | X | occur US00075267L120A 05/01/2020[05/01/2021[EACH OCCURRENCE $10, 000,000 ©
|| Excess LB || cLAMS-mADE AGGREGATE $10,000,000
DED| X |RETENTION $10,000
B | WORKERS COMPENSATION AND wC509621605 05/01/2020[{05/01/2021 X | PER STATUTE | |OTH»
EMPLOYERS' LIABILITY Y/N Deductible $350,000 ER
A | orFiceanemsER exolupepr | N][nra|  |We509621705 05/01/2020|05/01/2021 |- EACHACCIDENT 38,000,000
(Mandatory in NH) wisconsin E.L. DISEASE-EA EMPLOYEE $1,000,000
If yes, describe under
DESCRIPTION OF OPERATIONS below E.L. DISEASE-POLICY LIMIT $1,000,000
D | E&O-PL-Primary 015908012 08/01/2020{08/01/2021|Per Claim/Agg $10,000,000
Claims Made SIR $10,000,000
SIR applies per policy terms & conditions

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

Cyber Liability:
policy.

Security call Center Services.

other insurance available to an Additional Insured, but only in accordance with the policy's provisions.

RE:

Network Interruption, Security and Privacy Liability and Media Content Liability is included in the E&O

A Severability of Interest Clause is included under the General Liability policy. New Hampshire Employment

' 11 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 uUmbrella Liability policies evidenced herein are Primary and Non Contributory to

A waiver of

Subrogation is granted in favor of Certificate Holder in accordance with the policy provisions of the General Liability,

CERTIFICATE HOLDER

CANCELLATION

New Hampshire Employment Security

Attn:

45 South Fruit Street
Concord NH 03104 USA

George N. Copadis, Commissioner

SHOULD ANY OF THE ABOVE DESCRIBED POLICIES BE CANCELLED BEFORE THE
EXPIRATION DATE THEREOF, NOTICE WILL BE DELIVERED IN ACCORDANCE WITH THE
POLICY PROVISIONS.

AUTHORIZED REPRESENTATIVE

(_%& %‘é %zm ../é);: tf' %:i;)_zg&u @ g

W T e bR e L

ACORD 25 (2016/03)

©1988-2015 ACORD CORPORATION. All rights reserved.

The ACORD name and logo are registered marks of ACORD



AGENCY CUSTOMER ID: 410000000170

ACAORD® LOC #:
— ADDITIONAL REMARKS SCHEDULE page _ of
AGENCY NAMED INSURED
Aon Risk services, Inc. of washington, D.C. MAXIMUS Services, LLC
POLICY NUMBER
See Certificate Number: 570083453092
CARRIER NAIC CODE
See Certificate Number: 570083453092 EFFECTIVE DATE:

ADDITIONAL REMARKS

THIS ADDITIONAL REMARKS FORM IS A SCHEDULE TO ACORD FORM,
FORM NUMBER: ACORD 25 FORM TITLE: Certificate of Liability Insurance

Additional Description of Operations / Locations / Vehicles:

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

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

The ACORD name and logo are registered marks of ACORD




AGENCY CUSTOMER ID: 410000000170

. LOC #:
ACORD
— ADDITIONAL REMARKS SCHEDULE page _ of _
AGENCY NAMED INSURED
Aon Risk Services, Inc. of washington, D.C. MAXIMUS Services, LLC
POLICY NUMBER
See Certificate Number: 570083453092
CARRIER NAIC CODE
See Certificate Number: 570083453092 EFFECTIVE DATE

ADDITIONAL REMARKS

THIS ADDITIONAL REMARKS FORM IS A SCHEDULE TO ACORD FORM,
FORM NUMBER: ACORD 25 FORM TITLE: Certificate of Liability Insurance

NOC

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; cCertificate 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.
1f 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 Teast 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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CERTIFICATE OF PROPERTY INSURANCE

DATE (MM/DD/YYYY)

12/16/2020

THIS CERTIFICATE IS ISSUED AS A MATTER OF INFORMATION ONLY AND CONFERS NO RIGHTS UPON THE CERTIFICATE HOLDER.

CERTIFICATE DOES NOT AFFIRMATIVELY OR NEGATIVELY AMEND,
THIS CERTIFICATE OF INSURANCE DOES NOT CONSTITUTE A CONT|
OR PRODUCER, AND THE CERTIFICATE HOLDER.

THIS
EXTEND OR ALTER THE COVERAGE AFFORDED BY THE POLICIES BELOW.
RACT BETWEEN THE ISSUING INSURER(S), AUTHORIZED REPRESENTATIVE

PRODUCER
Aon Risk Services, Inc. of washington, D.C.

CONTACT
NAME:

PHONE FAX
Aon Risk Services central, Inc. (. No. Exy: (866) 28377122 | (WC. No. (800) 3630105
chicago IL office .
200 East Randolph PRODUGER
Chicago IL 60601 USA CUSTOMER D # 410000000170
INSURER(S) AFFORDING COVERAGE NAIC #
INSURED INSURER A: XL Insurance America Inc 24554
MAXIMUS Services, LLC INSURERB: Travelers Casualty&Surety Co of America 31194
,

1891 Metro Center Drive INSURER C:
Reston VA 20190 USA INSURER D:

INSURER E:

INSURER F:
COVERAGES CERTIFICATE NUMBER: 570083454986 REVISION NUMBER:

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.

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.
INSR POLICY EFFECTIVE |POLICY EXPIRATION
LTR TYPE OF INSURANCE POLICY NUMBER DATE (MM/DD/YYYY) [DATE (MM/DD/YYYY) COVERED PROPERTY LIMITS
A |x |PrROPERTY US00078612PR20A 05/01/2020 05/01/2021 BUILDING
CAUSES OF LOSS | DEDUCTIBLES PERSONAL PROPERTY
BASIC BUILDING BUSINESS INCOME
BROAD EXTRA EXPENSE
CONTENTS
RENTAL VALUE
X | SPECIAL
BLANKET BUILDING
EARTHQUAKE
BLANKET PERS PROP
WIND
BLANKET BLDG & PP
FLOOD _—
X | Loss Limit Ded $50,000 X |Loss Limit $10,000,000
INLAND MARINE TYPE OF POLICY
CAUSES OF LOSS
— POLICY NUMBER
NAMED PERILS |
B X CRIME 105973769 08/01/2020 08/01/2021 X |Employee Dishonesty $5,000,000
SIR applies per policy terms & conditilons | "
TYPE OF POLICY PP per e Y X |Peductible $500,000
Crime - Primary
BOILER & MACHINERY /
EQUIPMENT BREAKDOWN —

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

CERTIFICATE HOLDER

CANCELLATION

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.

AUTHORIZED REPRESENTATIVE

Ao Tk Soveas Srw f Vit DE

Holder Identifier

570083454986

CERTIFICATE NUMBER:

ACORD 24 (2016/03) The ACORD name and logo

© 1995-2015 ACORD CORPORATION. All rights reserved.
are registered marks of ACORD

M N T TR L e |
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We re working to keep New Hampshire working”

GEORGE N. COPADIS, CoMMISSIONER

RicHARD J. LAVERS, Deputy CoMMISSIONER

December 31, 2020

His Excellency, Governor Christopher T. Sununu
and the Honorabie Council
. State House
Concord, NH 03301

INFORMATIONAL 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, 2020-20, 2020-21,
2020-23, and 2020-24, and suspension of Manual of Procedures 150, V, B, ! 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 1, 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
ltem #Q on August 5, 2020. Amendment #1 was approved by the Governor on September 20, 2020
pursuant to RSA 21-P:43; RSA 4:45; and RSA 4:47 and subsequently presented to the Govermnor 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 SFY 2021

10-02700-80410000-102-500731  Contracts for Program Services $2.054,484
EXPLANATION

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 terms of impact
. on the unemployment compensation system, we want to continue (o ensure that we have a telephone
e 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 isa proufi 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 disabilities

Telephone (603) 224-3311 Fax (603) 228-4145 TDD/ 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 of 2

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,

e
eorge N. Copadis

Commissioner

Attachments



STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY
UNEMPLOYMENT HOTLINE CALL CENTER SUPPORT CONTRACT

CONTRACT AMENDMENT #2

WHEREAS, pursuant to an Agreement approved by Governor Sununu on July 1, 2020
pursuant to RSA 4:45, RSA 21-P:43 and presented 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
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 writing 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 [tem #W), to utilize telephony architecture
providing more efficient and direct call mapping to deal with 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;

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

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.

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 Statc 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 Generel Provisions — Block’1.8:

Price Limitation,”

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 inciuding
June 30, 2021, under the terms and conditions contained in the Contract and subject to
approval by the New Hampshire Govemnor and Executive Council unless no such
approval is required pursuant to State law, rule, or policy.”

Amend Exhibit B, Scope of Work, 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.”

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
1o the maximum allowable amount specified in the P-37 General Provisions —
Block 1.8: Price Limitation.”
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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 e Payment Amount
‘Call Center Remoté Support — One Time $223,427.00
Implementation Costs _ . _ o
| Monthly fees based on call volumes: ) $6,140,952.00
1 (8$8,529.10 per agent) x (80 agents) x 9
months ’ ‘
Fixed Cost for IVR Development — One Time $18,362.52°
Cost
[Estimated usage cost per month (50.013 per |~ $19,137.48
| minute cost for IVR) ) -
1 . T ~ “Total Cost{ ~ T T'$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 Cali 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
A R . _ allotted time
First® | 'Venika Powell | Pamela Szacik' ~~ [ 5 Business Days
Second | Wayne Day | Richard Lavers 10 Business
Days
Third Kenneth Fisher George Copadis 135 Business
; Days

Except as provided herein, all provisions of the Agreement will remain in full force
and effect. This modification will take effect upon the date of approval by the Governor of the
State of New Hampshire,
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IN WITNESS WHEREOF, the parties have hereunto set their hands as of the day and
year written below:

VRN, A7 pate: | 2 2\ | 202 O
Do}t Blomberg” T

Aaxishiis US Services, Inc.

State of New Hampshire

h

vy nf\w]hw

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

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

== /43 /020

State of New Hampshire, Dépift-liléht of Justice

Governor Approval

Date:

Thitial a1l pages o, 4y 4
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. : B 0CT 9210
New Hampshire ADMINISTRATIVE ORI

Employment 45 Souts FRUIT STREET
Security Concorp, NH 03301-4857
‘Were working to keep New Hompshire working”
Georce N. Corapis, Commssionzr ﬂ:
RicuarD J. LAVERS, Depury Commissioner % \2,0
]! October 26, 2020

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

State House

Concord, NH 03301

INFORMATIONAL 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, 1 requirement, Governor Sununu has authorized New
Hampshire Employment Security (NHES) to ewter 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 Govemnor and Council on July 1, 2020 pursuant to RSA 21-
P:43; RSA 4:45, and RSA 4:47 and subsequently presented as an informational item to the Governor and
Executive Council on August 5, 2020 as Informational ltem Q.

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

02-27-27-270010-8041 DEPT OF EMPLOYMENT SECURITY SFY 2021
10-02700-80410000-102-500731  Contracts for Program Services $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 transitioning of cerlain components of the
telephony architecture supporting the unemployment hotline from the state system 1o a system to be
developed and provided by the vendor.

As we conlinue 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 camplies
with the Americans with Disabilities Act. Awaliary aids and services are available upon request of individuals with disabilities

Telephone (603) 224-331! Fax (603) 228-41495 TDD/ 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 #1

Page 2 of 2

1

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

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

Respectfully submitted,
(/\/]/4/
corge N. Copadis
Commissioner



STATE OF NEW. BAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY
UNEMPLOYMENT HOTLINE CALL CENTER SUPPORT CONTRACT

CONTRACT AMENDMENT #1

WHEREAS, purssant to an Agreonent approved by Govemor Sununu on July 1, 2020
pursuant to RSA 4:45, RSA 21-F:43 and presented a3 an informational item at the Governor and
Council ineeting held on August 5, 2020, Informational ltem #0Q, hercinafier referred to os
“Agreement,” Maximus Health Services, Inc. (“Maximus™ or “Vendor™) agreed to provide Cal)
Center delivery and support, sesvices, based upon terms end conditions specified in the
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 Agrecmen! may be
amonded only by an instrament in writing signed by the partics thereto, and only after-approval of
such anmendment by the Govemor and Executive Counc?’,

WHEREAS, circumstances are expected to continus. warranting the-gmergency need for
Mumiiints t9 provide.Call Cénter: delivery and supportservices due to the unprecedented vohume
of cills, curetly” totillng 6ver 660,000 calls since March 17% when Govemar Sunumo first
«cipinided scceds’to, uemployment bergfits; as individuals.continiio to need to access information
fegarding the unemploymein systéin diring the COVID-19 pandemic; .

WHEREAS, due to the original teléphony architecturo in place prior to the Agresment,
NHES clectnd to utilize the existing Interactive Voice Response (“TVR™) system developed by the
Stats Department of Information Teahnology (“DolT™) to bo coupled with the telephony
architecture developed and mianaged by Maximus;

 WHEREAS, the combination of the State developed VR together with the Maximus
develaped 2nd managed télephone system has proven 10 be overly complicated, iequiring o Jarger
‘percentage: of the State’s overall telephony capacity than can be devoted to one single state

WHEREAS; the partics wish to redésign.the toicphomy architecture In order to-provide
direct initial catl flow to ths vendor and then direct escalation into tho.state system as necessary,

WHEREAS, th parties desire to be prepared for 8 continuod high leye! of calls resulting.
froit thes ritroduction’tfiew iemployment:programs nd clianges made to- exisling:programs:
nd 15,4085 by utilizing telephoy, &rchitocniro;tbat: providesthe: mosticfMicient. and difect. call
raping; 36 thint: calls) continiio:tiibe:Handled In nimdnner. providing: excetlént cugtomer service:
without-creating & burden oh the overall state system; ’ . :

o

_ WHEREAS, on Friday, March 13, 2020; the President of the United ‘States declared a
National' Emergenéy Cancerning the Novel Coronavlrus Disease (COVID-19) Qutbreak, and on
Friday, March 13, 2020, the Govemor of the :State of New Hampshiro issied Exetutive Order
2020-04, an ordar declaring a State of Emergency due to COVID-19; and
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WHEREAS, NHES wishes to increase the contract price by $30,000.00, increasing the
Agroemen total from $4,317,395.00 to a new total of $4,347395.00 through the existing
completion date.

NOW THEREFORE, in consideration of the foregoing, and the covenemts 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, erc hereby amended us follows:

1. Amend Section 1.8 of the Agreement P-37 Form by increasing the Price Limitation from
$4,317,395.00 to $4,347,395.00.

2. -Amecnd Exhibit B, Scope of Wark, Section 2 by deleting and replacing the ‘existing first
parngraph, as follows:

“In consideration of the services'to be pc:fonncd by MAXIMUS, the State agrees to pay
Contrector in accordance with the- pnymxml provisiotis-$pecified in Exhibit C, 8 sum not:
to. exceed $4,347,395.00, as sct forth in P:37 General Provisions — Block 1.8: Price
Limitstion.”

3.  Amend Exhibit B, Scopoe of Work, by edding the following new section:

11. Interactive Yoice Response:

A}

11.1  Maximus.shall develop and provide NHES for the entire temaining term
of tho agresment with Interactive Voice Response (IVR) tetephony
architscture sérvices utilizing the existing toll free number owned by the
stato s0-that all calls-to said toll free-number-originate in the Maximus
developed.and managed IVR system:and then-based upon agreed upon
escalation protocol may be transferred to the State. Said IVR to be
developed:and dolivered by Maximus no-liter than ten (10) calendar doys
Tollowing approval of this ameadment.

12 Upon request of ‘NHES to rovert to the DolT TVR system, or upon
termination or expiration of the-Contrect, Maximus shall assist with the
transition of the toll-free number — ‘and, as sppropriate, call center
services — back to NHES or an NHES designee within a timeframe

mutually;agreed upon by the parties.

4.  Amend Exhibit B, Scope of Work, by deleting Sectlon 6 and replacing it as follows:

.oeN

chwema memretLe v e

srcomxcroocumm

Tms contract coosists of the following documents (“Contrect Documems") tn
order of precedence:

. Stets of New Hampshire Terms and Conditions, General Provisions, Form P-
37 and estached Exhibits A; B, C, Dand E.
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b. Amendment #1.

s.  Amend Exhibit C, Payment Terms, by edding the following paymnecnt schedule:

2. PIXED PRICE PAYMENT SCHEDULE:

Table 2: IVR Payment Schedule:

Delivernbles Payroent
Amount

Fixed Cost ‘for [VR Develapmeint- One- $18,362.52

time cost .

Estimated per minute rate for IVR usage $0.013

bilicd nienthily

Estimated usage cost per month $2,500:00

Exgept 03 provided hereln, 2] provisions aof the
offect. This modification wiil take cffoct upon the date o

of New Hampshire.

IN WITNESS WHEREOQF, the parties have hereunto sct their hands.as of the dey and
yoar writton below.

Agreemént will cemain in full force and
f epproval by the Governor of tho State

{ WY . Date:

Geoths N. Copndis, Comizissione?
. Statn of Neéw Hampstire .
: Departrocnt.of Eiployment Sceurity
3
: Approved by the Attorney Genéral (Form, Substance and Exccution} .
) o » S A Y A0-
. sl " Date: _{/ ﬂ[lo'

Siate.of mpshire, Departitient of Justice '

Governor Approval

iiitizl aU pagEe: o\ - 3
Yendor -]nl_llnl_a_%

Date: ,__ - oo



0 ) New Hampshire A pyiNISTRATIVE OFFICE
S\ Employment 45 SoutH FruIT STREET
J Security Concorn, NH 03301-4857

‘Were working to keep New Hampshire working

4

GeorGe N. COPADIS, Commissioner 4:‘5
RictHARD J. LAVERS, Deruty COMMISSIONER

O
oo\
. July 16, 2020
His Excellency, Governor Christopher T. Sununu
And the Honorable Council

State House
Concord, NH 03301

INFORMATIONAL 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 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 1, 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 SFY 2021
10-02700-80410000-102-500731 Contracis for Program Services $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 sclected
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 a proud member of America’s Workforce Network and NH Works. NHES is an Equal Oppo}’tunily 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} 928-4145 TDD/ TTY Access: Relay NH 1-800-735-2964 Web site: www.nhes.nh.gov
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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 staff 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.

‘Regpectfully submitted, |

George N. Copadis
Commissioner



| FORM NUMBER P-37 (version 12/11/2018)

m}g; This agrecmem nnd il 01 fts annchmants shall bcwma pubitc upon submlssmn to Gnvcmor and
. Expoutive Council for giprovil, Any information that {5 private, confidential or proprictary must
be oleardy tdentified to! :h agency and agreed to In writlng pnor o' mgning the oontrac{

'1

- i AGREEMENI‘

The Stato of New Hlimpshifc nnd the Contractor hereby mutually agree as follows:
i GENERAL PROVISIONS
1. IDENTIEICATION: R, P T
RENR Agcncy’Nam: i T TT2 Simte Agency Address . ’
‘Ncw liumpslnrc Bmplaymonl Securlty ‘ '4.5 South Fruit Strect
H G ; Lt A .. v T .. s - Cﬂncord,"NH,O'HM"_._. .
HEER Cnntrnczoanmc' ) S ERE ' COntnc:drAddtés’s i
, ‘ | 1891 Metco Cemter:Orivé
Maxlmua Health Bcrvlccs. Inc.. : Rnston NVAZ0190 "

T T R T T T Complefion DWE | TF FreLmbalon
L Number B : f ' |
| i | Decomber31,2020 $4,317,395.00

'703-251 use ! | I :
19 anmrae:Ing fﬂcer for StnwAgency T — ‘f 110 Smlc Agoncchlaphono Numbnr = - 1.
, -Gcorgc N, Copnd 3, Commimoncr . 603-228 4000, © ‘
,-.l.l__l ngopa_@.,gqr Bignawre " 7 ' ' ' l 12 Name:ind Thiz orCantmcmrSignatory
. ) ! . 'Dyan'H. Blomberg:
M}/\ Vp Wl tpate: {5 |§Dllo?0' Contracts Diretor
£ [ ' wlo . enll .
1 Uuﬂc Agcnoy SlgnMuro LN § T L4 Name and ﬁtﬂof lBto: a\gency ‘Jignntnry.
/g,y, /f,} & A L alqu }B‘DJ?’\) Qeorge N. Copadis, Commissioner
st ls Appmvnltqtth H: Dcpn mem ofAdmmmm:on. Divigion of.l’ar_;d_n_:jl ({[’gyp!fqaﬂlej.* —
k ' Director, Gn:
ST, Subsiance and Execution) (J appieadle) | — -
10 kg on: 7/!/?—0’"
TT7 ApprodaLBh Tt Govemar end Exsutlve Comall (Y applicable)
G&C ltem number: . . Q&C Meeting Date: i
L .

Date | D[

A0 (2070

|
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2. SERVICES TO BE PERFORMED, The State of New
¢Hampshire;acting through: lh’cri}gc'_qcyiigq;gtjﬁ;‘dr"l:.\ block 111
("Stalc™), cngifies coitractor ‘idoniificd in blogk 1.3
{“Coritractor?) tg:perform, endithe Contrictor:shall perforin; the
work.orsalg,of goods; or.bath; identifiedl and more particularly

desoribed -in dhe-etiched. EXHIBIT ‘B! whith is licorporatéd.

herein by reference (“Services").

3. EFFECTIVE DATE/COMPLETION OF SERYICES.
31 Notwithstanding- any provision-of this: Agreement to the
confrary, ond- subjest 16 ithesopproval ‘of the-Governgr and.
‘Exgcative Council of thé Sidtc-of New Harmpshire, ifapplicable,
this Agreement;aird all obligations of the parties'hereinder, shall
become ¢éffectiveon the date the Governor .und Exccutive
Council approve this Agreement as indicated in’block 1.17,
“ynless no such appraval is required, in which casc the:Agredment
shaill” become¢ffeciive on the dite'the Agretment i§:signed by
the State Agency-as showif inblock 1 13 (“Bffgctive Date™).
3.2 I thie ‘Contractor ‘commehces the! Séivics, prior; to the
Bffictive De, all Services.peiforined by the Contractor prior to
the {Effeciive Date shall be ‘pérforined at the sgle risk' of the
Contriictor, and in the event tht this Agreement does not become
effective;, the: Statoshall haverno liability' to: the- Cointrictor;
including withgut - limitdtios, -any obligalién: - pay the-
‘Contrictor for. :any ‘costs ‘incurred or. Servicos performed:
‘Contractor must complete’all-Services by:the ‘Complétion-Diitc
specified inblock 1.7. T T T

1

4. CONDITIONAL NATURE OF AGREEMENT.

Notwithstanding  ahy "provision of this., Agreement “ito, ‘the
coritraty, all obligations. of the: State hereunder, fifclding,
withoul limitation; the; continunficé of payents.hercundlor, &/
contingent upan-thé avall lnbility.and conti nucd appropristion of
funds affeoted by:any stare: or-fedéralilegislitivé orexceutive
oction’ that ‘Feduces, . elimindtés of <olherwlse modifies the
‘pproprigtion.or. availability of furiding:for this Agrecment and
the Seape for Scrvices provided in EXHIBIT'B, in-wholo or in

part. Ta fib event shall tho' Stite 'be liable. for any ‘paymints:

heréunderin excess of such available ppropriated finds. Tn the
event of a reduction ‘or termination of appropriated funds, the
State shall have the right to withhold paytent until such funds
become available, if ever, and shail have the right to reduce or
terminate the Services under this Agreement.immediately upon

. giving the Contracior goiice of suchwreduction:or: termination.
Thio-State-shall. notbe requiréd to transfer: funds from-any other
ucint. oF Source 10, the Account-idgntified in block 1.6 in- the
event funds in that Account are reduced or unavailable.

5. CONTRACT PRICE/PRICE LIMITATION/
PAYMENT. .

5.1 Thé contract price, method of payrent, and terms of paymicnt
are. identificd and more particularly described in EXHIBIT C
which is incorporaicd heigin by.reference.

5.2 The payment by the State of the cantractprice shall be the
only. and the complete-réimbursement To the Contractor for ol)
cxpenses, .of whatever anture incurrcd by the-Contrctor, in the.
performance hereof, and :shall be the only: and the complels
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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 this Agreement those
Nigiridted iamoints.required ‘or permiited by, NeH, RSA. 80:7
tlirogh RSA-80:7¢ or:anyother.provision'of aiv;

5.4 Notwithstanding any provisian.‘in: this AAgreetient o the,
contrary, and notwithstanding upoxpectéd Gircumstdnges,.in-no

event shatl the total of all payments atithorized, or actually made
hereunder, exceed the Price Limitation set forth in block 1.8.

6. COMPLIANCE BY CONTRACTOR WITH LAWS
AND REGULATIONS! EQUAL EMPLOYMENT
QPPORTUNITY.

6.1 In connection with the performance of the Services, the
Contractor shall comply with all applicable statutes, laws,
regulations, and orders of federal, stete, county or mumicipal
authorities which impose any obligation or duty upon the
Contractor, including, but not limited to, civil rights and equal
eniploymentopparuniiyavs. 1h sddition, (Fhis Agreoment iy
“fundeéd i niy part by menics 6fthe United States, the Contractor

shatl comply with all federal exccutive.orders; niles, regulaticns

and statutes, and with any fules, regulations and guidelines as the
State or the United States issue to implement these regulations.
The Contractor shel! also comply with atl applicable intellectual
pmp_elzl"y' laws. o

6.2 Duritig the term of this Agreemeat; the Contractor, shell; pot
discriminate against employees or applicants for cmployment
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, regulations
and orders, and the covenants, terms and conditions of this

JAgreement,

7. PERSONNEL. .
7.1 The Contractor shall at its own expense provide all personnel
necessary to perform the Services. The Contractor warrants that
all pefsonnel- chgnged: in the Services shall-be: qualified to
perform the Serviges, and shafl be properly: licgnged and
otherwise authorized to do so under ll:applicable. 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 other person, firm or
corporations with whormit isengaged in:a combined .¢ffort to

perform ihe Sérvices to hire, any ‘persdn Qwﬁo:isfn State-cinployée’

or .official, ‘who is matéridlly involved in-the procurément,
administration or performangé Gf this .Agrepient. This
provision shall survive termination of this Agreement.

2.3 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 concerming the interpretation of this Agrecment, the
Contracting Officer’s decision shall be final for the State.

Contractor Ini‘lihlﬁrzb_\\"\.
Date [ | 4D




8. EVENT OF DEFAULT/REMEDIES.

8.1 Any one or more of the following acts or omissions of the
Contractor shall constitute an event of default hereunder (“Event
of Default™):

8.1.1 failure to perform the Services satisfectorily or on
schedule;

8.1.2 failure to submit any report required hereunder; and/or
£.1.3 failure to perform eny other covenant, term or condition of
this Agreement.

8.2 Upon the occurrence of any Event of Defaut, 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 of Default is not timely cured,
terminate this Agreement, effective 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 hes cured the Event of Default
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 of Default; and/or

8.2.4 give the Contractor & 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 of Default shall be deemed & waiver of its rights with
regard to that Event of Default, or any subscquent Event of
Default. No express failure to enforce any Event of Default shall
be deemed a waiver of the right of the State to enforce each and
all of the provisions hereof upon any further or other Event of
Default on the part of the Contractor.

9. TERMINATION: o .
:9.1 Nowwithstaniding: pafagraph 8, the"Stdtc may; ot its sole

e e, - 7

discretion, terminace the Agreement for. ﬂny;.qgagp,h, in-whole.or
in part, by thirty (20)days-written notice to the- Contractor that
the: Stdtc. is excreising its.option to terfinate:the Agréement,

92" Tn.the event of an ¢arly lerminationiof this Agrecmeitt for
any -reason. other than the completion of the Services, the
Contractor shall, at the Stifc's discretion, deliver to the
Contracting Officér, not Inter than i feeiv (1 5).days afterthe date
of terminution, a réport ‘(*Termination’ Report”) describing in
detail 2]l Sérvices pérformed, and-the, contrect price carned, to
and including the date of terniination. The form, subject malier,
content, and fumber of copies of the Termination -Report shall
be idéntical to those of any Final Report described inthe attached
EXHIBIT B. In uddition, at the State's discretion, the Contractor

shall within 15 days of notice of carly ierinination, dévelop and
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submit to the State a Transition Plan for services under the
Agreement.

10. DATA/ACCESS/CONFIDENTIALITY/

PRESERVATION.

10.1 As used in this Agreement, the word “data”, shall mean all
information and things developed or obtained during the
performance’of, ot acquiired.or'developed by reason ofthis

: ‘vj\_:ﬁrgcmén't.-lnclGﬂiﬁg."t_:itit:ii’ditlir‘n'it:;d_ to,-nll’studics; réports;

files; iformiulac, surveys, maps, charts; sound fecordings, video
recordings, pictorial reproductions; drawings, snalyses, griphic
-réprésehtzitioﬁ's,‘;éém’pulcr.pfpgrams,‘,i;ompi_igqr printouts, notes,
Iéiters, menigrinda, papers,iand dogirmicnts, oll ‘whther
finished or unfinished. ) ’ )

10.2 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 Confidentiality of data shall be governed by N.H. RSA
chapter 91-A or ither existing law. Disclosure of data requires
;prior. written dpptgval of the State.

11. CONTRACTOR'S RELATION TO THE STATE. Inthe
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 suthority to
bind the State or receive any benefits, workers’ compensation or
other emoluments provided by the State to its employees.

12. ASSIGNMENT/DELEGATION/SUBCONTRACTS.
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 poragraph, a Change of Control shall constitute
assignment. “Change . of Contrel® means (8} s<merger,
consolidation, or a 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
voling -shates oF similar equity interests, or comhined voting
power of the Contractor,or(b) the sate 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 copics of all subcontracts and assignment
aygreements ang shill not be bound by any provisicns contained
i a subcontfact Gr on assignment agreement to which it is nota

party. :

13. INDEMNIFICATION. Uniess 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,
patent or copyright infringement, or other claims asserted against
the State, its.officers or employees, which arise out of (or which
may be claimed to erise out of) the acts or omission of the

e
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Contmcror or~subcantmctor51mcludmg, bist ot Jiiiited:to”the
ncghgcncc. recklcss-or. intentional- conduct.” The.State: shail ol
“be lmblc for any ‘costs’ incurredi LBy ‘thse? Comructormnsmg under
this- paragraph i3 Notwuhamndlng the I‘nrq,om;.,, nollnng hcrem
bontained shnll be decmed for conslltutc o wariyer ol‘ thc BOVEreifn
imiiinity ofthy Staic whlch !mmunity i5. hv:n.by riserved to the
“$fate. This covcnnnt in pamgm\ph 13- alk sirvive Ui
termination of this Agrccmcnt

14. INSURANCE

14.1 The 'Contractor shall, st its sole expense, obtain and
commuously migintain . in foree, . and sl'mll require  any
subcontractor or: asslgnee to oblmn and mnmtam in force, the
'fbllowmg inSurAfce:

1411 -commercial.general Tinbilitytinguirance aguifist alfctiims
of bod!!y Anjury eath onpropcrty‘dumagn:':n amgunis of not’
“less thiin ‘$1,000:000:per oceurrence: ind sz 000 000 nggrcgmc
ofcsts nnd' .

=I4 T2 spccml cause-of | Ioss: coverngmfuml covcnng afl property
suchct 0. subpnragmph. 102 hereln; in an’ amount'hiatiless then
80%of the whale! rcplnoement value of the property:
142 'The policies’ ’déscrlbcdiin subpnragraph 14e1
on; pohr:y-forms nd. cndorscmcms approved’ Ior\
ofNow Hnmpshlrc by thei H, Departmeit, of: lnsurnncc, -and-.
iigyied by insurers. llccnscd in the Sum: ‘of New, Fampsliire.

14.3: The Contructoreshall furrush 't6 the Contrnctmg Officer.
ldcnuﬁcd‘m block 1.9; orhis.or:her: SUECCSIOR, 8- Ccrtlﬁcatc(s) afs
msurnncc for all insorince -feqiired under this Agregmint..
Coniinotor shall alse Fumlsh to:4h€ Contracting Officer idcnm" cd,
in block 1.9, or his or her successor, certificate(s) of i insurance
Tor all FeRéwal(s)-of insuronce: rcqmrcd undcr this:Agreément.no
later than ten? () 0) days -prior- to-the cxplranon ‘dnit¢ Bf each
‘insurange poiicy. Thc cemﬂcatc(s) of insurance ‘&hd ‘any
rengwals thcrcof shall: bc aftaghed: and are ifcorporatéd hérein by
reference.

’om shiall: bg

15. WORKERS® COMPENSATION:

15.1 By signing’ “this'agreement, ithe: Contractor ngrecs,’ sgertifies
and warrants, thm th:; Gontractor is in. comptmnce with prexempt
from, the requxrements of N.H. RSA chapter 281-A (“Workers'
'Cnmpemcmon ")

-15.2 To the extent the-Contractor i is sibjectto the requirements
of NH RSA' chepier. 281-A “Gonlractor shéll maintnif, ond
‘rcqmrc By subcontrnctor ‘or ssignee ita seciire: and: maintain,
.paymcnl of Woikers' ‘Compénsation in conr:cchon with
-petivities which the j PErsoii proposes.to undertake pursuant 10, llus
Agrccmcnr. The' Contractor -shall. fhmuih ithe Contmctmg Officer
identificd in'Block 1.9, or his'or hcrsuccessor proofof Workers”
.Compensation in. Lhe Thénner described in N.H.:RSA .chaptér
281-A -and+ an‘y‘apphcablc rencwal(s) thereaf, whith 'shall;be
‘attached and :are incorporated hergin. by reference. The ‘State
shall’ not be rcsponnbln dor payment of any Workers’
Compcnsmion premiuims or for any oiher claim or benefit for
Conireétor; or zny subdonitractor -or cmployee of Contructor,
which might arise. under npphcnblc State of New fampshire
Workers' Compc:nsunpn Jaws in  corpection with ‘thé
performance of the Services under this Agreement.
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16. NOTICE. Any notice by & party hcreto to’ thc other pany
shall be.déemed to have been duly delwcred nr given af the. time:
of mailing by ccrtlf' ed- mail postnge: prcpaid- in a United States
Post Office addressed 1o t.hc porties at the addresses given in
blocks 1.2 and 1.4, berein.

1% AMENDMLNT Thiis: Agfeement may:! sbé&amended, waived
ot d|scharged cmly by finstrument in 'wnting shgned! by the:
pnnlcs hereto -and .anty aller approvnl &F ;siich 'nmcndmcnt
“wiliver-aF discharge by the. Govérnor'and 'I:xccutwc Councll of
the State.6f New' Hnmpshlrc uriless no such approva] is réquired
-undcr {he circumistances pursuont ¢ to.State Inw fule-or. policy:

:18 CHOICL OFLAW AND‘FORUM Thiis- Agreement shall .
‘be govered, mtcrprctcd anidi constriiéd fn.ascordante withsthe,
fawy-ofithe: Statc' of New Hampshire; and:is binding-upén dnd
inures’to’} thc benefi tof the’ pamcs and their) rtspcctwe SUCCESSOrs
and ussngns The wnrﬂmg used ln;thlsAgrucmcnt is'the, wordmg
cltoscn by the:parties to] cxprcss their: mutunl Intent,-andino, iruls
of construcrmn sshiall- besapplied agamst or in- fnvor of any party:

Any Aélions rising out of this Agrr.cment shnll 'bebrafiight uid!

malftained in New: Harupshlrc Supcrior Cm:rt whit.h ‘shiall have

exclusive jurisdiction thereof.

19 CONFLICT NG 'I'ERMS. In _the-event of a. conﬂlc:
bctwccn-thc ‘terma of this. P37 form (ns modnf' ed'in EXHIBIT

. A) -and/or.attichnients’ and amendmenl lhereof the terms of the

1937 (uis’ ‘modified in EXHIBIT A). shallicontro),

20, THIRD PAR’I‘IES The parties heteto do not intend to
bencfit any third partles and - this. Agregment shall .not be
construed to confer any such benefit.

21. HEADINGS. The ticadings. throughnut 1he: Agrccmcnt are
fors roforence purposcs oily, and-the. words contamcd thcrem
kil in id way-be heldto: explmn; odify, umphfy oF aid.in the:
<Interpretation,-¢ constructlon or. mcamng of the pmvuuons &f this

- Agreement.

22. SPECIAL PROVISIONS. Additional or .modifying
provisions set’ orth in ihis sttached EXENB IV.A are incorporated
herein by reference.

‘23, SEVERABILJTY Anthe cvent any of the prows:ons of this

Agreement are held by 8 court: of: compctcm Jun.sdlctlcm to be
contrdry:to any slate.oc fedcral taw, the remaining: provisions of.
this Agreement will remain: mrfull force and cffect.

24, ENTY RL‘. AGREEMENT. This Agreement, which may be
exccutéd in a rumber. of countcrpnrts cach- of which ‘shall be

. doemed an originali constitutes. the ehtire agrecment and

understanding between the. partics, ond supcrscdcs sl ‘pricr
agreements:and understandings with respect to the subject marter:
hereof.

Contractor Initials } 2\\'@
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STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY
‘ : CONTRACT 2020 .
CALL CENTER SERVICES
EXHIBITA
:SPECIAL; PROVISIONS:

Debarment and Sitspension .

Coiitractor-certifies thatithe: pi’ihl&iy} parficipant; and-its ‘prihcipél's-,;téj Ehé:abq\s'rt‘j,of iﬂ;'{mm{rlbq ge anjibﬂ iefarc
-not p'rés‘ént]y'_déb'_a‘r"red,:sgigs;ic?;dc_d; proposed 'fér'_iiepzij‘;ﬁ(in’t..deéla]‘éd\ ingligible-or voluntarily excluded from

- goviered ]iféb‘saﬁﬁbhég“l‘a‘j'any-,E_cv_:l;;riq deparfment or Statg Bgency:. Corifractor will inform NE Employment
Security of any changes in the status regarding this statement. X '

Sub:eontracti ng

“Contrrctor. will not‘assign, suljcb'ﬁtrggtfé_r;éfhc_:rwise tiafq.sf;r_t;ny7 duty obligation, of whitfen p‘_ef'fﬁ':‘rh;;ﬂépgge_quiired by

+this Contract without the, prior,writign-consént of NH Employment Security: Allsiibegritragtors fiust betisted:on the

bid page of this document for pre-approval.

Rights to VivéntionsiMa aa;h‘ffdefﬁ Contraif orAgrécrient (if:applicable);

- Gontraktor, afees' to comply With the réquirements of'37 ‘CFR-Part 401, Rights to Inventigns"Mado by
Noniprofit.Qrganizations :and Small-Business Firms:Under ’(.'idv_"effﬁm:dr:i't‘.Gmﬂ‘ts;,Contracts-a’nd Cooperative

Agreericnts, ™ dnd any implementing regulations issvod by. the,ajvarding agency:

Gleaw Alif-Act i theé Pedéral Water Polliitian Control Act (ifappl icnible)

“Egir coraotssin excess of $1$0,000; {he Cointractor.agrees to coin piy with all pplicable stanidards, orders or
:régulations.issud pursuant to the Clead Air Act'(42 U.S.C. 7401767 1q). and the Federal Water-Pollution
Control Act & amendéd (33 U:5.C: 12511387). Violations must be reported to the Federal awarding agency

and the Regional Office of the Environmental Protection Agency (EPA).

‘ByrdAnti-Lobbying-Amcndinent (if Appliénble)

For contracts in excess of $100,000, the Contractor certifies it will not and has not used Federal appropriated
‘funds to pdy dny person/ar organization for influencing -or.attempting to influence an officer or-employee of

ny,agericy, & tember of Corigress; officer or employee of Congress, or ai employee of a member of Congross:
in connection with obtaining any Federal contract, grant or any other gwa“rd'--(iOVéfEd‘ by 31 U.SC. 1352
Contractor must also disclose any lobbying with non-Federal, funds that"tekes place in. conneétivn’ with

obtaining any Federal award/contract.

Divis-Bneoi Act (if applicable)

Davis-Bacon Act and Related Acts, apply to contractors and subconfractors performing on federally
funded/assisted contracts in excess of $2,000 for construction, alteration, or repair (including painting and
decorating) of public buildings or public Wworks. Under these Acts, contractors ‘and subtoritractors must pay-
laborers and mechanics prevailing wages and fringe benefits for corresponding work on'similar projects inithe-
area as determined by the Department of Labor. When therc is o Davis:-Bacon assignation, applicable'Wage:
Determination is realized by using the lowest skilled craft above laborer, excluding power equipment rate.

2020 Call Center Services ™\
Initial all papes; MAXAIMUS’s initials
Date: \ (EO] HPO Page 1 of 24



STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY
CONTRACT 2020
CALL CENTER SERVICES
., EXHIBITA |
\SPILQIALPROVISTONS'.

TCpn(fh;:tiﬁdrl(ﬁbq_mz_n_q‘d.'Snfét'v'-‘St.%ﬁd'ﬁi’-"d'&.ﬁét‘_(i.jf_pribl_it’:nb’l_b).

“For, contraéts ;in- excess:of $100,000 fhat-involve: thie employmént of {rp“céhjqniﬁé or laborgTs, the Contractor

~agrees toscomply.with 40°U:S.C. 3702 and 370425 siipplemented by Depaitiient of Labor regulatiofs (29
CFR Part'§):Under 40-U:S:C. 3702-0f the Ack;-the Ci:')'ﬁtrgb'tbf-‘isaféquiredryé-’compu‘te therwages ‘of-every
-mmiéchdnic:and. laborer on. the basis of asstandard -workweek of 40-Hours.. Work.in .excess +of theStandard
workweek is permissible provided that the worker is compengated dt a rate of not less than oneandia: half
times the basic rate of pay for all hours worked in excess ‘of 40.hours in the workweek. The réquiréments of
40 U.S.C. 370%:are;applicable to-conisirictian work anid:provide thatin®/laborer 6F me¢hanic must-be required
to work in stirroundings or-under working ‘g_(_)'bc_l_i_tidh,s?t;[iﬁt_;d;'g-unsﬁnl.t_ﬁgy_,haz'aﬂxt@ﬂs*\pr- dangerous.

. COVID:19 Acknpwlédginéiits nnd Contingenties,

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 COVID-19, disrupt, delay, or
otherwise impact the Scope of Services to be performed by the Contractor as set forth in 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 eachi other in good faith to respond to any such
disruption, delay, or other impact on the services 1o be delivered under the Contract which may resuit
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 in light of
such developments.

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

D. If the Contractor experiences or anticipates any such COVID-19-related impacts to this Contract, the
Contractor shall immediately notify the State. In the event of any COVID-19-related impact or. anticipated
impact to this Contract, the State shall have the ﬁghi- {o temporarily modify; s‘ubsﬁtutc,‘:, or decredse the
Services, without the approval of the Governor and ‘Execuiive’Council, .uPon.g_iv'.ing'«writtén.nQﬁc; to the
Contractor. The State’s right to modify includes, but is not limited to, the right to modify service priorities,
including how and when Services are delivered, and expenditure requirements under this Contract 50 as
to achieve compliance therewith, provided such modifications are within the Scope of Services and cost
limitations of this Contract. By exercising any of the rights described within this subsection, the State
does not waive any of its rights under this Contract.

E. In the event that & 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 5
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STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY
CONTRACT 2020 !
CALL CENTER SERVICES
_ EXBIBITA
'SPECIAL PROVISTONS'

substituted services of substantially similar value, the Parties shall submit an amendment to this Contract
with & 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
fully 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 actuslly performed;

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

Limitatigri of Linbility-

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. Notwithstanding
the foregoing, this limitation of liability shall not apply to the following contract provisions: Contract
Agreement P-37, Section 10, Data Access/ Confidentiality/ Preservation, Contract Exhibit B, Section 7.7,
Confidentiality and Security of Information; Contract Exhibit D, Section 1.1, Use of State’s Information and
Confidentiality; Contract Exhibit D, Section7 A, State's Data and Property; Contract Exhibit D, Section 7.3,
Security Incident or Data Breach Naotification, Contract Exhibit D, Section 7.4, Computer Access and Use
Agreement, and Contract Exhibit D, Section 7.5, Confidential Nature of Department Records, which shall not
be so limited and shall remain subject to Contractor’s obligations in Contract Agreement P-37, at Paragraph
13, Indemnification.

2020 Call Center Services :
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STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY
CONTRACT 2020
CALL CENTER SERVICES
. EXHIBITB-. .
i, SCOPE ORWORK.

1. INTRODUCTION

"This Contract is by and between the State oﬁ‘N;‘,‘w‘ .Ha';g'pﬂ;i're; ‘;’a;cliﬁg_:fffgqug_h New fzﬂaﬁﬁg‘hire
Employment Security (“State” or “NHES"), and "MAXIMUS-Health Services, [nt.. (*MAXIMUS™ or
“Contractor”), having its principal place of business at 1891 Metro Center Drive, Reston, Virginia 20190.

Whereas the State desires to have'the Cuhirutar'provide temporary callcenter-Supportiie o the incréased:
number-oFfieniployment insidfance claifs being filed is'aresult of the COVID=19,pandernic; the parties:
agree as follows: ) c ™~ '

2. PRICE

In;édnsideraiion: of fhé sérvices to be performed by MAXINUS; the State’ afre€s to pay Contractor, in
accordance Nith‘the;pa’yrﬁeﬁt'[provisiom ‘spgd_ifip'cl in Exhibit C;.6 sum notfo exceed’$4,317,395:00, as set
forth in P-37 General Provisions — Block 1.8: Price Limitation.

To the extent future legislative action by the NH General Court or the Federal government may have any
impact on the Services described herein, the State reserves the right:td modify. Service prigrities’and
expenditure requirements under this Coritract, so as to achleve compliance thercwith; in which event the
price limitations for such Service(s) shall be renegotiated.

3. TERM

3.1 Period of Performance

The Contract and all obligations of the parties hereunder shall become effective after full execution
by. the parties; and-the, ieceipt of required: ggvérmmental dpprovals, Incliding, but not lirmited to;
\Governor'and Exeouive Counciliof the State'df New. Fpmpahire approval unless no such spproval
is required pursuant to State law, wule, -policy; or Exécutive:Order (“Effective Date™)and'cxtends

through the date indicated {nthe:P-37 Gericral Provisions ~ Block 1.7: Completion Date.

The Term shall end on December 31, 2020 and the State shall have the option to extend the term in
iricreinents. not.to-cxceed three moiths in dirdtion thidugh and including:June 30, 2021, underithe
tefms -drid conditions contained in the: Contract :and. subjest to approval by the New ‘Hamipshire
Govemnor:and Executive.Coungil-Onless no such approval is required pursuarit to State-law, ule, or.
policy. ' '
3.2 Amendment o i

As set forth in. P-37-Section 17, this Contract may be aménded, waived: or discharged only by dn
instrurhent in writing signed by-Lhe parties hiereto-and anly alter approval of such amendment, waiver
or dischorge.by the Governor anid, Exccutive Council of the State of New Flampshire unless no such
approval s required under the circumstances pursuant to State law, rule or policy.

2020 Coll'Center Services v
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STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY
" CONTRACT 2020
CALL CENTER SERVICES
. EXHIBITB .
. SCOPFOTWORK,

4. TERMINATION

4.1 Either party may terminate this Contract at any fime-if thejother party:is in defailt of-its:
obligations under this Contract and such default.remainsunremédicd for a-period of 30:days frof-
tf_l’c‘glétbidf;rgc,eihtQ_fqdﬂi:ezqﬂda'fguj_f‘b'y‘.th'qndhédéfauléing-pa:‘;y. Suchright of termination:shall

be in addition ro:alt other rights.and rémedies to'-.whit':h:'the!—ﬁa'rti_és,ai'c*entitlg'd. ‘Events.af:default
shall 'sinblLfdc;;,wit}ith;rIirﬁ'itati‘cn::_”Mi@«Q'(lﬁyS:s; material bréach: of “or. fatlure’ 1o perform any:
warranty or other obligation contained in the Contract and/or failure to perform any other

covenant, term, or condition of the Contract.

4,2 Termination for Convenience

Notwithstanding the foregoing, the State may terminate this Contract, at its sole discretion, for
any reason upon thirty (30) days written notice to MAXIMUS. Upon termination for
convenience, MAXIMUS shall refund any uneamed payments made under the Contract to the

State.

5. TERM§ANDDEFINITIONS

Capitalized terms.used in.the Contract will have the meanings given below.

| Contract T A binding agreement between the State of New Hampshire,

f _ . || Depéirtment of Empioymént Sécirity and the Contractor,

{-Contract Administrator | The State eniployec responsiblé for Contract execution,
Contract Documents | Documents that'comprisc this Contract. (See Ex. B Scope of

Worlk, Section6.).

' manual, book, other), provided by the Contractor to the State
under the terms of the.Coniract. - _

i Deliverables’ T | Any writtep, software, or non-software deliverable (letter, report,

| Notice of Default j A formhal written notice dectaring that a failire to comply with
the Contact has occurred. .

Services N I The work to be performed by the Contractor and Subcontractors - 1
‘ . " as described in the Contract. S _
| State 1 State of New Hampshire; Départment of Employment Security.
Subcontractor ) . A person, partnership, or company contracted 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! -

Diife:

2020.Caill Ccntcr‘Scr.vi_t:e'g
l_nitit_il oll pogesi MAXIMUS's initials
T)e}@

State of New Hampshire Terms and Conditions, General Provisions Form P-37

2.

b. Exhibit A Special Provisions

¢. ExhibitB Scope of Work

d. ExhibitC Payment Terms

e. ExhibitD Other Provisions for Call-Center Professional Services

Page 5 of 24




STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY
CONTRACT 2020
CALL CENTER SERVICES
EXHIBIT B
: SCOPEQI"WORIC,

f. ExhibitE,  Confidential Nature of Departrient Récords

g. The MAXIMUS Health Services, Inc. Proposal, 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 claims
Béing, filed as a résult of the COVID-19 pandemic. The work shall be performed for New Hampshire
»;Employment Secyrity. (NHES) end shal! include the following:

7.1 Call Cepter 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. :

e 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 .4nd ‘content development sufficient ' to ‘su”pport call
resoltition; including réviewing and finalizing call scripts, PAQ 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

timeframes for operation(s).
7.1.2 Contractorshall be responsible for standifg up its own call center, utilizing its work-
from-horiie. model, to which the ‘State would facilitate the connection to the State
network via secure encrypted connection.

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

7.2 Staffing

72.1 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 amendéd pursuant to writlen approval by the State es noted
in 7:2.3.1 below in response to changes in volume of work that impact the
Contractor’s ability to meet performance standards.

723 The Contractor and the State shall gvaluate staff productivity, average call length,
and forccasted work volume in determining amendments to Staffing lcvels. Any

2020 Call Center Scrvices
1nitin].ul1_§ ages: MAXIMUS's initinls%
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STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY
" CONTRACT 2020
CALL CENTER SERVICES
EXHIBIT B
.SCOPE OF WORK:

poSiﬁon»su‘;’zpo‘rﬁng amendé«d staff levels pursugnt to written approvai of the- state
shall be reimbursed in a mafiner that' is consistent, 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 & minimum of
ten (10) calendar days’ notice for a requested decrease in staffing levels.

7.3 - Training

73.1

73.2

7.3.3

7.3.4

7.3.5

7.3.6

State will train Contractor call-center staff in the State’s eligibility and claims
processing requirements. State will injtiallyitrain Cofitractor call-center staff on use
of NHUIS notepad function for documeritation 6f.calls; and on ériteria and processes
for transferring calls to State for further action. ™ State will provide resources
including training desk aides and video recordings for New Hampshire-specific

unemployment training,

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

Contractor shall commence training on or about June 29, 2020 for 80 agents on the
phone. Inthe 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 agent
request. Contractor will continue iterative training to maintain requested number of
agents as aftrition and/or termination actions occur.

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

Contract,

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

Contractor shall conduct weekly web based meetings 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

7.4.2

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

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

| all;pages; MAXIMUS's initials
\p l ibl 20T Page 7 of 24
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74.4

7.4.5

1.4.6

STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY
CONTRACT 2020
CALL CENTER SERVICES
EXHIBITB.
' SCOPE.OF WORK'

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 fines 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.

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

Forecasted volumes to begin in July, at & 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. '

Service Hours:
MAXIMUS will provide support during the normal business hours of 8:00 AM EST

and 5:00 PM EST Monday through Friday for all non-holidays. During non-business
hours, the call center shall have a system capable of accepting and providing
instruction to incoming caliers regarding call center hours and website avallability.
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

752

7.53

7.5.4

2020 Cali Center Services
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Contractor. shall assist callets with inquiries and inform individuals. about

unemployment insurance benefits as is approprate based on -g':“l.ig'ibili_ty and’

information obtained from read-only access to the New Hampshire Unemployment
Insurance System (NHUIS).

Call center staff shafl 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.

To the-extent.possible; this-information shall'be provided in an objective, non-biased
fashion. that: neither favors nordiscriminates "against any claimant or employer.
Contractor CRSs are prohibited from offering personal opinions or experiences about
unemployment insurance eligibility or determinations.

Contractor shall be responsible for:
»  Providing adcquate live operator telephone 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 individuai’s unemployment claim
+ Ensuring that data transferred to the State is done so timely in accordance
with State and Federal laws and requirements.

Page 8 of 24



STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY
CONTRACT 2020
CALL CENTER SERVICES
EXHIBITB ,
‘SCOPROFWOREK.

75.5 Call center staff shall document calls for claims gssistance in the NHUIS notepad
function; and will follow designated protocols for referring calls to State for further

action.
7.6 Reporting

7.6.1  After comimencement of ioperation, Coftratfor shall providé reporting sufficicnt.for

NHES to/maké-informed decisions related toramp up/down'iti sapport of-optimal call
response levels. T

762 MAXIMUS shall use the Genesys cloud-based contact center solution, which
includes a robust reporting tool set, offering access to both real-time and historical

reporting.

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

. Number of incoming calls and calis transferred to NHES
. Average time to answer
- o 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
7.64  Weekly feports Wil b.ducito the State by:Monday:at nogn-fof information pertaining

to the previousiweek. Each wigek-of operation, the parties ‘shail: review- performance
data’to-determiric whether any adjustmeritsin staffing are needed.

76.5 The State reserves the right to request additional or different reporting information
from the Contractor throughout the term of the contract, on either an ad hoc or regular
basis. Upon request from NHES, MA XIMUS shall provide enhanced reporting.

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

N Confidentiality nnd Security of Information

77.1 Customer Service Representatives shall be remote and will access NHES's

mainframe through a secure connection.

772 Contractor will have access to claimants’ SSNs and employer tax IDs, earnings
records, and other personally identifiable information (PI1), such as claimant eddress
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 ik
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STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY
CONTRACT 2020
CALL CENTER SERVICES
EXHIBIT B
SCO]’E OT WORK

7.7.4 -Dati sha]l not: ro31de on’ Contrnclor dcwces nor be. prmted out for- any purposo nor -
Astored or sharcd inany:. way‘oumlde of existing NHES systemS’ and must’ be'disposed:
of appropnntely ‘and .consistent with rcqmrements for- data secusity and-

confidentiality.
775 MAXIMUS shall follow the requirements set forth in Exhibit D, Other Provisions for

Call Center Services regarding confidentiality.

8. CONTRACT MANAGEMENT

_The. Contract vnll:requlre the coordmated cfforts.of Project Tearr. consntmg o both.the Contractor and
Statg, personnei “The: Contmctor shlk provide all necessary. TESources: to pcrfonmts obhgatlons ‘ander
Uthe Cono'act The Comractor :hallbe: responmble foromanaging he Prmect 10.its successfil-completion:

8.1 MAXIMUS Staff
MAXIMUS shall designate senior staff member(s) Wwh shall’ b rosponsmlmfor all coiitraciual

authorization and administration under the Contract. Spec:ﬁcally, thé. Contractor -shal] des;gnatc |
senior staff member to serve as Project D;rootor, who:shall be-the- pnmary pomt-of-contact with:
NHES. The Project Director must be an employec of the Contractor allocated toithis-confract. The
Project Director should possess extensive experienice. in the: followmg nrcau; bencﬁt chglblhty,
customer service/relations, and staff management The Cantractor shall n!so desngnale a sénior st
member to. serve as Opcrntlons Manager, -who shall:be responsiblc {or dll activities: relatcd to contract.
‘ndininistiation; including’ munaging the day-to-dny gctivitics. of the projéct, staff, and smﬂ' schedules
délivergbles. Contractor must also employ agents ‘that C‘{hlblt strong communication skills,
mterpersonal skills, and aptitude for understanding complex issues.

Senior Staff members are:

Wayne Day, Project Director
MAXIMUS

John Donohue, Operations Manager
MAXIMUS

‘Should a changg in‘any senior staff member pecomc nécessary, Controctormust obtain State approval
Forthe replaccment Contractor shall givé,prior notice to'the, Smtc of any plans to add. or réduce senior

staff, which must be approved by the State.

.

8.2 State Staff
The State shall-désigriate a senior staff member(s)'to: répresent the State on.&ll matters-pertaining to

the: conlricl; lincluding momtormg, Contractor -compliance "with contract lérms, moritoring-of
’Conl:mctor 3 progrcss ‘and- quuhty;lmprovcmentw initiatives; and resolving issucs ‘related to program
implementation and operation. This person is:

Pamela Szacik, Director
NHES Employment Services Bureau

2020 Call Center Services
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STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY
CONTRACT 2020
CALL CENTER SERVICES
EXHIBITB
'SCOPEOFWORK

8.3 Reference and Background Checks ) )

The ‘Contragtor shall conduct criminal “background, checks and not utilize any- staff, incliding
subcontractors, to fulfill the ob[ig‘gi_iig_nE-'Qf ‘the contract who Jiave been convicted ‘of-anycfimo-of
dishonésty; incliding but not limited to criminal” fraud, Or otherwise convicted” of ‘any, felony-or
misderiicanor offénse for which incarceration for up to.ong. (1)ryeur ig-an aothorized penalty;. The
Contractor shall promote and maintain awareness ‘of ithe importance of; securing - the. State’s:
information among the Contractor’s employees and agents. ' ’

The 'State:mgy, atijts sole;expense, conduct reference dnd bickground screening. of thé Confractor

‘Project Manager- and:any.Coritractor’s key projectstatf. The :State shall: maintain the-confidentiality

7 ey .

“of:back{rg and screening:results in adcordance with the terms of this contract,

, -

9, ROLES AND RESPONSIBILITIES

2020 Cali Center Services -D\\\'L%
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9.1, MAXIDMUS Responsibilities:
. Provide support activities as described in this Exhibit B, Scope of Work.

9.2 NHES Responsibilities | S
« Ndtify the Contractor in a.tinicly: menner SF all pertinent‘changes: it State:policy,

procedures or operatiunal systems that affect or depénd-ipon Contrastor-operations

or activities. The parties agree to work with each ‘other-in good' faith to’respond-to
any shich pertinent chanigs if State policy, procedies-or-operntional Systeims with'a
goal of fulfilling the termgiof the. Contract to the greatest extent possibledn light of -

- siich change; incliding withthlimitﬁfi'dn,.hegoﬁh,tihg‘adj &stmg;nl'sfi'n.pfibc, schedule,.

and other affected terms of the Contract, '
» Provide the Contractor, in a timely manner, with:

o Any information regarding State or Federal regulations, policies, or statutes;

o Reid-only acctssto:Stato systems, $pecifically NHIAS, with the.additional
¢apability of-documenting calls for claims assistance in thie WHUIS notcpad

function; and will follow designated protacols for referring calils to State for

 ——
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10. ASSUMPTIONS

STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY
CONTRACT 2020
CALL CENTER SERVICES
EXHIBIT B
. SCOPEOF WORK,

further action. Contractor is responsible for coordinating all training related
'to these systéms;’ N

o Traifingbased-on the Contractor’s &pproved fraining plarining;

o Technigal assistance in résolving problems associated with data exchanges
‘between Contrector and the Staté;

o irformation and’ otherwise -dssist Contractor in responding to complex
inquiries from clients regarding State policies;

o 'The ¢all center toll:free number

o " Written materials. that address: special needs in the appropriate alternative

fofmats;,

o Information for claimants and potential claimants relative to the:
»  Approval of &ll call'scripts:
* Approval of all Outreach and Education activities not undertaken
direettyiby the Department;
«  Eligibility deterntination/exémption gnd exclusions procgisiing;
o Any other information that the State decins relevant in order to 'flfil.the

duties required by this Contract.

10.1  The Scope of Work was produced with the following assumptions taken into consideration:

2020 Call Center Services

[hitind.all pages: MAXIMUS's _inlti'alsm:}g_g
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‘The Siatc «will; provide: appropri
development of the call center.

Al waork will b completedretotely. _ X
Thie, State ‘wili provide: adequate.dcoess 1ot the-appropriate systems-and technology
components to-enable MAXIMUS o perform any iccessdry siipport work:

‘The:State will Be available t0 provide.any necessary suppért.

s . - rs

dte €xpertise: for the implementation .and

MANXIMUS:Will only provide support during the hours designated within this Scope
of Work.
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STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY
. CONTRACT 2020
CALL CENTER SERVICES
EXHIBIT C

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

amount. THe: Q‘Gn_tfgctqr‘\wil_lig}‘é_'paid for prc‘;fd_uc_:gs.q;:tg_z_ijiy-de'_liygf*éd_ or:performed through Décember -
31,2020 as specified:in Exhibit B, up to the iz Gifiimiallowablg amount specified in the P-37 General

Provisions —'Block 1.8: Price Limitation.

The maximum dollar amount payable under this contract is not intended as any form of guaranteed

FIXED PRICE PAYMENT SCHEDULE
Table 1: Payment Schedule:

i

: ;‘;*r AL T e By Tl T e
RS I A DIV EADICS (it I Tk ﬁ,«_q,;ﬁ? me

a2 2 AR S e O HVET T yme

R R R e R e e e

“Call Center Six (6) Months Remote Support — One Time T - $223,427.00°
| ImplembitationCosts . . o |
| Monthly fees based on call volumes? ~ ' T $4,093,968.00

' _..($ﬁ§-;‘5?9.10'pé};égcﬁi)fx (80 dgents).x 6 months

Total Cost | .54317,395.00-

2.1 One Time Implementation Costs: Once Contractor’s call-center is operational, defined as
answeting: live teléphonc calls, ‘Cantractor may submitsa Single invoice: for all set up and
implementalion costs'in. the einount not-to exceed $223,427:00. The'Parties agree that this
amount shall-be full and somplete compenisation to the Contractor for its implementation of
the call-center.

2.2 Ongoing call-enter scrvices: Once Contractor's call centér i¥ operational; défined .as
answering livé teléphone tal Is, Coritractor-shall-be.paid at ihe it 6F.$8,529: 10 pér morith-for
each Contractor CSR. The Parties agree that this raté shall be:full and complet¢ 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.

2.3 Notwithstanding any other provision of this Contract, in no event shall the total payment made
by the State exceed $4,317,395.00. The State will not be responsible for any travel or out of
packet 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.

ltemized invoices shall include the following:

| Cénter Services w :;6
3
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STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY
CONTRACT 2020
CALL CENTER SERVICES
EXHIBIT C
PA YM’ENT TERMS,

Dates covered by the invoice;

Brief description of work performed;
Number of agents included; and
Rates being charged.

i

All invoices shall be sent to:

Jill Revels

Business Administrator

State of New Hampshire Department of Employment Security
Fiscal Management Section

45 South Fruit Street

Concord, NH 03301-4857

Phone: 603-229-4449

Fax: 603-229-4346

2020 Call Center. Services %
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STATE OF NEW HAMPSHIRE
NEW HAMPSHIRE EMPLOYMENT SECURITY
CONTRACT 2020
CALL CENTER SERVICES
EXHIBIT D

OTHERPROVISIONS LEOR CALL:CENTERPROFESSIONAL SERVICES -

1L CONFIDENTIALITY

1.1 USE OF STATE’'S INFORMATION AND CONFIDENTIALITY
In‘pérforgaing it§ Gblijtions under the Cofitract, Céiitrdctor.may gain access to information
‘possessed iand used: by-NHES. in:the performance /of its' stitiitofy duties (the “Confidéntial
Informatign™): . This Confidential - Ifformation includes, without limitation, information
‘excmpted from public disclosurg under RSA 91-A:6 and information which the Départinént
eduircd.to maiatain as'cqnfidential pursuant to RSA 282:A7118, 120, end 121; 42 G;$.C..
§ 503(a)(1J; and 20 C.F.R. Part 603. S
‘Coritractor shall not use the Contidential, Informiation-except as difegtly cdrinected 1o, 4nd
-riccessary for Contractor’s performarice undef the Contract, unless otherwisc pefmitted-urider-
the Contract. '

Contractor Agrees:

. »  Torestrict 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 [nformation in an area that is physically safe from access
by unauthorized persons during duty hours as well as non-duty hours or when not in
use;

. ‘-T‘l_iat_ it will not «disclose to any-indi'\'rfdtia‘l or ofganjimﬁqrj. nor dq;?li@ate any
informintion received pursuant to this-Contract, except gs-expressly permitted by N.H.
RSA 282-A: 118,119, 121, and 159, I -

» To advise all personnel who will have access to the Confidential Information of its
confidéntial ndlure, the safeguards-required to protétt it, and ‘the civil and Tgrijmina'.l
sangtions for‘nion-comipliance contained in the applicable Fedeial and State statites;

« That Contractor’s personnel who will have access to the Confidential [nformation
shell be knowledgeable of all confidentiality provisions; including: RSA Chiapter 91-
A, including, without limitation, RSA 91-A:6; RSA 282-A:118; 120, @nd 121; 42
U.S.C. § 503(a)(1); and 20 C.F.R. Part 603;

% Tht Contractorwill, within thirty (30) days 6 thc ¢fféctive date of this Contract and-
before afy information ‘s :shared, provide to NHES a statémont ottesting: that all
personnel having access (0 information provided by WHES have been advised.of the
confidentiality requirements of this Contract;

v That Coniractor will, prior to any sharing of information, provide NHES a’list 6T all
officers and employees, by position, who will have the authority to request, receive,
and obtain information from NHES and shall update NHES® list: () monthly; (b)
whenever an individual identified in such list leaves the employ of the Contractor or
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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.

s 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 Infonnétion shall require the prior written approval
of the. Staté, MAXIMUS shall immediately nofifyithe Siate if any request; subpoena, or-other
egal process.is.servediuptn MAXIMUS regarding-the State’s-Confidential liformation, and
RMAXIMIS shall coopérate-with the Staie in:dny gffort it undertakes to'eontest the request;
subpoena, or other legal process, at no additional cost to the State. o

In the event of the unauthorized use or disclosure of the State’s Confidential Information,
MAXIMUS shall immediately notify the State, and the State shalt immediately 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 not reside on Contractor devices, nor be
printed7’9qt;fdrsany;pyfpfésc;émcfl_ihﬁh iffirediate procéssing, nor'stored or'shared.in:any way
outside ofexisting NHES systcms, and must be disposed of agproptiately fRd 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 CONFIDENTIAL INFORMATION

‘nsofiit 65 MAXTMUS sécks-to méintgin the. confidentiality of its confidential ‘or,proprietary.
information, MAXIMUS must Eledfly: identify in writing all information- it cldims to be.
confidential of proprietary. "'plot'\_.,iziths't'dndii'i'ggth"e‘;forcgoing-', the State acknowledges.thatthe:
Contractor consldets: théir Dotumentation 1o be: Gonfidentidl Information, MAXIMUS
acknowledges that the State is subject to State and federal laws governing disclosure of
information including; but not limited ito, RSA Chapter 91 A. The State shall maintain the
gonfidentiality of -the {deiitified” confidential or proprietary rinformatjon ingofar as.1t is
consistent. withiapplicible State and: federal laws o regulations; including but not-limited to,
RSA Chapter 91-A. ‘ : '

In the event the State receives a request for the information identified by MAXIMUS as

coifidéritial or propriciary; the Staig shall notify MAXIMUS dnd specify thic date. the State
will be releasing the fequésted: information. At the request of the State, MAXTMUS shall
cooperate and assist the State with the collection and review of MAXIMUS's information, at
no additional expense o the State. Any effort 1o prohibit -or enjoin the. releasc..of the
‘information shall be MAXIMUS's-sole resporisibility and at MAXIMUS’s sole expense. If
MAXIMUS fails to obtain a court order enjoining the-disclqsure, the State shal} release the
information on'the.daté speeified in the State’s notice to' MAXIMUS, ‘without any liability on
the part of the State to MAXIMUS.

1.3 This section shall survive the termination of the Contract.
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FORCE MAJEURE

N_éithe?-MMJMUS;n,br',me Siate, shall b résponsiblé for -délays of failures in performance
Festlting-frovi*events boyond-the control ofsuch*party ind ‘without-faalt or negligerice. of such’
ity Suchgvents,shall inclide; but not:be limited to,-acts of God, strikes; lockduts, Fiots and
acts’:of ‘WaF, acts.of Qo ernment, fifg, 'poiver failures, ‘nuclear. accidents, earthquakes, and

unusually severe weather,

INTERNAL ESCALATION PROCEDURE FOR DISPUTES _

Prior to the filing of any formal proceedings with.respect t a dispiite: (Gther. thiin.an actiofiseeking,
injunctive relief with respect to intellectual property rights),ihe party belicving ifself eggficved (he
"Invoking Party") shall calt for progressive managgmerit involveient -’ip;’jhg'c,i.i's‘p‘_lj_t_g_:-hh_fgdtinlti‘opb‘y
written notice to the other party. Such notice shatl;be without préjudice™to thic Invoking Party’s right
to any other remedy permitted by this Contract. ) ' ‘

The pa:ﬁes:s;'r]'ét_!i_y'sé_'all reasonable efforls to arrange ﬁéfsdiiéil-.fnééting‘si;i;rgdlof:Edlebhqnc)pphfcrginces
as needed, dt-mutually g,gnve_rrlircht times and places;. between. Aegotidtors “for the parties at the
foil_'d‘x‘viﬁ‘g“_:sﬂbcéssivc fnanagement’ levels, each of 'whjéhfs‘,hlall have a péridd of ‘allotied time s
specified Lglow in which:to atténipt to.resolve the dispute:

Dispute Resolution Responsibility and Schedule Table

o T MAxmS | ThoStte | Cumilitivenilotied
. 1. e ) .. time.
_First_. | John Donohue " Pamela Szacik |5 Business.Days - '}
Second | Wayne Day . . | Richard Lavers '10 Business-days -
Third~  |'Kenneth Fisher | George Copadis | 15 Business Days

The dllotted time for thie first level negutiitions shail begin“on the datoithe livoking Pirty's nofice is
received by the other party.. _Sub_quucnt‘dllouéd time is'days from the'daté that the original Invoking
Party's notice is received by the other party.

ASSIGNMENT, DELEGATION and SUBCONTRACTS

MAXIMUS shall not assign, delegate or otherwise transfer any of its interest; sights, or duties undér
the Contract without the prior written consent of the State, Such consent'shall not be ‘unreasonably
withheld. Any attermpted transfer, assignment, delegation, or gthet transfer made withoul the State’s
prior written conscht :shall be null and ‘void, and may constitute -an -cvent of default at the sole
discretion of the State.

MAXIMUS shall remain wholly responsible for performance of the-entire Contract regardless. of
.whether dssigneces, delegates, ‘Subcontractors or other transforees (*Assigns”) are used, unless
otherwisé agreed 1o in ‘writing by the State:and the Assigns fully assumés in writing any and all
.obligations ‘and liabilities under the Contract from the Effective Datc: In the absence of a written
assumption of Tull .obligations and liabilities ofithe Contract, any permitted assignment, dilegation,
subcontract or other transfer shall ncither relieve MAXIMUS of any of its obligations .under the
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Contract nor affect any remedies available to the State dghinst MAXTMUS that may arise from any
event of default of the provisions of the Contract. The: State'shgll consider MAXIMUS to be the 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

In the performaifice oft_ly:_-"cbnpiict_-._MAfx-l'erfs: is in al] respecls an indcpendent contractér, dnd

is neither an agent nor-an;empldyee of the-State. Neither MAXIMUS,:nor any:gf iis: officers,
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 under this Contract do not

inifririge.asty_patent, CopyTight, Tadie- secrot; :0r other intellectual property fights. "MAXIMUS'
agrees to fdg‘[chd.'and‘iﬁdci_"nhifjféa’_'ridihold harmiless the State;in the eyert.of dny such infringement
¢laim against the State. )

T INTELLECTUAL PROPERTY

7.1.  State’s Data and Property

property;.which has beei réceived from.the State:ar purchased with funds providéd for that

purpose undef this Coriiract, shall be the. property of the State,and'shall b feturned (6 the

State upon demand Q*r'rilpor‘! termination’ of this Contract-for any reason: Tpe:Conhﬁc_g‘g_r‘;shall
not access State user accounts or State data, except:

All rights, iitle and initerest in. Statc Data :shall remain with the State, All data and any

» in the course of Data center operations during designated hours of
! operation;

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

» gt the State's written request.

1.2 Contractor’s Materials

‘Subjéct to. the provisions of this Contract, the Contractor may develop for itself, or for
others, miterlals that arg competitive with, or similar to, the Deliverables. In accordance
wilh the provision of ‘this. Contract, the Contractor shall not distribute any products
containing or disclose any State Confidential Information. The Contractor shall be free
10 use its general knowlcdge, skills.and expérience, and any ideas, concepts, know-how,
.and techniques that arg ncquired: 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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of the State Confidential Information by the Contractor .employees or third party
consultants engaged by the Contractor.

‘Without limiling the foregoing, ‘t'ljd;ggif:ti es a'f}'g'fl_‘l:c';{i)at_ the genéral knowledge sefetred to
‘tiércim;:nnn'_o_t'includé;infolrt_'qa_tipp'pngi'gﬁéfcjsﬂnﬁt_'§'u_ljjc(:t’t6 public-disclosure underNew
‘Hampshite RSA-Chapter 91:A; which includes:but is [dtilimited-o-the- following: -
fécords. of grand juries-dnd. petit jiiries; recards iof purole and pardort boards; persanal
school recordsiof; pupils;! records: pertainiog 16° iritierial personnel: practices, financial
information, test questions)scoring Keys and oifier exainination data use to-administer &
ficensing: exasination; -examination-foj employinent,_ or acadeniit examindtioh-and
“persontiel, "raedical; swelfare, library: use, video tape sale or rénfal, and othér*files:

¢0! ‘jgpij[iinfg_p’grsbpnny;-;igeritiﬁgble‘_.i'hfonﬁation that is private in nature.

7.3 Security Incident or Data Breach Notification

_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! Incident” mearis-the potentially, uniauthofized access by non-authdrized
persons 10.persarial data or non-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 security incident
may Or may not turn into a data breach.

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

73.3. Incident Regponse: the Contrictor Thay nezd to .communlcate ‘with vutside parties
regarding ‘aasq‘cur'ity ‘incident, which may’ includé: contgeting law cnforcenient,
fielding media inquiries and sceking, external expentise-ds mutually agreed upon,
defined by law or*contained in-the'contract. Disctissing s€ourity. incidents with ithe
‘State-should ‘be -handled: on an “irgent as-needeg basis, as part of the Conlractor

communication and mitigation proé‘esses‘as mutuaily agreed upon, defined by law or
contained in the contract.

7.3.4 Security Incldent Reportifg-Requircivents: the Coritrdctor shall report & scourity
incidentto fthe-_'z_xpproprig‘ft‘:‘.Srate‘:iﬂentiﬁ“gd,'cﬂntact immediately upon learning of any
such breach. '

71.5 Breath Reporting Requirements: If the Contractor has actual knowledge of a
confirmed data’ breach that affects the security, of any State Data that is. subjcct to
applicable-data breach notificetion law, the Contractor.shall: {1),promptly notify the
appropriate 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.
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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. IT CONTAINS IMPORTANT
INFORMATION ABOUT THE DUTIES YOU MUST UNDERTAKE AND THE RULES YOU
MUST ADHERE TO ONCE YOU ARE GRANTED ACCESS TO USE THE STATE OF NEW
HAMPSHIRE’S COMPUTER FACILITIES.

1. Computer Usc
In consideration for receiving acdess to and use of the computer facilities, network,
ligénsed for.»gg%jglt:‘p‘c'c_i-sdﬂwarc,..'sj(_;ﬁvzqﬁél maintained or operated by ‘any, of the ‘Stite"
-entifies, systems, ‘eqipment; Dagurfieritation, informalion, reports, or;data-of any Kind-

(hereinafter “Information”), User understands and agrees to the following rules:

«  That huifiérous security-and: privacy. regulations, both State and fedtral'apply:to.
dligiit;and business information confained in 41l State ‘of New' Hanipshire's
iniformniion, systms, This incliides New Hampshire: Employment Security’s
enabling law.RSA 282-A, which-in Section 118; provides forthd confidentiality
of its records for the protection of claimants and employers served by the agency
as follows: '

o “Information .. .-gbhined from any-individual, cinimidnt:or ¢mploying
unit pufsiant to -tl1'é*_-’a’r_:lmir'1‘istr_‘aiion of this ‘chapter -skall be held
confidential and shall not be.published or open to public inspection in -
anyimanner revégling the individual's or employing unit’s identity
except [as otherwise provided by law).” :

- ‘Every Authorized User has the responsibility to assure the protection of
Tnformstion from unaiithorized access, thisuse, theft, damage, destiuction,
modification, or disclosure.

s Thitany person or any use not specifically known by the *"ll:IScr as being
authdrized to access or use Information shall be promptly reported to the
appropriate supervisor.

« Thatidformaiionshall be-used solety-for conducting, official State business, and
all:ather use or access is stiictly 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.
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« That at no time shall User access or attempt 10 access any information in a
manner inconsistent with the approved policies, procedures, and/or agreements
relating to system entry/access.

o  That'all software licensed; dévéltopé&-,.o’r:béi.rig-évéj'patedll_ny'the:Statc'éaﬁnoi'be;
-ccgi_c’:_d;-shé.re'd;?qist'ript_lte'd', subzlicensed, modified, reverse:éngincered; iénted,
6r sold, and that-at dll-times User mustise utmost.care:i0 protect’and kéep such
software strictly confidentia! in accordance with " the' license or any other
Agreement executed by the State.

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

e That at no time shall User's confidential computer password(s) or premises
access card be shared with or used by any other person.

o That at no time shall User sharc or use another person’s confidential computer
password(s} or premises access card.

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

.»  That User must report any and al} violations of this Agreement to the appropriate
supervisor promptly upon learning of such violation.

e Thatif Useris found to be-in violation-of any of the above-stated-rules, théUser
‘toay fice.removal fronrthe,State contract, ‘and/or crifminal-or-civil prosécution,

if the act constitutes & violation of law. This'includes RSA 282-A:121, which:
states:

o “Any employee of the departmeént of employment sécrity; memiber of
an appeal tribunal, or ‘any indivitual, corporatiof; agsotiation;
partnership or other type:of organization; Who lawfully: obtainsior sees
records, reports or information obtaired in-administratiorrof this chapter
who' violates any provision of this subdivision shall be guilty of a
misdemeanor.”

«  Thal from time to time circumstances. may require. that .this Agreement be
modified by the State to reflcet.any changes in.procedure or policy. The User
will be notified in writing'of any changes and will be regquired.10.adhere to.sich
changes.

«  That the User acknowledges that he or she has read, fully understands, and agrees
to ebide by each of the above-stated rules as & condition of being granted access

to use Information.
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7.5 Confidential Nature of Department Records
MAXIMUS: must alsg'require all of its: employees asmgncd to:this Project to sagn an

Agreement captioned “Confidential Nature of Department Rccords » attached hersto as
Exhibit E.

7.6 “This Section 7 of Exhibit D shall survive termination of the Contract.
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State of New Hampshire
New Hampshire Employment Security

CONFIDENTIAL NATURE OF-DEPARTMENT. RECORDS

New, Hampshire Bmploymcit Security’s ‘enabling tiw (RSA-282-A) provides: for the

conﬁdcn fiality of itsvecords'or the "ﬁ;jﬂ}:c'_'lib’n'v.'ﬁft_‘.l’iiim"aﬁt's 'a_ndiéiﬁ'plﬁyém-gerygd~by.tﬁ=c agency
as follows: = : E s T ‘ ; ‘

282-A:118 - Reports or Statement; Confidentialily. “Thformation . . .-obtaifed:from any individiat;
claimant or employing unit pursuant to the administration.of this chaptér-shull be held confidentin)

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 an appeal
tribunal, or-any:if df\ii"d' udl: Corooiation: aisGciation, parinership-or ather.tyt ger -gregnigation, who
lawfully obtaifis or sees fecords, reports or information obtained in administration of this 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.

Givirig-any-ififorition Jearicd inyour work about employers, claimants; joh-seekers, etcetera; fo-anyone is
‘probibited!  You-cdndot access or use any.information regarding, cmployees who ‘become” élaimants or

. employers wiit ure defending-claims #"NHES. You-cannot even acknowledge thatany, particular employer
is subject to the Law. ' ) ) : )

It should. be tinderstood, withiout any reservation, ihidl unless you hiave béen specifically authorized totelease:
confidential informatioi, you-are.profiibited: from-doing:so. All reguests for informition;.cven a Department
employee's reqiest for information-uniless you know that his o her-job involves such,:should be referredto
your Department contact.

I certify that onllivng. 30 907@ 1 read the above and understand that a violation is sufficient cause

=

for _irhmc;;!ialé'ﬁpcdl'lation of the contract, or agreement. [ also understand that violation of Section 118 as
stated above may cause me to be prosecuted criminally as provided in Section {21,
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