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This information is submitted for use by the Arkansas Department of Human Services (DHS) and its
designees with the express understanding that it will be held in strict confidence and will not be
disclosed, duplicated, or used, in whole or in part, for any purpose other than evaluation of this
proposal or administering any resulting contract. Any release, use, or distribution of confidential or
trade secret information to organizations outside the State could result in harm to TTEC, including
the loss of competitive advantage in the marketplace.
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RESPONSE SIGNATURE PAGE

Type or Print the following information.

PROSPECTIVE CONTRACTOR’S INFORMATION

Caimpeit TTEC Government Solutions, LLC

AR 6312 S. Fiddler's Green Circle, Suite 100N

City: Denver State: | Colorado Zip Code: 80111
Business O Individual O Sole Proprietorship O Public Service Corp
Designation: O Partnership & Corporation OJ Nonprofit

PROSPECTIVE CONTRACTOR CONTACT INFORMATION
Provide contact information to be used for solicitation related matters.

Contact Person: | h50 Cruice Title: Vice President, Public Sector Sales

Phone: 610-563-5159 Alternate Phone: | 1.800-835-3832

Email: dan.cruice@ttec.com

CONFIRMATION OF REDACTED COPY

Q(YES, a redacted copy of submission documents is enclosed.

0 NO, a redacted copy of submission documents is not enclosed. | understand a full copy of non-redacted submission

documents will be released if requested.

Note: If a redacted copy of the submission documents is not provided with Prospective Contractor’s response packet, and
neither box is checked, a copy of the non-redacted documents, with the exception of financial data (other than
pricing), will be released in response to any request made under the Arkansas Freedom of Information Act (FOIA).
See Solicitation Terms and Conditions for additional information.

COMBINDED CERTIFICATIONS FORM

By signing and submitting a response to this Solicitation, Prospective Contractor represents, warrants, and certifies that
they are not a Scrutinized Company and they do not currently and shall not for the aggregate term of a resultant contract:
Boycott Israel.

Knowingly employ or contract with illegal immigrants.

Boycott Energy, Fossil Fuel, Firearms, or Ammunition Industries.

Employ a Scrutinized Company as a contractor.

Prospective Contractor represents, warrants, and certifies that it shall not become a Scrutinized Company during the
aggregate term of a contract resulting from this Solicitation. The Prospective Contractor further represents, warrants, and
certifies in shall in all other respects comply with the laws, rules, and executive orders of the state that apply to the
Contractor’s performance during the aggregate term of a contract resulting from this Solicitation

An official authorized to bind the Prospective Contractor to a resultant contract shall sign below.

The signature below signifies agreement that any exception that conflicts with a Requirement of this Solicitation may
cause the Prospective Contractor’s response to be rejected.

Authorized Signature: Title: President, TTEC

John Abou 3/9/2026 MDT

Printed/Typed Name: Date:




SECTIONS 1 —4: VENDOR AGREEMENT AND COMPLIANCE

e Any requested exceptions to items in this section which are NON-mandatory must be declared below or as an attachment to this
page. Vendor must clearly explain the requested exception, and should label the request to reference the specific solicitation
item number to which the exception applies.

e  Exceptions to Requirements shall cause the vendor’s proposal to be disqualified.

Please see Attachment P - Proposed Non-Mandatory Exceptions Template (appended below).

By signature below, vendor agrees to and shall fully comply with all Requirements as shown in this section of the bid
solicitation.

Authorized Signature:

Printed/Typed Name: John Abou Date: ¥9/2026MPT




State of Arkansas Department of Human Services
710-25-078

Attachment P

Proposed Exceptions

Instructions

This Template must be used for submission of proposed exceptions of NON-MANDATORY items. All requests should provide the requested information.

Instructions: Complete the table below for each proposed exception. Clearly identify the referenced section or text including the specific language and provide proposed alternative language or change(s).

Question Reference (Document, page number, section Specific Language Proposed Alternative Language or Change(s) State Response

ID number, paragraph)

1 ?:t,la;r]rsn:cr:o?] ;éggﬁgzleﬁﬁrarﬁti i‘f?;g(:::ztr;s’n?' 5 N/A TTEC requests confidentiality protection for its information.
2
3
4
5
6
7
8
9
10

Attachment-P-Proposed-Non-Mandatory-Exceptions



Page 1 of 1
State of Arkansas
DEPARTMENT OF HUMAN SERVICES
700 South Main Street
P.O. Box 1437 / Slot W345
Little Rock, AR 72203

ADDENDUM 1

TO: All Addressed Vendors

FROM: Office of Procurement

DATE: January 23, 2026

SUBJECT: 710-25-078 Customer Service Center Final

The following change(s) to the above referenced RFP have been made as designated below:
Change of specification(s)

Additional specification(s)

Change of bid opening date and time

Cancellation of bid

_X

Other

OTHER

Exhibit 3 Forthcoming Resources; remove and replace with Exhibit 3 Revised Forthcoming Resources

Bidder’s Library — the following were added:

@)

O

Exhibit 5 — ARIES and EMCI Overview

Exhibit 6 — ARIES System Architecture

Exhibit 7 — EMCI Deep Dive Redacted

Exhibit 8 - EMCI Create Individual Web Service

Exhibit 9 - EMCI Update Individual Web Service

Exhibit 10 - EMCI Match Individual Web Service

Exhibit 11 - EMCI Search Individual Web Service
Exhibit 12 - EMCI Search Individual Details Web Service
Exhibit 13 - EMCI Merge/Unmerge Individual Web Service
Exhibit 14 - EMCI Alert Web Service

Exhibit 15 — AME CORE MMIS

Exhibit 16 — CHRIS Overview

The specifications by virtue of this addendum become a permanent addition to the above referenced RFP. Failure to return
this signed addendum may result in rejection of your proposal.

If you have any questions, please contact: Tamara DeBord, DHS.OP.Solicitations@dhs.arkansas.gov,

(501) 683-5969.

3/4/2026 MST

Vendor Signature Date

TTEC Government Solutions, LLC

Company



Page 1 of 1
State of Arkansas
DEPARTMENT OF HUMAN SERVICES
700 South Main Street
P.O. Box 1437 / Slot W345
Little Rock, AR 72203

ADDENDUM 2

TO: All Addressed Vendors
FROM: Office of Procurement
DATE: January 30, 2026
SUBJECT: 710-25-078 Customer Service Center Final

The following change(s) to the above referenced RFP have been made as designated below:

Change of specification(s)

Additional specification(s)

Change of bid opening date and time

Cancellation of bid
X Other

OTHER

o Exhibit 3 — remove Exhibit 3 — Revised Forthcoming Resources and replace with Exhibit 3 - Revision 2
Forthcoming Resources

e Bidder’s Library — Add the following documents:
o Exhibit 17 - KPI Report Years 2023 — 2025
o Exhibit 18 - Weekly Call Volumes for Years 2023 — 2025

o Exhibit 19 - Call Center Weekly Reports for Years 2023 - 2025

The specifications by virtue of this addendum become a permanent addition to the above referenced RFP. Failure
to return this signed addendum may result in rejection of your proposal.

If you have any questions, please contact: Tamara DeBord, DHS.OP.Solicitations@dhs.arkansas.gov
(501) 683-5969.

3/4/2026 MST

Vendor Signature Date

TTEC Government Solutions, LLC
Company




Page 1 of 1
State of Arkansas
DEPARTMENT OF HUMAN SERVICES
700 South Main Street
P.O. Box 1437 / Slot W345
Little Rock, AR 72203

ADDENDUM 3
TO: All Addressed Vendors
FROM: Office of Procurement
DATE: February 17, 2026
SUBJECT: 710-25-078 Customer Service Center Final

The following change(s) to the above referenced RFP have been made as designated below:

Change of specification(s)
Additional specification(s)
Change of bid opening date and time
Cancellation of bid
X Other

OTHER

e Add 710-25-078 REVISED Attachment B — Written Questions and Answers — Set 1

Note: Due to the volume of questions received, DHS intends to post sets of questions and answers. DHS
will post the next set of questions and answers soon. While no documents are amended or added with
this Addendum 3, the next sets may include amended and added documents.

The specifications by virtue of this addendum become a permanent addition to the above referenced RFP. Failure
to return this signed addendum may result in rejection of your proposal.

If you have any questions, please contact: Tamara DeBord, DHS.OP.Solicitations@dhs.arkansas.gov;
(501) 683-5969.

3/4/2026 MST

Vendor Signature Date

TTEC Government Solutions, LLC
Company




Page 1 of 1
State of Arkansas
DEPARTMENT OF HUMAN SERVICES
700 South Main Street
P.O. Box 1437 / Slot W345
Little Rock, AR 72203

ADDENDUM 4

TO: All Addressed Vendors
FROM: Office of Procurement
DATE: February 25, 2026
SUBJECT: 710-25-078 Customer Service Center Final

The following change(s) to the above referenced RFP have been made as designated below:

X  Change of specification(s)
Additional specification(s)
Change of bid opening date and time
Cancellation of bid
X Other

CHANGE OF SPECIFICATION(S)

o 710-25-078 Attachment B Written Question(s) and REVISED Attachment B Written Questions and
Answers (Set 1) — remove and replace with 710-25-078 REVISED Attachment B —Revised Written
Questions and Answers (Set 1 & Set 2)

e 710-25-078 Solicitation: remove and replace with 710-25-078 Solicitation Revision 1 (clean copy and
redlined copy)

OTHER

e Bidder’s Library — add the following:
o Exhibit 20 — APM Chapter 120
o Exhibit 21 — Executive Staff Retreat Scenario

The specifications by virtue of this addendum become a permanent addition to the above referenced RFP. Failure
to return this signed addendum may result in rejection of your proposal.

If you have any questions, please contact: Tamara DeBord, DHS.OP.Solicitations@dhs.arkansas.gov;
(501) 683-5969.

3/4/2026 MST
Vendor Signature Date

TTEC Government Solutions, LLC
Company




Page 1 of 1
State of Arkansas
DEPARTMENT OF HUMAN SERVICES
700 South Main Street
P.O. Box 1437 / Slot W345
Little Rock, AR 72203

ADDENDUM 5

TO: All Addressed Vendors

FROM: Office of Procurement

DATE: March 3, 2026

SUBJECT: 710-25-078 Customer Service Center Final

The following change(s) to the above referenced RFP have been made as designated below:

X

Change of specification(s)

Additional specification(s)

Change of bid opening date and time
Cancellation of bid

Other

CHANGE OF SPECIFICATION(S)

710-25-078 Solicitation Revision 1 (Clean Copy and Redlined Copy) - remove and replace with 710-25-
078 Solicitation Revision 2 (Clean Copy and Redlined Copy)

710-25-078 REVISED Attachment B - Written Questions and Answers (Set 1 & Set 2) — remove and
replace with 710-25-078 Revised Attachment B — Written Questions and Answers (Set 1, 2, & 3)
710-25-078 Attachment C - Performance Based Contracting - remove and replace with 710-25-078
Revised Attachment C - Performance Based Contracting

710-25-078 Attachment D — Terms and Conditions - remove and replace with 710-25-078 Revised
Attachment D — Terms and Conditions

710-25-078 Attachment | — Key Personnel - remove and replace with 710-25-078 Revised Attachment | —
Key Personnel

710-25-078 Attachment K — Technical Response Packet - remove and replace with 710-25-078 Revised
Attachment K - Technical Proposal Packet

710-25-078 Attachment L — Cost Proposal - remove and replace with 710-25-078 Revised Attachment L -
Cost Proposal

710-25-078 Attachment N — Requirements - remove and replace with 710-25-078 Revised Attachment N
— Requirements

710-25-078 Attachment O - Client History Form - remove and replace with 710-25-078 Revised
Attachment O - Client History Form

OTHER

Add 710-25-078 Attachment P — Proposed Non-Mandatory Exceptions Template
Bidder’s Library — add the following:

o Exhibit 22 — DHS Organizational Chart

o Exhibit 23 - ARHOPE Report Examples

The specifications by virtue of this addendum become a permanent addition to the above referenced RFP. Failure
to return this signed addendum may result in rejection of your proposal.

If you have any questions, please contact: Tamara DeBord, DHS.OP.Solicitations@dhs.arkansas.gov;
(501) 683-5969.

3/4/2026 MST

Vendor Signature Date

TTEC Government Solutions, LLC

Company



Page 1 of 1
State of Arkansas
DEPARTMENT OF HUMAN SERVICES
700 South Main Street
P.O. Box 1437 / Slot W345
Little Rock, AR 72203

ADDENDUM 6

TO: All Addressed Vendors

FROM: Office of Procurement

DATE: March 6, 2026

SUBJECT: 710-25-078 Customer Service Center Final

The following change(s) to the above referenced RFP have been made as designated below:

X  Change of specification(s)
Additional specification(s)
Change of bid opening date and time
Cancellation of bid
Other

CHANGE OF SPECIFICATION(S)

e 710-25-078 Revised Attachment N — Requirements - remove and replace with 710-25-078 Revision 2
Attachment N — Requirements

The specifications by virtue of this addendum become a permanent addition to the above referenced RFP. Failure
to return this signed addendum may result in rejection of your proposal.

If you have any questions, please contact: Tamara DeBord, DHS.OP.Solicitations@dhs.arkansas.gov;
(501) 683-5969.

3/9/2026 MDT

Vendor Signature Date

TTEC Government Solutions, LLC
Company

10



Contract Number
Attachment Number 11
Action Number CONTRACT AND GRANT DISCLOSURE AND CERTIFICATION FORM

Failure to complete all of the following information may result in a delay in obtaining a contract, lease, purchase agreement, or grant award with any Arkansas State Agency.
SUBCONTRACTOR: SUBCONTRACTOR NAME:

[]Yes [ONo
TS THIS FOR.
| . -
TAXPAYER IDNAME: T TEC Government Solutions, LLC Goods? g Services? @ Both? g
YOUR LAST NAME: AbOU FIRST NAME JONN M.L:
ApDREss: 6312 S. Fiddler's Green Circle, Suite 100N
ciry: Greenwood Village STATE: CO zip cope: 80111 country: United States

AS A CONDITION OF OBTAINING, EXTENDING, AMENDING, OR RENEWING A CONTRACT, LEASE, PURCHASE AGREEMENT,
OR GRANT AWARD WITH ANY ARKANSAS STATE AGENCY, THE FOLLOWING INFORMATION MUST BE DISCLOSED:

FOR INDIVIDUALS?®

Indicate below if: you, your spouse or the brother, sister, parent, or child of you or your spouse is a current or former: member of the General Assembly, Constitutional Officer, State Board or Commission
Member, or State Employee:

What is the person(s) name and how are they related to you?

Mark (\/) Name of Position of Job Held For How Long? [i.e., Jane Q. Public, spouse, John Q. Public, Jr., child, etc.]

Position Held [senator, representative, name of

board/ commission, data entry, etc.] From To , -
Current |Former MMAYY MMAYY Person’s Name(s) Relation

General Assembly

Constitutional Officer

State Board or Commission
Member

State Employee

[] None of the above applies

FOR AN ENTITY (BUSINESS)*

Indicate below if any of the following persons, current or former, hold any position of control or hold any ownership interest of 10% or greater in the entity: member of the General Assembly, Constitutional
Officer, State Board or Commission Member, State Employee, or the spouse, brother, sister, parent, or child of a member of the General Assembly, Constitutional Officer, State Board or Commission
Member, or State Employee. Position of control means the power to direct the purchasing policies or influence the management of the entity.

- — = —
Mark (\/) Name of Position of Job Held For How Long? What is the person(s) name and what is his/her % of ownership interest and/or

. g . o
Position Held [senator, representative, name of what is his/her position of control?

Current |Former | board/commission, data entry, etc.] Igt\/(\e/?e‘esrtsrol/p) P%S(I)tr:?rr(]jOf
0

From To

MM/YY MMIYY Person’s Name(s)

General Assembly

Constitutional Officer

State Board or Commission
Member

State Employee

_IE None of the above applies

DHS Revision 11/05/2014 11



Contract Number
Attachment Number 12

Action Number Contract and Grant Disclosure and Certification Form

Failure to make any disclosure required by Governor’s Executive Order 98-04, or any violation of any rule, requlation, or policy adopted pursuant to
that Order, shall be a material breach of the terms of this contract. Any contractor, whether an individual or entity, who fails to make the required
disclosure or who violates any rule, requlation, or policy shall be subject to all legal remedies available to the agency.

As an additional condition of obtaining, extending, amending, or renewing a contract with a state agency | agree as follows:

1. Prior to entering into any agreement with any subcontractor, prior or subsequent to the contract date, | will require the subcontractor to complete a
CONTRACT AND GRANT DISCLOSURE AND CERTIFICATION FORM. Subcontractor shall mean any person or entity with whom | enter an agreement
whereby | assign or otherwise delegate to the person or entity, for consideration, all, or any part, of the performance required of me under the terms
of my contract with the state agency.

2. 1l will include the following language as a part of any agreement with a subcontractor:

Failure to make any disclosure required by Governor’s Executive Order 98-04, or any violation of any rule, regulation, or policy adopted
pursuant to that Order, shall be a material breach of the terms of this subcontract. The party who fails to make the required disclosure or who
violates any rule, regulation, or policy shall be subject to all legal remedies available to the contractor.

3. No later than ten (10) days after entering into any agreement with a subcontractor, whether prior or subsequent to the contract date, | will mail a
copy of the CONTRACT AND GRANT DISCLOSURE AND CERTIFICATION FORM completed by the subcontractor and a statement containing the dollar
amount of the subcontract to the state agency.

| certify under penalty of perjury, to the best of my knowledge and belief, all of the above information is true and correct and
that | agree to the subcontractor disclosure conditions stated herein.

Signature Title President, TTEC Date 42026 MsT

Vendor Contact Person Dan Cruice Title Vice President, Public Sector Sales Phone No. (610) 563-5159

Agency use only
Agency Agency Agency Contact Contract

Number %' Name Department of Human Services  Contact Person Phone No. or Grant No.

DHS Revision 11/05/2014 12




I. POLICY STATEMENT

TTEC is an equal opportunity employer and complies with all applicable federal, state, and local
fair employment practices laws. TTEC is committed to fostering, cultivating, and preserving a
culture of diversity and inclusion, as reflected in the company’s values. Our employees are our
most valuable asset. The collective sum of individual differences, life experiences, knowledge,
inventiveness, innovation, self-expression, unique capabilities, and talent that our employees
invest in their work represents a significant part of our culture, our reputation, and our
achievements.

TTEC prohibits unlawful discrimination against applicants or employees on the basis of race, color,
religion, sex, gender, national origin, age, disability, veteran status, sexual orientation, gender
identity, genetic information, or any other status or characteristic protected by applicable federal,
state, or local law. This prohibition includes unlawful harassment based on any of these protected
classes. This policy applies to all employees, including business leaders, managers, team leads,
associates, and contingent agency workers, as well as to third-party non-employees such as
customers, clients, vendors, suppliers, consultants, temporary service workers, independent
contractors, unpaid interns, and volunteers. This policy applies to all terms and conditions of
employment, including, but not limited to, hiring, training, promotion, discipline, compensation,
benefits, and termination of employment.

TTEC complies with the Americans with Disabilities Act (ADA), as amended by the ADA
Amendments Act, and all applicable state or local law. Consistent with those requirements, TTEC
will reasonably accommodate qualified individuals with a disability if such accommodation would
allow the individual to perform the essential functions of the job, unless doing so would create an
undue hardship. TTEC will also, where appropriate, provide reasonable accommodations for an
employee’s religious beliefs or practices. If you need such accommodations, please immediately
contact your supervisor or HXConnect.

TTEC complies with the Pregnant Workers Fairness Act (PWFA) and applicable state and local
laws. TTEC will provide reasonable accommodations to qualified job applicants and employees to
accommodate the individual’s known limitations related to pregnancy, childbirth, or related medical
conditions, unless doing so would create an undue hardship. TTEC will not require a qualified
employee to take paid or unpaid leave if another reasonable accommodation can be provided. If
you believe you need a pregnancy-related accommodation, please immediately contact your
supervisor or HXconnect.

TTEC strictly prohibits retaliation against any individual who reports discrimination, participates in
an investigation, or engages in any activity protected by law. TTEC maintains

an open-door policy. If you believe this Policy has been violated, you should visit HXConnect. In
addition, you may report issues with or violations of this Policy to your supervisor or any other
member of management. You may also report issues with or violations of this Policy through We
Hear You, TTEC’s confidential reporting tool that allows you to report anonymously. All reports will
be handled confidentially to the extent possible.

13



We Hear You is available through:
e Alink on the TTEC intranet, Mosaic (under Toolkit > Systems/Applications)

e The TTEC We Hear You website at TtecWeHearYou.com https://app.convercent.com/en-
us/LandingPage/65a3d788-59c6-e311-8ce6-441ea1084c22

o Telephone at 1-800-461-9330

This policy is not intended to restrict communications or actions protected or required by state or
federal law.

Il. APPLICABILITY

This Policy applies to the United States-based employees of all TTEC companies worldwide,

including subsidiaries and controlled affiliates, and all acquired companies subject to earn-out

provisions, whether they trade under the TTEC brand or as part of a different trading platform.

lll. RESPONSIBILITY

Compliance with this Policy is the responsibility of all TTEC employees. Each member of the TTEC

Executive Leadership Team (Executive Committee or its successor in responsibilities) is

responsible for Policy compliance in his/her respective business segment and function. Failure to

comply with the Policy will put TTEC at a substantial risk and may subject the company and

employees to significant civil liability. Violations of the Policy will result in disciplinary action, up to

and including termination of employment.

IV. EXCEPTIONS TO THE POLICY

There are no exceptions to this Policy.

V. RELATED POLICIES AND PROCEDURES

This Policy is aligned with other TTEC related policies and procedures, including without limitation:
e Harassment and Discrimination Prevention

e Open Door Policy

e Ethics Code: How TTEC Does Business

14


https://app.convercent.com/en-us/LandingPage/65a3d788-59c6-e311-8ce6-441ea1084c22
https://app.convercent.com/en-us/LandingPage/65a3d788-59c6-e311-8ce6-441ea1084c22

PROPOSED SUBCONTRACTORS FORM

* Do not include additional information relating to subcontractors on this form or as an attachment to this form.

PROSPECTIVE CONTRACTOR PROPOSES TO USE THE FOLLOWING SUBCONTRACTOR(S)
TO PROVIDE SERVICES.

Type or Print the following information

Subcontractor’'s Company Name Street Address City, State, ZIP

¥ PROSPECTIVE CONTRACTOR DOES NOT PROPOSE TO USE
SUBCONTRACTORS TO PERFORM SERVICES.

15



STATEMENT OF ATTESTATION

As stated in Section 2.2.E, relating to minimum qualifications, Contractor must be free of a “conflict of
interest” and able to perform the outbound verification activities contemplated herein to support the
State’s performance of Community Engagement Requirements contemplated by PL 119-21. What
constitutes a prohibited conflict of interest is located in Section 71119(c).

By signature below, Contractor declares it does not have a conflict of interest as shown in this section
the bid solicitation.

Authorized Signature:

of

Printed/Typed Name: John Abou Date: 3/4/2026 MST

16



Revised Attachment O
Client History Form

Customer Service Center
710-25-078

17



Attachment O
Customer Service Center

Instructions: This form is intended to help the State gain a more complete understanding of each Respondent’s
experience. This form must be completed completely and accurately.

The State reserves the right to verify the accuracy of these answers by contacting any of the listed clients, and
all applicable clients must be listed. Omission of a client will constitute a failure to complete this form.

For purposes of this form, the “client” is not an individual but the entity which held the contract. By way of
explanation, in the Contract resulting from this RFP, Arkansas DHS will be the client. For each listed client,
Respondents may (but are not required) provide the contact information for a person at the client entity who is
knowledgeable of the named project. If the State contacts clients listed on this form, the State reserves the right
to contact the listed individual or another person at the listed client.

The boxes below each prompt will expand if necessary. The form must be signed (please see the final page) by
the same signatory who signed the Response Signature Page.

1. Please demonstrate when you (the prime contractor only) served as the prime contractor
establishing, operating, and managing a call center or customer service center for a state (or county
with over 100,000 residents) Medicaid program as well as a customer relationship management
system, for a minimum of five (5) years. The total of five (5) years must include experience in the
last three (3) years. For each client, please specify the organization/agency/division, not just the state
or political subdivision. Please briefly describe the scope of the contract and the duration of services
provided. If there are no contracts which meet this definition, please state “none.”

Customer Name: Access Health Connecticut (AHCT)
Client Contact Details:

Customer Information:

Access Health Connecticut (AHCT) is the state-based health insurance marketplace for Connecticut,
created under the Affordable Care Act. It is the only place where Connecticut residents can access
financial assistance for private health plans and enroll in Medicaid/HUSKY Health through the integrated
eligibility system. AHCT also administers the Covered CT Program, offering no-cost coverage for
qualifying low-income residents.

AHCT serves residents through both: Qualified Health Plans (QHPs) — private health insurance plans.
and HUSKY Health (Medicaid/CHIP) - through the state's integrated eligibility system.

Medicaid / HUSKY Health Enrollment Active HUSKY Determinations: 835,006 residents

This represents individuals whose Medicaid eligibility was determined through the AHCT-integrated
system. Qualified Health Plan Enrollment 2026 Plan Year (Most Recent) 157,246 residents enrolled in a
QHP during OE 2026

Contract Term:  8/23/2016 - 12/1/2028

Description of Work:

TTEC, as the prime contractor for the Access Health Connecticut (AHCT) program delivers bilingual
(English and Spanish) customer service representatives (CSRs), including licensed Brokers and an
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We collaborated with AHCT to update SOPs in response to policy changes. Remote agents are
monitored through secure systems and daily supervisor interactions to ensure compliance. We apply
best practices in recruiting and retaining CSRs, including language proficiency assessments for
bilingual agents. Our training program includes structured schedules, qualified trainers, and annual
curriculum enhancements. Process improvements are proposed, tested, and integrated with client
approval. Performance is monitored via calibrated evaluations, with coaching and feedback loops to
improve service. CSRs are cross-trained and certified in new skills. We analyze and report data across
all systems, including client and third-party platforms. TTEC supports a FedRamp Moderate Genesys
Cloud CX (CCaaS), Oracle Service Cloud, Vistio, SharePoint, and workforce tools, with 100%
interaction recording. Knowledge transfer was conducted via train-the-trainer sessions, supplemented
by TTEC modules. All staff complete mandatory security training and adhere to HIPAA, HITRUST, PII,
PHI, PCI, and NIST SP 800-53 standards. Our platform uses role-based access controls. We
transitioned onerations in 90 davs and sunnorted four onen enrollment neriods. Our contact center

2. Please list the client(s) where the prime contractor, or the proposed subcontractor(s), performed
outbound calls for a minimum of two (2) years. For each client, please specify the
organization/agency/division, not just the state or political subdivision. Please briefly describe the
scope of the contract and the duration of services provided. If there are no contracts which meet this
definition, please state “none.”

Client Name: United HealthCare (Program # 1)

Program Name/Title: HARC Program - Health Risk Assessments

Contract Term: 2016 - still active

Description of scope:

TTEC performed outbound calling to health plan members on behalf of United HealthCare to complete
Health Risk Assessments and connect members with appropriate preventive care resources. CSRs
actively engaged in OB calling ranges from 23 — 40+ FTE (currently 23 FTE); depending on calling
campaign.

Client Name: United HealthCare (Program #2)
Program Name/Title: HEDIS Direct
Contract Term: 2019 - still active

Description of scope: TTEC performas outbound calls in English and Spanish to members on behalf of a
United HealthCare to close HEDIS care gaps by reminding and guiding members to complete
recommended preventive screenings and services. Additionally TTEC also assists members by
scheduling appointments directly with providers to ensure timely access to care and improved health
putcomes. This program currently has 60 FTE performing these Outbound calling services;

Other TTEC Outbound Programs: within some of our healthcare accounts we have pockets of outbound
calling that are part of the larger member services programs (Clover Health, Optum, CVS, BCBS, etc);
programs include appointment setting/coordination of care; appointment reminders (digital and human);
transportation set up for medical appts; outreach to recruit people to participate in clinical trials; member
retention (ramps up before AEP & OEP); provider and facility data validation; pre & post surgical follow
up, Medicaid redetermination campaigns.

TTEC Outbound Calling Qualifications

5,000+ agents on outbound programs

70% of our B2B engagements are outbound

Outbound calling into all industries with a high concentration in: healthcare, financial services,
technology, professional services, energy, retalil

Methodologies

Analytics resource built into all outbound programs to test & measure a variety of tactics in reaching
contacts & keeping them engaged A/B testing in maximizing connect rates. Automated reporting on best
day of the week / best time of day to call. Blended contact methodologies to maximize connect and
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INFORMATION FOR EVALUATION

Provide a response to each item/question in this section. Prospective Contractor may expand the

space under each item/question to provide a complete response.

Do not include additional information if not pertinent to the itemized request.

In total for the sections below, the Contractor shall provide a summary narrative no longer than
two hundred (200) pages in length including graphics and tables using an 11-point font that
describes the functionality of their solution. The precise allocation of pages across sections is

left to the Contractor.

Maximum
RAW Score
Available
E.1 General Experience 20
A. Describe your experience in designing, implementing, and managing Customer Service 5 points

Centers (CSCs) or similar human services operations, with particular focus on
experience from the last three (3) years. Provide specific examples of past
interoperability with State systems and human services subject matter (e.g., SNAP,
Medicaid), demonstrating alignment with relevant laws. Describe if any subcontractors
have relevant experience.

Over the last three years, TTEC has strengthened its leadership in designing,
implementing, and managing complex customer service environments for public agencies.
This work includes support for state health benefit programs, high-volume customer
assistance lines, and federally directed contact center modernization efforts. TTEC'’s
experience spans human services, health programs, and multi-agency service ecosystems,
creating a foundation that aligns closely with DHS’s need for a modern, compliant, and
responsive Customer Service Center.

One example of TTEC’s capability can be seen in its support for a state health benefits
exchange, where TTEC ensured the delivery of multilingual customer service and
maintained strong staffing levels in an environment characterized by high call volumes and
diverse customer needs. This engagement required a deep understanding of program
requirements, eligibility rules, and customer pathways within publicly funded health
programs. By consistently meeting service expectations and supporting individuals
navigating benefits inquiries, TTEC demonstrated its ability to operate a service center that
manages sensitive and time-critical interactions while maintaining accuracy and customer
satisfaction.

In another engagement, TTEC partnered with a state seeking to improve responsiveness
for residents who were experiencing delays due to overwhelmed call centers. TTEC
implemented a messaging-based customer service model that enabled the state to resolve
nearly four times as many customer contacts within two weeks. This improvement
significantly reduced backlogs and expanded access for customers who needed timely
support. The success of this transformation highlights TTEC’s ability to introduce new
service modalities that enhance engagement, improve resolution times, and support
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efficient operations in environments similar to the one contemplated in this RFP.

A related federal contract further illustrates TTEC’s ability to deploy modern platforms to
support government service missions. Under a General Services Administration award,
TTEC delivered advisory and operational services that optimized customer experience
across several federal agencies. This initiative incorporated digital transformation tools,
knowledge-management improvements, and conversational Al capabilities designed to
support accessible and seamless interactions. TTEC’s performance on this contract shows
a mature ability to design and manage customer service operations within strict federal
compliance frameworks while integrating advanced technologies that improve the user
experience.

Across these engagements, TTEC has operated in regulatory environments that require
adherence to privacy, security, and confidentiality standards that closely align with those
governing SNAP, Medicaid, and other human services programs. The company’s
experience supporting HIPAA-regulated health programs, integrating with state information
systems, and meeting federal audit and security requirements demonstrates its capability to
administer customer service operations that protect sensitive data and comply with program
statutes.

TTEC’s work within multi-agency ecosystems further demonstrates its ability to align CSC
operations with state systems. Projects such as the state messaging transformation and the
health benefits exchange support project required coordinated integration with eligibility
systems and related platforms, as well as adherence to state security protocols and data
governance practices. These collaborations ensured that customer service staff could
access accurate information in real time, support secure authentication, and maintain data
integrity across interactions.

For this engagement, TTEC does not intend to utilize subcontractors. The scope of work
outlined in the RFP aligns with TTEC’s in-house capabilities, and all operational, technical,
training, and implementation activities will be delivered by TTEC personnel. TTEC’s internal
teams include specialists in contact center operations, human services program support,
CRM integration, quality management, security compliance, workforce management, and
customer experience design. Because these capabilities already exist within the company,
TTEC can deliver a fully integrated and well-governed solution without relying on external
partners.

Taken together, the past projects presented here show that TTEC has the experience,
technical capability, and operational maturity required to establish and manage Customer
Service Centers that meet the expectations of state human services agencies. TTEC'’s
history of supporting health benefits exchanges, resolving high-volume service backlogs for
state agencies, and modernizing customer experience operations across multiple federal
agencies reinforces the company’s ability to deliver a CSC that is responsive, accurate, and
aligned with DHS’s program and regulatory requirements.

B. Describe your experience with implementing and managing customer relationship
management (CRM) tools, with particular focus on experience from the last three (3)
years. Detail your experience training internal staff and external stakeholders on CRM
system usage and procedures. Describe if any subcontractors have relevant experience.

5 points
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During the last three years, TTEC has implemented and managed CRMs at scale across
Salesforce, MSD 365, Zendesk, ServiceNow, delivering secure integrations to eligibility,
case, and content systems via native connectors, RESTful services, and event-driven APIs.
Recent projects include multi-channel agent desktops with CRM screen pop, embedded
interaction controls, automated case creation, and bi-directional data sync to reduce
after-call work. In parallel, our managed services teams provide release management,
configuration governance, user administration, and performance tuning aligned to client
SLAs.

Our enablement model addresses both internal staff and external stakeholders. Over 1,000
courses are available and continuously updated; Al-supported learning paths, task-based
simulations, and gamified assessments build proficiency and reduce onboarding time. For
external stakeholders, we deliver a structured change-enablement program that includes
stakeholder analysis, role-specific curricula (agent, supervisor, analyst, program owner),
quick-reference guides embedded in CRM, sandbox practice labs, and office-hours
coaching. We measure adoption and competency through time-to-proficiency,
knowledge-check pass rates, call-handling KPIs, and user-satisfaction surveys, then iterate
content based on results.

Our implementation approach includes discovery and fit-gap, data migration planning and
test cycles, security and role design, integration patterns, UAT coordination, and hypercare.
Post go-live, we manage release cadences, regression testing, and environment strategy to
maintain reliability and compliance.

TTEC performs this work without subcontractors today. If DHS later requests specialized
tools or accelerators, TTEC will onboard and oversee niche partners under our Supplier
Management Policy and third-party risk controls, ensuring the same security, quality, and
delivery standards apply across the engagement.

C. Describe your experience with collaborating with stakeholders on similar projects,
including reporting, feedback implementation, and communication, with particular focus
on experience from the last three (3) years. Explain how you have managed
relationships and project management structures to ensure timely delivery of contract
deliverables. Describe if any subcontractors have relevant experience.

Over the last three years, TTEC has collaborated with state and federal stakeholders to
deliver large-scale customer service improvements supported by structured governance,
clear communication, and responsive performance reporting. This experience
demonstrates TTEC’s ability to support complex, multi-stakeholder environments similar to
the CSC envisioned by the State and DHS.

In one engagement with a large state health benefits exchange, TTEC worked closely with
agency leaders to sustain service quality during high-volume enrollment periods. Through
regular coordination that included performance discussions, staffing reviews, and quality
oversight, TTEC supported the exchange in processing 1.8 million annual open enroliment
applications, scaling to approximately 700 associates at peak, and providing multilingual
support in 14 languages. These capabilities were enabled by ongoing communication,
alignment on customer-experience goals, and shared decision-making processes.

In another project, TTEC partnered with a state seeking to improve responsiveness during

5 points
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periods of elevated inquiry volume. Through a collaborative design effort involving daily
touchpoints, feedback loops, and shared dashboards, TTEC helped the state transition to
a messaging-enabled service model that allowed it to resolve nearly four times as many
customer contacts within two weeks. This outcome reflects TTEC’s ability to integrate
stakeholder feedback, adjust workflows quickly, and provide reporting that supports
operational agility.

Across all engagements, TTEC uses milestone tracking, risk and change-control
processes, and defined communication pathways to ensure timely delivery of contract
deliverables. For this project, TTEC does not intend to use subcontractors. All stakeholder
engagement and delivery activities will be performed directly by TTEC personnel to
ensure accountability, continuity, and quality.

D. Describe your experience performing outbound call services regarding outbound
experience.

TTEC has significant experience performing outbound call services across high-volume,
complex operating environments, including customer outreach, follow-up communication,
and issue-resolution programs that support both public- and private-sector clients. For more
than four decades, TTEC has delivered outbound programs that encompass proactive
engagement, customer notifications, outreach campaigns, targeted follow-ups, and
multi-channel contact strategies designed to increase resolution rates and connect with
hard-to-reach populations.

Our outbound operations include large, dedicated teams that conduct voice, messaging,
email, and digital outreach at scale, supported by specialized dialing strategies,
segmentation models, and quality-assurance controls. TTEC’s outbound teams routinely
manage programs involving hundreds of thousands of daily contact attempts, providing
structured outreach to individuals who require reminders, follow-up actions, or additional
support related to their service or program status. These efforts draw on proven scripting
approaches, compliance protocols, and customer-experience practices that ensure
communication is clear, accurate, and sensitive to customer needs.

Outbound performance is monitored through detailed reporting and analytics that track
contact attempts, successful connections, outcome codes, agent productivity, and campaign
effectiveness. Supervisors and program leads have access to real-time dashboards that
display campaign-level insights and ensure quick identification of trends or issues. This
performance-management approach allows TTEC to refine outreach strategies continuously
and support clients in achieving measurable improvements in customer engagement and
issue resolution.

For this engagement, TTEC will deliver all outbound services directly. We do not intend to
utilize subcontractors, ensuring consistent quality, accountability, and adherence to program
requirements throughout the outbound lifecycle.

5 points
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E.2 Contract Initiation and Project Management

30

A. Describe the project management methodology, tools, and techniques that will be used
to effectively manage and control the Contract from initiation, design, development, and
implementation through Maintenance and Operations (M&QO).

TTEC uses a proven, scalable project management methodology—aligned with PMP
standards—to deploy new programs and transitions on time, on budget, and within scope.
Each project is led by an experienced project manager who coordinates risk identification
and mitigation, milestone management, communication planning, and collaboration with
subject matter experts across operations, workforce management, IT, quality, training, and
analytics. This organizational structure ensures responsive execution and agile support for
evolving client needs.

Our four-phase methodology supports DHS’s phased transition approach and is managed
through MS Project and MS Office tools. A comprehensive project workbook tracks action
items, documentation status, risks, and requirements, while a structured content repository
ensures version control and traceability. All deliverables are finalized through a formal
review process, with revisions documented in a Comment Disposition Table. Governance—
defined during the Assess and Design phase—includes clearly established escalation paths
and oversight from Executive Sponsors.

TTEC’s risk management strategy follows 1ISO 31000:2018 and incorporates automated
workflows, alerts, and standardized templates. The methodology is flexible and
customizable to accommodate both large- and small-scale programs across industries.

Phase 1: Assess and Design

This phase begins with a contract award and concludes with a fully executed statement of
work. The project manager conducts detailed due diligence to validate requirements, refine
success criteria, and define scope, resources, and timelines. Findings are used to finalize
the solution design, master project plan, risk plan, and staffing and training approaches.
TTEC partners closely with DHS to design technology solutions, organizational structures,
operational processes, and quality frameworks. By the end of this phase, a complete
deployment blueprint is established.

Phase 2: Deploy

During deployment, all solution components are executed, tested, and validated. The
project manager facilitates meetings, oversees change and risk management, and ensures
knowledge transfer across functional areas. Deployment is anchored in four pillars—
communication strategy, global processes, change management, and risk management—
supported by tools such as the master project plan, ramp timeline, status logs, readiness
testing results, and reporting matrices.

Phases 3 & 4: Stabilize and Transform

lowing deployment, steady state operations focus on service quality, performance
management, and continuous improvement. TTEC applies a closed-loop quality model that
enhances DHS beneficiary satisfaction, operational efficiency, and alignment with DHS’s
goals. Through ongoing analytics, operational reviews, and quarterly business reviews,
TTEC identifies improvement opportunities and collaborates with DHS to implement

5 points
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enhancements. Post-transition initiatives may include improving DHS beneficiary
experience metrics, reducing handling times, optimizing workflows and automation,
strengthening first-contact resolution, enhancing workforce management, refining queue
and channel strategies, and recommending technology or data analytics solutions.

B. Describe how you will work collaboratively and effectively with the Arkansas Department of|
Human Services (DHS), ensuring all deliverables and kickoff items are addressed.

We will work collaboratively and effectively with DHS by establishing an engaging and solid
partnership, ensuring all deliverables and kickoff items are addressed through a structured
and disciplined project management approach and a communication plan. An element of
communication planning involves identifying the key resources from both TTEC and DHS that
will be involved in the deployment. Roles and responsibilities are clearly defined early on.

We partner with DHS to define project expectations, manage, track progress, complete
deliverables, ensure quality, identify and mitigate risks, and achieve the expected business
case results. Our designated Project Manager will coordinate all transition activities from
Implementation/Planning through initial operations and steady state, supported by the project
team to ensure responsiveness to DHS's needs.

We will partner with DHS to identify the collaborators necessary to transition and deploy the
new program. Sometimes the following "jobs to be done" are the same person and other
times they are different. Additional resources may be engaged as needed to ensure
successful deployment. We approach every solution as fully customized, and the resource
bandwidth is determined based on the specific requirements and support needed to
successfully execute the project.

Collaborators often include a primary point of contact from both TTEC and DHS along with
project leaders and subject matter experts from various departments. Collaboration is
facilitated through regular communications including email, reports, and meetings. We will
meet as often or as little as you like. Collaboration is also done through knowledge transfer,
train-the-trainer, and department level due diligence planning.

5 points

C. Provide a draft Project Management Plan, Project Schedule, and Project Status Report
template.

TTEC has provided draft versions of the Project Management Plan, Project Schedule, and
the Project Status Report template. Each draft reflects the initial milestones, deliverables,
and functional ownership based on the information and assumptions available at this stage
and is intended to support early launch planning.

These documents serve as working drafts and will be refined during the launch phase by
validating all details against confirmed requirements and aligning them with finalized
workstreams, tasks, and dependencies as they are defined. Once updated, each document
will undergo the appropriate internal and DHS review and approval processes prior to being
finalized.

Please refer to the following attachments provided in the Appendix of this proposal
response:

* Project Management Plan — AR DHS_Directional Project Plan - TTEC
* Project Schedule

o AR DHS_Directional Implementation Plan - TTEC

5 points
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o AR DHS_Directional Launch Timeline - TTEC
* Project Status Report Template — AR DHS_Project Status Report Template - TTEC

D. Discuss your deliverable development, submission, quality assurance, and review
process, including your standard timelines for deliverable reviews.

TTEC's deliverable development, submission, quality assurance, and review process is built
on disciplined project governance and cross-functional collaboration. Deliverables are
drafted using established design standards, templates, and validated requirements, ensuring
consistency in style, structure, and branding. Each deliverable is developed based on inputs
from subject matter experts, the Project Scope, and the Project Plan, and is assessed for
technical accuracy, completeness, and alignment to program objectives. TTEC produces
deliverables in multiple formats, including presentation decks, detailed reports, training
plans, sample materials, and operational documentation—tailored to the needs of the
initiative.

Before submission, all deliverables undergo PMO-led quality checks for consistency,
completeness, and adherence to organizational standards. Peer reviews, SME validation,
and standardized quality checklists ensure accuracy and relevance. The review cycle follows
established timelines:

+ Initial Review (3-5 business days) for solutioning and standards adherence.

* Revision & QA (2-3 business days) for feedback consolidation and final quality
checks.

» Final Approval (2-3 business days) by leadership or designated functional owners.

All updates or scope changes are documented and managed through the formal
change-management process and tracked in the Change Log.

Deliverables are submitted along with quality performance reporting, and dashboards can be
developed depending on data access. TTEC further reinforces quality through operational
reviews, quarterly business reviews, calibrations, and evaluation routines grounded in
mutually agreed targets and coaching models. Our implementation timelines typically span
12 to 16 weeks, supported by detailed project plans and closed-loop continuous
improvement processes that capture lessons learned and drive future enhancements.

5 points

E. Describe your approach for ensuring the successful completion of each Contract Activity
and Deliverable during the Contract Initiation and Project Management Phase.

Our approach to ensuring the successful completion of each Contract Activity and
Deliverable during the Contract Initiation and Project Management Phase includes the
following key elements:

» We deploy a project management team of cross-functional experts led by an
experienced project manager, responsible for proactively identifying risks, developing
risk mitigation strategies, communication plans, and ensuring all activities are delivered
on time, within budget, and to the required quality standards.

+ Our project management process begins with an initial consultation and needs
assessment to define goals, objectives, and requirements. We then develop a detailed
project plan outlining scope, timeline, deliverables, and resources, and work closely with
stakeholders to establish clear milestones, roles, responsibilities, and communication

5 points
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protocols.

* We emphasize solid partnership and transparent communication strategies, including
regular meetings, documentation, and escalation paths to ensure all parties remain
aligned and informed throughout the project.

* Our methodology includes continuous review, assessment, and management of project
milestones, supported by standardized tools such as master project plans, status logs,
risk management plans, meeting summaries, readiness testing results, and reporting
matrices.

* We leverage subject matter experts in key functional areas to support project scoping,
knowledge transfer, and closure of knowledge gaps, ensuring all deliverables meet
client requirements and expectations.

» Testing and readiness are prioritized, with individual functional areas and end-to-end
testing performed prior to go-live. User Acceptance Testing is conducted with dedicated
Quality Analysts, and training is provided to ensure successful adoption by end users.

* We utilize project management tools such as MS Project, MS Office, and SharePoint for
tracking, monitoring, and managing documentation, with access provided to authorized
users and stakeholders.

» Our process includes formal project closure, post-project review, and lessons learned
sessions to validate performance, capture improvement opportunities, and ensure a
seamless transition to operations.

» Throughout the project, we maintain a structured and disciplined approach,
emphasizing risk management, change management, and continuous improvement to
achieve all contract activities and deliverables successfully.

F. Provide a detailed approach outlining how you will identify and continuously engage
stakeholders. Your response should address approaches to communication, relationship
monitoring, and ongoing relationship maintenance throughout the contract term, with an initial
focus on the initiation phase.

Our approach to identifying and continuously engaging stakeholders begins with a structured
stakeholder discovery process during the initiation phase. We conduct due-diligence
sessions, document reviews, and interviews to identify all DHS stakeholder groups, clarify
roles and responsibilities, and assess each stakeholder’s level of influence, communication
needs, and success criteria. This analysis results in a stakeholder map that is maintained
throughout the contract term and updated as new programs, priorities, or personnel emerge.

Once stakeholders are identified, we establish a tailored communication and
relationship-management framework. During project initiation, we develop a transparent
communication plan that defines points of contact, meeting cadences, documentation
standards, escalation paths, and governance structure. The transition team serves as DHS's
primary point of contact, providing consistent communication, regular updates, and visibility
into progress. We finalize the transition plan with DHS, outline milestones, assign
responsibilities, perform comprehensive testing, and conduct targeted training to ensure
readiness. Early engagement includes collaborative evaluation of workflows and alignment on
the recommended path forward.

Throughout the contract, we sustain engagement through structured, multi-level
communication. Operational stakeholders participate in weekly and monthly reviews covering
staffing, SLA performance, technology, quality, and issue management. Program and
managerial stakeholders engage in monthly KPI reviews and planning discussions. Executive
stakeholders participate in Quarterly Business Reviews and Annual Strategic Reviews to
evaluate performance trends, ROI, and long-term priorities.

5 points
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Relationship monitoring is embedded into our governance. We capture stakeholder sentiment
through surveys, interviews, pulse checks, and continuous feedback mechanisms. Insights
are analyzed to identify friction points, enabling timely adjustments and proactive issue
resolution. These outcomes feed into our continuous improvement model, supported by our
operations, quality, and training teams.

This integrated approach—anchored in structured identification, transparent communication,
ongoing monitoring, and collaborative partnership—ensures DHS stakeholders remain
informed, engaged, and supported throughout the entire contract term.

E.3 Initial Duties of CSC at Launch

10

A. The Respondent shall explain how each topic or capability in Table 1 and 2 of Section
2.3.2.1 will be operational at CSC Go-Live.

The CSC will operationalize expectations in Table 1 at go-live by implementing trained frontline
agents, multi-channel access (phone, text, chat, email), a shared CRM with DHS, integrated
telephony/IVR, and identity verification workflows. Agents will (a) answer general and
program-specific inquiries (Medicaid/SNAP/TEA/Work Pays, ConnectCare, Health Plan
questions), (b) perform permitted updates (e.g., address/contact changes in ARIES/Core), (c)
support applications/renewals and facilitate warm handoffs where required, (d) provide provider
information and NET broker connections, and (e) execute required transfers (e.g., Child Abuse
Hotline, Adult Maltreatment, crisis lines) per the RFP’s Table 1 scenarios—using approved
scripts, multilingual support, and knowledge articles in the shared CRM. We will validate caller
identity using the specified data elements (name, DOB, address, and case role) before
disclosing or updating any information.

For Table 2 topics (transfer to State at launch), these will also be operational at go-live through
defined routing, triage, and escalation procedures built into the CRM and IVR, ensuring
immediate, accurate transfers to the correct State division/office (e.g., OSAMH for
substance-use treatment inquiries; program-specific escalations for complex PASSE/DDS/CES,
ARHOME, EPSDT, DME, Waivers, etc.). Each transfer path will include: (1) pre-transfer triage
and documentation, (2) warm handoffs where directed, (3) real-time case notes visible to State
staff, and (4) service-level tracking to minimize recontacts. We will operate to the launch scope
(Table 1 first-line resolution; Table 2 transfers) and use the State-approved discovery process,
Transfer of Operations Plan, training plans, and CRM/telephony workflows to make all Table 1
and Table 2 items function as described on day one—while maintaining multilingual access and
required reporting. (Future expansion to move Table 2 into CSC scope will follow the
governance in RFP Section 2.3.5.)

How we ensure day-one readiness:

» Shared CRM & Telephony/IVR configured for Table 1 scripts, knowledge, and disposition
codes; Table 2 transfer menus, skills-based routing, and warm handoff protocols; call
recording and reporting.

+ Identity verification workflow embedded before disclosing or updating data.

+ Training & job aids aligned to Table 1 procedures and Table 2 escalation matrices:
multilingual coverage including Marshallese via DHS-approved interpreter partners.

» Governance & readiness artifacts: Project Schedule, Operational Readiness Checklist,
System Implementation Plan, Test Management/UAT, and Disaster Recovery testing
completed prior to go-live.

This approach satisfies DHS’s directive that the CSC be the first line of response for Table 1
topics and use State transfers for Table 2 at launch—ensuring every topic/capability is
operational through resolution or routed handoff on day one.

5 points
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B. Describe your past experience with handling similar inquiries, including but not limited to
those which involve accessing an eligibility systems, Medicaid and general human
services subject matter expertise, and customer service support. Explain how that
experience will bear on your ability to meet the January 1, 2027, go-live.

We have extensive experience handling similar inquiries, including accessing eligibility
systems, Medicaid, and general human services across our healthcare and public sector
portfolios. Such engagements include direct Experience with Health Benefit Exchanges
(HBEs): TTEC has supported multiple HBEs, including Access Health Connecticut (AHCT)
and Covered California (CCA), since the inception of the Affordable Care Act (ACA). Our
comprehensive experience includes the facilitation of health plan education for public health
insurance programs such as Medicaid, Children’s Health Insurance Programs (CHIPs) and
Quallified Health Plans (QHPs)." TTEC handles over 34 million interactions annually across
its healthcare programs.

» Access Health Connecticut (AHCT): Since 2016, TTEC has provided a full-service
contact center for AHCT, with 150-400 CSRs assisting consumers with "individual
marketplace eligibility and enrollment determinations and application processing for
qualified health and dental plans, and Medicaid." The technology stack includes Genesys
Cloud CX, Oracle CRM, and workflow automation tools.

» Covered California (CCA): Since 2014, TTEC has provided support for Covered CA with
325-550 CSRs assisting with "application processing and eligibility and enroliment
determination for qualified health and/or dental plans, and Medicaid eligibility." Notably,
90% of enrollees qualify for financial assistance, demonstrating experience with
consumers facing financial limitations.

* Integration with Eligibility Systems: As the incumbent partner for the Washington Health
Benefit Exchange for 12 years, TTEC is "currently integrated with Healthplanfinder." The
proposal outlines a plan to enhance this integration using ServiceNow and Genesys to
create a unified agent workspace, improving efficiency and access to customer
information.

Our experience, robust planning processes, risk mitigation strategies, and collaborative
approach ensures a structured approach to meeting the January 1, 2027, go-live.

Our record of delivering programs on time and on budget in multiple industries is
exceptional. As seen in TTEC's two expedited ACA-related deployments for Covered
California (2014/2015 and 2015/2016), each implemented on schedule, we excel at rapid
implementation and foresee no issues in our being able to achieve your timeline." For the
AHCT contract, TTEC completed a full transition in under 120 days, which included facility
build out, technology implementation, and talent acquisition, all while supporting an active
Open Enrollment period.

5 points

E.4 Understanding and Documenting State Business Practices and the Current
Capabilities of the Beneficiary Call Line

10

A. Ouitline your strategy for the Interview Plan and the interviews it requires, detailing how
you will engage with DHS, its divisions, and the incumbent vendor. Explain how the
Interview Plan will be structured to ensure interviews are completed and their insights
can inform system requirements and training needs before the go-live date.

5 points
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TTEC will develop a structured Interview Plan that aligns with DHS’s requirements in
Section 2.3.2.3.1 by collaborating directly with DHS to identify the full roster of divisions,
program staff, and incumbent vendor personnel required for discovery. This plan begins
with a DHS-approved stakeholder list that includes DCO, DMS/Specialty Medicaid
Services, OIT, OP, DAABHS, OSAMH, DPSQA, OCCE, and any additional contacts
designated by DHS. Our goal is to ensure that each interview captures the detailed
business processes, inquiry handling steps, and transfer protocols necessary for CSC
agents to confidently perform Table 1 responsibilities and correctly escalate Table 2 topics
at launch.

To accomplish this, TTEC structures the Interview Plan around clearly defined steps that
ensure interviews are completed early in the project and feed directly into system
requirements, workflows, and training design. These steps include:

* Tailored interview guides for each DHS division, developed by cross-functional SMEs
familiar with Medicaid, SNAP, TEA, PASSE, and human-services operations.

» Scheduled sessions held during State business hours, per RFP guidance (M-F, 8:00—
5:00), designed to minimize burden on DHS staff through grouped topics and
streamlined follow-ups.

* Incumbent vendor interviews, which the RFP specifically requires, to understand current
Beneficiary Call Line processes and identify areas needing refinement before CSC
cutover.

To ensure clarity and alignment, the Interview Plan organizes each interview type into a
simple structure:

Interview Focus Area Purpose Key Outputs

Document inquiry
handling, transfers,
system touchpoints
Understand system
dependencies and data
entry/read-only
capabilities

Capture current call
r patterns, exceptions,
and lessons learned

B. Provide a draft or summary of the Transfer of Operations Plan.

TTEC’s Transfer of Operations Plan provides a clear roadmap for ensuring a seamless
go-live of the Customer Service Center (CSC) by January 1, 2027. Prior to October 1, 2026,
TTEC will submit the Plan for DHS’s review and approval, incorporating lessons learned from
business-process interviews, system observations, and operational insights gathered during
the CSC discovery period.

Our approach includes a structured transition-governance model supported by coordinated
meetings, defined staffing assignments, comprehensive documentation, and proven
project-management practices. The Plan outlines all activities required for the CSC to assume|
Beneficiary Call Line operations, including training schedules, system walkthroughs,
shadowing and reverse-shadowing sessions, process-documentation finalization, readiness

reviews, and knowledge-transfer activities to ensure full continuity of service. Key milestones
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and event sequencing ensure every operational component is prepared well before cutover.

TTEC will identify potential system issues that could impact go-live, such as telephony
integration delays, data-access challenges, or workflow-performance bottlenecks, and will
prescribe mitigation strategies, escalation paths, and contingency actions to resolve any
failures as soon as possible. Risks will be tracked and reviewed through coordinated
governance routines so that corrective actions can be implemented quickly.

The Plan will also detail the procurement, configuration, and testing of all required CSC
hardware, including computers, headsets, network components, and peripherals needed to
support uninterrupted operations. Hardware readiness is verified through structured testing
cycles, redundancy checks, simulated use-case scenarios, and end-to-end test calls to
confirm system stability.

A detailed cutover plan can guide the transition from the Beneficiary Call Line to the fully
operational CSC. This includes final validation checks, activation commands, staffing
assignments by interval, communication checkpoints, and immediate post-go-live monitoring
procedures to verify system health and service readiness.

DHS would retain authority to determine when TTEC may assume CSC operations, and
TTEC will incorporate any State-requested changes or additions upon mutual agreement to
ensure complete alignment, transparency, and readiness.

E.5 CSC System Requirements and Preferences

50

A. Outline how your proposed CSC system will meet requirements in Section 2.3.3.1.1,
including the technology chosen for CRM, telephony, community resource database,
and IVR.

The proposed Customer Service Center (CSC) system utilizes a best-of-breed
technology stack to create a unified, scalable, and responsive platform that meets all
requirements in Section 2.3.3.1.1. Our solution acts as a technology partner to DHS,
providing a shared platform that bridges the gap between CSC agents and State staff.

ServiceNow: Comprehensive CRM and Single Pane of Glass
We have chosen ServiceNow as the core CRM to serve as the "single pane of glass" for
all customer interactions.

» Unified Access: Both CSC and DHS staff will have shared access to ServiceNow to
view and record all interactions, ensuring a consistent customer profile.

* Records and Content: ServiceNow will serve as the system of record for customer
contact history, knowledge management content, and customer authentication
information.

» Case Management: The system supports the ability to open, edit, and assign cases
between CSC and DHS staff in real time.

* Proactive Service: Through integration with ARIES, ServiceNow will automatically
notify users if a customer has outstanding requests (e.g., missing documentation),
allowing agents to proactively address these needs during any contact.

* Outbound Support: ServiceNow will manage the contact lists for all outbound
initiatives, ensuring data flows seamlessly to the dialer.

Nice CXone: Robust Telephony and Interaction Routing
CXone will provide the robust and scalable telephony infrastructure required to support
high call volumes and complex routing.

* Intelligent Routing: CXone will handle all interaction routing across phone, text, chat,
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and email, ensuring customers reach the most appropriate resource.

* Outbound Dialer: The CXone outbound dialer will execute automated
communications (calls and texts) for initiatives like ARHome verification and
Maternal Health outreach.

» Compliance and Oversight: The system will record and retain all calls according to
State of Arkansas policies, providing real-time monitoring access for up to ten DHS
staff members.

Omilia: The Intelligent "Front Door" and IVR
Omilia is configured as the primary front door for the CSC, providing an advanced
Intelligent Virtual Agent (IVA) and IVR experience.

+ Self-Service and Routing: The IVA will allow customers to access key information
independently and ensure those needing live assistance are directed to the correct
agent without unnecessary transfers.

* Multilingual Functionality: The IVR/IIVA will support English, Spanish, and
Marshallese at launch, including all necessary recordings and translations. We will
specifically utilize an Arkansas-based Marshallese interpreter approved by DHS.

* Continuous Improvement: In collaboration with DHS, we will periodically review
contact patterns and sentiment analysis to update IVR scripts and menus.

Community Resource Database
Our system will integrate FindHelp, a leading community resource database, to equip
agents with accurate referral information.
» Local Referrals: This database will enable agents to connect beneficiaries to support
services directly within their local communities.
* Maintenance: We will ensure the database remains up-to-date and accurate
throughout the contract life.
» State Authority: We acknowledge DHS’s right to approve or mandate a specific tool
and will adjust the platform if DHS chooses to furnish a different database directly.

Additional Required Capabilities

* Multichannel Contact: The integrated stack supports customer contact via phone,
text, chat, and email, adhering to all opt-out laws.

* Real-Time Document Submission: Customers will be able to send documents to
CSC staff via email in real-time during interactions.

* Internal Collaboration: The CSC System includes an internal communication tool to
facilitate rapid collaboration between live agents and management.

Al Integration: Beyond the launch-day IVA, we will leverage Al expertise to develop
a formal Al Implementation Strategy to further improve efficiency through call
summarization and routing optimization.

B. Detail the proposed CSC System architecture, software proposed, and other information
germane to the State to understand the nature of the proposed CSC System.

The proposed CSC System architecture leverages a cloud-based contact center platform
that supports Voice, Email, Chat, Inbound and Outbound SMS, Web Messaging, Social
Routing, and Work Item Routing. ServiceNow, Nice CXone, and Nice Omilia are hosted in
Enterprise Cloud platforms, utilizing multiple independent regions with separate Availability
Zones, each consisting of one or more physical data centers. Redundancy is integrated at
every level, ensuring high availability and resiliency. Customer data is replicated across
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zones and data centers within a region, with the ability to define a specific region of record
for data sovereignty. The architecture supports detailed call flows designed to ensure a
seamless member experience. SIP UUI enables the transfer of vital member data, such as
authentication status, between systems without agent re-authentication. The Nice CXone
platform provides a unified web-based interface for administration, including modules for
Account Settings, Directory, Documents, Contact Center, ACD, Architect, Integrations,
Outbound Dialing, Quality Management, Routing, Reports, Scripting, Screen Share,
Telephony, and Workforce Management. All clients connect via the internet, with
recommendations for fully diverse internet connections to ensure optimal performance and
resiliency. The system supports integration with third-party software through RESTful APls,
web services data actions, and pre-built connectors. Custom integrations are supported by
professional services to scope and deliver solutions tailored to client needs. For chatbots
and speech bots, the solution incorporates Omilia bots using machine learning for natural
language understanding, as well as bots for full Al-driven automation and self-service. Bot
interactions can be escalated to live agents as needed. NICE CXone is also referenced as a
platform with an integrated Personal Connection dialer, omnichannel routing, campaign
management, and extensive APl and scripting support for integration, automation, and agent
workflow customization. ServiceNow as the CRM platform will integrate with data sources in
a compliant and comprehensive fashion. Workflow Data Fabric will be leveraged for zero-
copy integrations, as well as transactional webservice integrations passing through the DHS
Enterprise Service Bus (ESB). ServiceNow will act as the liaison for Core MMIS, ARIES,
Enterprise Master Client Index, Active Directory, and Docushare. Forward thinking
integration into DDS Salesforce, CHRIS, ARIA, and Medicaid Pharmacy System are
included and will be addressed in a secondary phase of the program. The system
architecture is designed to be scalable, resilient, and secure, supporting rapid agent
onboarding, flexible deployment models, and robust integration with legacy and modern
platforms to meet evolving State requirements.

Please refer to a visual of the proposed CSC System architecture in the Appendix of this
proposal response.

C. Ifyou plan to implement any desired CSC system components outlined in Section
2.3.3.1.2, please identify the technology you plan to use and the timeline for
implementation.

TTEC proposes to implement several of DHS’s desired CSC system components to
enhance customer access, streamline service delivery, and improve agent efficiency. Al-
enabled capabilities will be delivered using Omilia and NiCE CXOne integrated with
ServiceNow to support an Intelligent Virtual Agent (IVA), intent-based call routing, interaction
analytics, and Al-assisted case summarization and contextual information surfacing for
agents. These tools will be configured to operate without requiring access to or processing
of State-held data while still providing meaningful automation and decision support. The Al
capabilities, along with a customer self-service portal built on the ServiceNow Customer
Service Management framework and designed to complement DHS’s existing website, will
be delivered as part of the Initial Release in January 2027 to ensure the CSC launches with
strong digital-first and automation functionality.

In addition, TTEC will implement a mobile application using the ServiceNow mobile platform
to provide customers with secure, on-the-go access to CSC services, including request
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submission, status tracking, notifications, and knowledge resources. To support a measured
rollout and allow DHS to prioritize core CSC operations, the mobile capability will be
delivered in Phase I, with a tentative deployment scheduled for late 2027. This phased
approach enables DHS to realize immediate value from Al and self-service capabilities at
launch while expanding engagement channels as adoption and operational maturity grow.

D. Provide your timeline for implementing the interfaces with State Systems required by
Section 2.3.3.1.3.

TTEC anticipates that the interfaces identified in RFP 2.3.3.1.3 will be fully designed,
developed, tested, and operational in alignment with the CSC launch date of January 1,
2027. Although the RFP indicates these integrations may be delivered at any point during
the contract period, TTEC'’s implementation approach prioritizes completing the integrations
with the DHS Enterprise Master Client Index (EMCI), ARIES, and Core MMIS prior to launch
to ensure a seamless operational environment on day one. Delivering these interfaces at
launch will enable real-time data exchange, support the use of EMCI as the authoritative
source for identity management across systems, and allow case notes documented by CSC
and DHS staff to populate directly into the respective State systems without duplicate entry.

To achieve this, interface implementation will follow a structured timeline beginning with
requirements validation and technical design, followed by configuration and development,
integration testing with State partners, user acceptance testing, and production readiness
activities. These efforts will occur during the core build phase of the CSC solution in 2026,
ensuring adequate time for validation and performance tuning ahead of the January 1, 2027,
go-live. The completion of these interfaces will be priced as a deliverable within Attachment
L under the “CSC Launch Costs” tab, regardless of the accelerated delivery schedule.
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E. If you plan to implement optional interfaces with State systems outlined in Section
2.3.3.1.4, provide your timeline and identify the desired interfaces.

TTEC recognizes the State’s interest in establishing additional interfaces with systems such
as ARIA, the DCFS Child Welfare System, DDS Salesforce, and the Arkansas Medicaid
Enterprise Pharmacy System to enable the future expansion of CSC capabilities. These
integrations are considered optional and, if authorized by the State, will be planned as a
subsequent phase of work following the initial CSC implementation. TTEC currently
anticipates designing and implementing these interfaces in the second half of 2027, after
approximately six months of operational stabilization of the CSC platform post—-January 1,
2027, launch. This approach allows the core solution to mature, ensures performance is
validated under production conditions, and incorporates lessons learned before introducing
additional system dependencies. Any interfaces proposed will be coordinated closely with
State stakeholders. Where appropriate, CSC staff access to these systems may be further
evaluated with the State to support incremental service expansion.
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F. How does your system automate routine tasks such as the distribution of follow-up
surveys?

Our proposed solution automates the distribution and management of follow-up surveys
through configurable workflows and rules-based scheduling. Voice and SMS surveys will be
delivered using the capabilities of NICE CXone, while email-based surveys will be managed
through ServiceNow. Survey processes are automated by defining reusable survey
templates, response windows, question banks, target audiences, and distribution frequency
within the platform. Trigger conditions—such as case closure, interaction completion, or
defined time intervals—initiate survey delivery without manual intervention. The system also
manages reminders, response tracking, and data collection automatically, ensuring consistent
outreach, reducing administrative effort, and enabling timely analysis of customer feedback.
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G. How will the CSC System equip DCO field office staff with customer interactions?

The CSC System will equip DCO field office staff with a comprehensive, citizen-centric view
of customer interactions by providing a “Citizen 360" experience that consolidates relevant
information from integrated State systems into a single interface. Leveraging the workflow
and case management capabilities of ServiceNow, staff will be able to view interaction
history, case details, and related data within a single pane of glass, eliminating the need to
navigate multiple applications. Guided workflows and playbook-driven experiences will assist
staff in completing complex processes consistently and accurately, while contextual search
dynamically surfaces knowledge articles, policies, and situational information based on the
citizen’s needs and current interaction. This approach ensures field office personnel are
equipped with timely insights, standardized guidance, and a unified view of the customer to
support efficient and informed service delivery.
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H. How will the CSC System create a holistic profile of a customer based on their behavior
and interactions?

The CSC System will create a holistic profile of each customer by aggregating interaction,
behavioral, and transactional data from integrated State systems and omnichannel
engagement platforms into a unified record. Through integrations with NICE CXone and
Omilia, the system captures and correlates customer interactions across channels.

These inputs are combined with data from connected State applications to provide CSC
agents and State staff with visibility into historical activities, current requests, and prior
outcomes. This consolidated view enables a more complete understanding of customer
needs, supports informed decision-making, and allows staff to deliver more personalized and
efficient service experiences.

5 points

. How do you plan, using the EMCI, to prevent the duplication of information?

TTEC will use the Enterprise Master Client Index (EMCI) as the authoritative “golden source”
for citizen identity data to prevent the creation of duplicate records across the CSC
ecosystem. A real-time integration will be established to synchronize identity updates from
EMCI into ServiceNow, ensuring that CSC users always reference the most current and
validated demographic information. Where business processes require updates originating
within the CSC System, controlled write-back capabilities will be implemented so that
changes are transmitted to EMCI for validation and persistence, rather than creating parallel
records. All integrations will leverage the State’s Enterprise Service Bus (ESB) and
established standard protocols to enable secure, real-time data exchange, enforce identity
matching rules, and maintain a single, consistent record for each individual across connected
systems.
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J. Describe your proposed community resources referral database and how it will equip
the CSC to better serve customers.

Our proposed solution utilizes findhelp.org as the integrated community resource database
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to meet the requirements of Section 2.3.3.1.1. By equipping our staff with this industry-leading
tool, the Customer Service Center (CSC) will act as a true technology partner to DHS,
bridging the gap between internal State programs and external local support.

Seamless Integration via ServiceNow
To prioritize agent efficiency and reduce interaction handling times, FindHelp’s Staff Site will
be embedded directly within the ServiceNow CRM.

« Single Pane of Glass: This integration ensures that agents can search for community
resources without leaving the primary interaction record, maintaining ServiceNow as the
"single pane of glass" for all customer service activities.

* Rapid Referral Delivery: Agents can instantly identify, filter, and share local resources—
such as food, housing, or transit assistance—with customers during a live call or via text
and email.

Equipping the CSC to Better Serve Customers
The inclusion of findhelp.org directly enhances the customer experience in several key ways:

* Localized Support: The database enables agents to provide accurate referrals to support
services specifically within the customer's local community, ensuring the help offered is
accessible and relevant.

» Proactive Problem Solving: When agents identify needs that fall outside of DHS's
primary eligibility programs (e.g., SNAP or Medicaid), they can proactively utilize the
database to connect the caller to supplemental non-profit or charitable resources.

* Informed Interaction: Because findhelp.org provides detailed information on program
requirements and availability, agents can set realistic expectations for beneficiaries
during the referral process.

State Oversight and Collaboration: We acknowledge that the State reserves the right to
approve or mandate the use of a specific tool. If DHS chooses to furnish a different database
directly, we are prepared to integrate that alternative tool into the ServiceNow environment
while adjusting remuneration accordingly.

By centralizing community resource data within the agent’s primary workspace, the CSC will
provide a more holistic and streamlined navigation experience for Arkansas beneficiaries.

E.6 Development, Deployment, and Operations of CSC System

45

A. Describe your proposed approach to design, configure, build, test, and implement a
comprehensive CRM to support the operations of the CSC. Provide an estimated
timeline for the implementation steps as part of your response, as well as details into
how the CRM will be rolled out to the public.

Our approach to designing, configuring, building, testing, and implementing the
comprehensive CRM for the CSC is grounded in proven platform delivery methodologies
and will leverage ServiceNow Public Sector Digital Services Pro Plus on the ServiceNow
platform to provide a secure, scalable, and citizen-centric solution. We will begin with
collaborative discovery and requirements validation to align business processes, customer
experience objectives, and technical architecture, producing detailed design artifacts, data
models, and integration specifications that conform to State enterprise standards.

Configuration and build activities will translate these designs into a unified CRM

experience, including case management, omnichannel engagement, workflow automation,
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knowledge management, and integrations with authoritative systems, while maintaining
strict adherence to requirements, traceability, and configuration governance.
Comprehensive system, integration, and user acceptance testing will be conducted using
structured test plans and validation criteria to ensure functionality, performance,
accessibility, and security expectations are met prior to launch. Implementation will follow a
controlled deployment model that includes data readiness, training, change management,
and operational transition to support teams, ensuring the CSC is fully enabled to serve the
public at go-live. The estimated implementation timeline is approximately six months from
project initiation through production deployment, inclusive of design finalization, iterative
configuration, integration development, validation cycles, and organizational readiness
activities, with all delivery artifacts and approvals aligned to DHS’s prescribed project and
CRM deployment deliverable structure.

B. Describe your plan for capturing and validating all system requirements, conducting
appropriate test cases and User Acceptance Testing (UAT) to ensure requirements are
implemented as intended, and how you intend to maintain full requirements traceability
throughout the life of the contract.

Our plan for capturing and validating all system requirements begins with a comprehensive
requirements gathering process led by our solution architects and designers, who conduct
sessions with DHS to collect, review, and document all business requirements in the
Solution Definition Document (SDD). Once requirements are finalized, DHS is asked to sign
off before proceeding to subsequent phases.

We conduct detailed discovery sessions and a Business Process Review (BPR) with key
stakeholders and consider industry standards and best practices to make recommendations
for process changes.

Validation of requirements is achieved through a multi-stage testing approach. We first
conduct Unit Testing (UT) and System Integration Testing (SIT) to ensure all solution
components function as designed and integrate seamlessly with existing systems. Issues
identified during these phases are addressed and resolved prior to User Acceptance Testing
(UAT).

UAT is then facilitated by our team, with DHS responsible for executing UAT test scripts and
cases, supported directly by our project team. Training is provided to ensure testers can use
the platform successfully. The objective of UAT is to confirm that the systems and
applications developed and configured by TTEC function as designed, meeting DHS
expectations as agreed upon during the Define phase of the project. UAT is the final phase
of functional testing prior to system deployment and Go Live.

Our quality assurance practices include defining and executing quality management
activities, conducting regular process and product quality audits, measuring, and collecting
KPIs/SLAs, and analyzing non-compliance, defects, and problems. We report status and
progress and implement process and service improvements as needed.

Requirements traceability is maintained throughout the life of the contract by documenting
requirements in the SDD, obtaining signoffs at each project stage, and ensuring that all work
products and deliverables are consistent with the requirements specified in the Statement of

5 points

39




Work. Our formal RAID (risk, action, issue, decision) log is used to identify and mitigate
issues throughout the project lifecycle.

All testing cycles, including SIT, QA, UAT, and performance testing, are executed according
to a documented test plan that defines test scope, approach, environment, schedule, roles
and responsibilities, deliverables, metrics, risks and mitigation, and acceptance criteria in
collaboration with DHS. This ensures full requirements traceability and that all deliverables
meet the successful passing criteria set for product acceptance.

C. Describe how you will work with DHS during the initial project period to ensure roles,
responsibilities, and expectations are identified and documented. Explain how you will
ensure both CSC and DHS staff have access to the CRM solution. Describe your
approach to collaborating with DHS on necessary training.

We will work with DHS during the initial project period by establishing a project team,
clarifying roles and responsibilities, and conducting internal reviews and transition meetings
prior to project kick-off. The TTEC Project Manager will send DHS's main project contact a
welcome letter containing information about the project manager, scheduling the kick-off
meeting, and important documentation such as links for new customers and forms to collect
project team contact information. We will schedule and lead a kick-off meeting with the DHS
project team, including sponsors and business users, to review the solution and set
expectations moving forward. Our Business Analyst will collaborate with DHS to review
business goals, objectives, and map communication flows and user journeys, ensuring that
all roles and responsibilities are identified and documented in detailed project documentation
and user journey diagrams, which DHS will sign off on at the end of the Initiate and Define
phase.

Our project methodology includes identifying user representatives and system administrators
from the State (including DHS), who will participate in user acceptance testing and training,
and assume system administration responsibilities post-cutover. IT Services and System
Administrators from DHS will be involved in provisioning user and environment access and
managing user permissions as part of the implementation process.

Our approach to collaborating with DHS on necessary training includes providing remote
training sessions via Webex (or similar applications), with options to record sessions upon
request. We deliver specific Train the Trainer programs for key areas such as Desktop,
Supervisor, Reporting, and Administration, accommodating multiple participants per session.
All training documentation is provided based on TTEC templates, and we support
organization readiness and engagement through these structured training activities.

To ensure CSC and DHS staff have secure and appropriate access to the CRM solution, we
will integrate the platform with DHS’s enterprise directory services to enable automated user
provisioning and authentication. This integration will allow DHS to remain the authoritative
source for user identity; group membership will serve as the “golden source” for access
control. These groups will be mapped to role-based access structures in ServiceNow, where
users inherit permissions through their assigned groups rather than through manual role
assignment. As managers and administrators add or modify users within their groups, those
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changes will automatically grant access to cases, workflows, tasks, and interaction records.
This model ensures consistent security governance, minimizes administrative overhead, and
aligns with State identity and access management standards.

D. Explain how you will identify all requirements for CSC system components, and how you
will establish and maintain a process for managing CSC assets.

TTEC will identify CSC system component requirements through a collaborative, structured
discovery approach that includes stakeholder interviews, facilitated workshops, working
sessions, customer journey mapping, and review of existing policies, procedures, and
process documentation. These activities will validate business objectives, uncover
operational dependencies, and define functional and technical needs to optimize CSC
workflows and service delivery. The resulting requirements will inform the coordinated
design and orchestration of the solution’s technology components—including NiCE CXone,
Omilia, and ServiceNow—each of which plays an integral role in delivering a high-
performing, standards-based CSC ecosystem. Requirements will be documented, validated
with DHS, and maintained through formal change control to ensure traceability throughout
implementation and ongoing operations.

Management of CSC assets, including configured software and associated digital resources,
will follow the State’s accepted service delivery lifecycle and governance practices.
Enhancements and modifications will be introduced through an iterative release
management process in which changes are reviewed, tested, staged, and deployed
according to an agreed-upon release schedule. Release notes and supporting
documentation will be published for stakeholders to communicate new functionality and
updates, while training and testing materials will be updated in alignment with the standard
development and change management processes. This disciplined lifecycle approach
ensures system stability, transparency, and continuous improvement while maintaining
alignment with DHS operational requirements.
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E. Explain your approach to system staff training and ensuring staff preparedness in
utilizing the system's technological capabilities. This should encompass software, system
knowledge, available resources, and your plan for continuous training in the event of
system updates.

Our approach to system staff training is comprehensive, role-specific, and designed to ensure
all users are fully prepared to leverage the system’s technological capabilities. Training begins
with structured, instructor-led sessions conducted within the client’s production or training
environment using real data, allowing agents, supervisors, quality managers, administrators,
and business users to build confidence through live demonstrations, guided practice, and
scenario-based exercises. These sessions are supported by course materials, reference
guides, and end-user documentation tailored to each functional role.

We deliver a blended learning model that includes administrative and end-user training as well
as robust train-the-trainer programs. This equips customer leadership and training teams with
the depth of system knowledge needed to support adoption internally. Training content covers
system configuration, workflow automation, reporting and analytics, dashboard management,
compliance requirements, user management, and day-to-day tool utilization. Delivery methods
include virtual instructor-led training, onsite sessions when needed, e-learning modules,
hands-on workshops, and access to knowledge base materials. Session recordings can be
provided for future reference.
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To support readiness, we define role-based learning paths and conduct proficiency checks to
validate system understanding before go-live. We also incorporate existing client
documentation and subject-matter expertise into our planning to accelerate knowledge transfer.
Scenario-based workshops, build documentation, and “cheat sheets” ensure staff have
quick-reference tools for daily operations.

Continuous training is maintained through structured communications and ongoing enablement.
Weekly release notes, monthly webinars, and scheduled demonstrations keep users informed
of new features or enhancements. Our client success team coordinates eight hours annually of
focused update training and provides regular overviews of release impacts, best practices, and
optimization opportunities. As the system evolves, refresher sessions, coaching, and self-paced
learning resources ensure staff remain proficient and prepared.

This integrated, continuous model ensures long-term adoption, system fluency, and operational
resilience throughout the contract term.

F. Describe how you intend to maintain security of the solution and its implementation
relative to the services it provides. Describe the protections and safeguards that clearly
demonstrate how the DHS data will be reliably maintained and privacy objectives are met,
including Health Insurance Portability and Accountability Act (HIPAA) guidelines. Provide a
proposed System Security and Privacy Plan in accordance with the details outlined in
Section 2.3.3.3.5.

TTEC will maintain the security of the CSC solution through a layered, defense-in-depth
strategy aligned with federal and State security standards, ensuring the protection of sensitive
DHS data throughout implementation and ongoing operations. The solution leverages the
native security capabilities of ServiceNow, NICE CXone, and Omilia—each providing
enterprise-grade controls such as encryption in transit and at rest, role-based access control,
audit logging, secure API integrations, and continuous monitoring. These platforms operate
within hardened, compliant cloud environments that deliver documented safeguards
supporting the confidentiality, integrity, and availability of data.

Access to DHS information is governed by least-privilege principles, with identity federation
integrated into State directory services so that authentication and authorization remain under
DHS control. All data exchanges between systems use secure, standard-based interfaces via
the State’s ESB and encrypted protocols (e.g., TLS 1.2+), preventing unauthorized access,
interception, or duplication. Comprehensive audit trails capture user activity, configuration
changes, and data access to support accountability, incident response, and compliance
reporting.

To ensure DHS privacy objectives are met, TTEC implements administrative, technical, and
physical controls consistent with HIPAA requirements, including workforce training,
data-minimization practices, secure handling of protected health information (PHI), and
documented breach-response procedures. Only authorized personnel performing defined job
duties may access sensitive data, and retention policies are enforced in accordance with
federal and State guidelines.

TTEC will deliver a System Security and Privacy Plan (SSPP) as required by Section
2.3.3.3.5. The SSPP will document the complete security architecture, control responsibilities,
risk-management approach, data-flow diagrams, access-control model, encryption standards,
monitoring strategy, incident-response framework, and relevant compliance mappings. It will
be maintained as a living document throughout the contract period and updated to reflect
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system changes, assessment findings, and continuous-improvement activities—ensuring DHS
data remains fully protected and privacy safeguards are consistently upheld.

G. Describe how DHS acceptance and system deployment will be achieved, in the
proposed timeframe, including final testing and post-production verification, and validation
that all compliance criteria have been met.

DHS acceptance and system deployment will be achieved through a structured validation
and governance process designed to ensure the CSC solution meets functional, technical,
security, and regulatory requirements within the proposed implementation timeframe. All
functionality delivered as part of the solution will undergo rigorous, multi-layered testing that
includes developer quality assurance, peer validation, requirements traceability verification,
system integration testing, and formal User Acceptance Testing (UAT). End-to-end testing
scenarios will validate complete business processes spanning multiple user stories to
ensure operational readiness. Advancement to production deployment will require
documented approval and sign-off from designated DHS business and technical
stakeholders confirming that acceptance criteria have been satisfied.

Throughout the implementation lifecycle, defined acceptance checkpoints will be used to
formally validate progress before transitioning to subsequent phases. During the Initiate and
Define phase, DHS will review and approve solution design artifacts and requirements
documentation. During the Test and Train phase, DHS will participate in UAT and training
validation, confirming the system supports operational workflows and user readiness. The
Deploy phase will include DHS approval of the production deployment plan, including
cutover, rollback, and communication procedures. Finally, the Transition and Accept phase
will include project closure documentation, operational handoff validation, and formal
acceptance certification. At the completion of each milestone, the TTEC Project Manager
will review completion criteria jointly with the DHS Project Manager and submit a milestone
acceptance form for signature by both parties, establishing mutual agreement that
contractual obligations for that phase have been met.

To ensure alignment not only with State requirements but also with federal oversight
expectations, validation activities will incorporate compliance verification aligned to CMS
program standards, including traceability to Medicaid operational, privacy, and security
requirements where applicable. Testing documentation, audit logs, and configuration
records will be maintained to demonstrate adherence to regulatory expectations and to
support any CMS review or audit activities. The supporting technology platforms—
ServiceNow, NiCE CXone, and Omilia — maintain certifications and control frameworks that
align with recognized standards such as SOC 2 Type Il, FedRAMP-authorized
environments, PCI DSS, HIPAA, HITRUST, ISO 27001, ISO 27701, and ISO 27018.
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H. Provide an overall strategy for operational readiness based upon previous experience
with similar projects. Include a detailed list of roles, responsibilities, activities, and a
successful Go-Live cutover strategy, including organizational change management,
communications, training, and on-site support.

TTEC's operational readiness strategy is informed by extensive experience executing large-
scale transitions from legacy environments to modern, cloud-based service platforms for
both public and private sector organizations. These engagements have required maintaining
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uninterrupted service delivery while preparing staff and customers for new tools, workflows,
and engagement channels. Our approach emphasizes early planning, clearly defined
accountability, progressive knowledge transfer, and structured validation to ensure the CSC
is fully prepared for Day One operations.

Roles, Responsibilities, and Activities
Operational readiness will be supported by a multidisciplinary team working under a joint
governance structure composed of TTEC and DHS leadership:

* Program Manager — Provides overall delivery oversight, ensures alignment with
contractual objectives, manages risk, coordinates DHS engagement, and governs
readiness milestones and acceptance criteria.

+ Solution Architects — Define the end-to-end technical architecture, integration patterns,
security model, and performance strategy across platforms including ServiceNow, NICE
CXone, and Omilia.

» Developers and Engineers — Configure workflows, integrations, automation, and data
synchronization; support migration activities; and execute technical validation and
defect resolution.

» Testers / QA Specialists — Lead system, integration, and user acceptance testing;
validate business scenarios; confirm performance benchmarks; and document
readiness outcomes.

* Business Process Consultants — Map current-to-future workflows, optimize operational
procedures, define service playbooks, and ensure CSC processes align with DHS
policy and customer experience goals.

 Supervisors and Agents — Participate in user validation, provide operational insight,
assist in pilot activities, and serve as early adopters to confirm usability and readiness.

* Recruitment Leads and Workforce Management — Ensure staffing levels, onboarding
schedules, and workforce readiness align with projected CSC demand and transition
timelines.

» Administrators and Support Staff — Prepare system administration procedures, access
provisioning, knowledge management updates, and help desk readiness for production
support.

+ Joint Governance Team (TTEC and DHS) — Provides executive direction, approves
milestones, resolves escalations, and ensures transparency throughout readiness
activities.

Go-Live Cutover Strategy

A detailed cutover plan will be developed approximately 30—60 days prior to go-live and
refined through rehearsals. The cutover checklist will include all technical and operational
transition tasks such as final integration validation, data seeding and migration imports,
environment cloning procedures, approved change windows, production code migration, and
coordinated activation of interfaces. Smoke testing will be conducted immediately following
deployment to confirm system availability and functionality. Early Life Support (ELS) will be
established through a dedicated command center, bridge-line coordination, and on-site
presence to rapidly address questions or issues during the stabilization period.

Organizational Change Management (OCM)
OCM activities will begin at project initiation and continue through deployment to ensure
stakeholders are informed, prepared, and confident in adopting the new CSC capabilities. A
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structured communication plan will introduce the transformation early, followed by
progressive updates that demonstrate new features and benefits. Frequently Asked
Questions (FAQs), stakeholder briefings, and targeted communications will address role-
specific impacts and expectations.

Training and Knowledge Transfer

Training will be delivered in parallel with implementation to build familiarity before go-live.
Super Users, Trainers, and Testing Participants will receive early system access to validate
workflows while final configuration is completed. A blended learning model will be used to
accommodate different learning styles and operational needs, including recorded
demonstrations, interactive simulations, voice-channel practice environments, quick-
reference knowledge guides, and in-application guided tours. This multi-modal approach
ensures staff can confidently navigate the platform, execute tasks efficiently, and support
citizens immediately upon launch.

Post-Deployment Support

Following go-live, we provide on-site and remote support with a dedicated Client Account
Team and 24/7 Support Center available for technical issues. This allows us to reinforce
adoption, monitor system performance, and address operational questions. Lessons learned
during Early Life Support will be incorporated into continuous improvement activities to
further optimize CSC operations.

This comprehensive readiness strategy ensures that technology deployment, workforce
preparation, and organizational transition occur in a coordinated manner, minimizing
disruption while enabling DHS to realize the full value of the CSC solution from the outset.

. Describe your experience with leading and achieving Federal Certification using the
Centers for Medicare & Medicaid Services (CMS) outcomes-based approach.

As a leader in supporting CMS, and state-based Health Benefits Exchanges, TTEC has over
10 years of experience with MARS-E assessments. TTEC took a comprehensive approach
to meeting the requirements of CMS’s new ARC-AMPE security requirements. We began
with an internal gap assessment, addressed the new controls and control enhancements,
performed a 3PAO lead gap assessment and we are now undergoing the full ARC-AMPE
assessment with an expected completion date before the March 4th deadline. In addition,
TTEC maintains compliance with several security frameworks for the varying needs of our
clients and solutions including FISMA, FedRAMP, SOC, PCI, ISO 27001, HIPAA and
HITrust.
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E.7 CSC System Maintenance and Operations
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A. Describe your approach to operating and maintaining the CSC system. This should
include your experience with M&O, as well as your process for regular self-assessments.
Please highlight any comparable duties performed for similar clients.

Our approach to operating and maintaining the CSC system leverages over 20 years of
experience with operations, technology, and support of complex self-service, contact center,
and reporting solutions. We provide a global managed services organization supporting
some of the most complex customer service deployments in the world, including major
financial institutions and government agencies. Our managed services help clients maximize
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their investment by driving technology adoption, increasing visibility across multiple cloud
platforms, monitoring license usage to optimize costs, and testing system flows to assure
brand consistency. We provide access to support 24x7x365 via phone, email, and web
portal, with issues tracked and managed according to severity and response SLAs. Our
process includes regular updates related to new features and enhancements, and we
maintain accountability, transparency, and continuous improvement in our operations.

We have successfully operated Customer Contact Centers (CCCs) for almost two decades
for clients such as TxDOT's TxTag, VDOT's E-ZPass, TCA's Toll Roads, LA Metro's Express
Lanes, New York State Thruway Authority, Port Authority of New York & New Jersey, and
MTA Bridges and Tunnels. TTEC CCCs offer highly skilled management and support
personnel, turnkey administration and management, advanced technologies, and facility
management. Scopes include multichannel operations, financial management, and full-
service back-office that include printing and mailing statements and notices, violations
processing, manual image review and quality assurance, transponder management, court
representation, and interoperable partnership servicing.

We conduct regular self-assessments as part of our comprehensive security and compliance
program. TTEC's Global Information Security Management Program includes business and
industry-level security standards and continuous monitoring of all TTEC information systems
by the dedicated Security Operations Centre (SOC) team on a 24/7/365 basis. We
implement vulnerability management, data loss prevention, and regular IT audit
preparedness to ensure integrity and compliance with relevant standards such as ISO
27001, HIPAA, PCI, and SOC requirements. Our incident response and monitoring services
are designed to strengthen cybersecurity readiness and ensure proactive identification and
mitigation of risks.

B. Please identify your process flow for implementing system updates in collaboration with
DHS, including testing, interfacing with relevant State software, training, and technical
support for users.

We will implement system updates through a structured run-operations model that
emphasizes collaboration with DHS, controlled change management, and continuous
service improvement. Standard operational processes will include defined intake channels
for enhancement requests, innovative ideas, defect resolution, data updates, and routine
administrative activities. These requests will be managed through a service portfolio that
also supports broader request management functions such as service level agreement
(SLA) adjustments, report and dashboard development, and role provisioning within the
ServiceNow platform.

Once new functionality is reviewed and approved in coordination with DHS governance,
development will proceed through a controlled lifecycle that includes configuration,
integration validation with relevant State systems, and rigorous multi-level testing. Testing
will involve platform team quality assurance, CSC operational stakeholders, and DHS
representatives to confirm that enhancements function as intended and do not adversely
impact existing integrations or workflows. Training materials, test scripts, and supporting
documentation will be updated in parallel with development to ensure readiness for adoption
upon release.
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Following successful validation and stakeholder sign-off, implementation steps will be
documented in an operational runbook and promoted through the formal change
management process. Each release will be accompanied by detailed release notes and
communicated to users through CSC channels to highlight new features or updates. For
releases that introduce significant user interface or process changes, Organizational Change
Management communications will be distributed in advance or alongside deployment,
including quick-reference guides, recorded demonstrations, and other targeted training
resources.

Post-release, the platform support team will provide technical assistance, monitor system
performance, and address user inquiries. Should an update introduce unexpected issues,
established IT service management procedures will be used to execute a controlled rollback
and restore the prior production state, ensuring minimal disruption to CSC operations and
maintaining service continuity for DHS staff and constituents.

C. Provide samples of your standard operating procedure (SOP) for issue/defect
identification, triage workflows, tracking, and client notifications.

Issues are categorized and handled according to assigned severity levels, which are
determined based on criteria such as critical business functions, performance degradation,
availability of workarounds, and minimal system impact.

Issues can be reported 24/7 via email, toll-free phone number, or online support portal. Upon
ticket submission, the assigned support engineer logs the issue and manages it from start to
finish. Critical issues are escalated immediately to higher-level support teams, while non-
critical issues follow a tiered escalation path. Escalations may involve senior engineers,
developers, or escalation managers, and clients are kept informed through regular updates
and the Client Support Portal. The assigned support engineer remains the point of contact
throughout the process and collaborates with client staff before ticket closure.

5 points

D. Describe your approach to ensure the quality of the project and solution and include
details on management of Federal, DHS, and project requirements throughout the life of
the contract.

Our approach to ensuring the quality of the project and solution is rooted in a robust project
management methodology, structured quality assurance processes, and dedicated
personnel. We establish a customized Management Plan for each client, beginning with
initial discussions during the procurement process to form the basis of the Governance
Framework. Key elements include strategic management alignment with both internal and
DHS project plans and operational management led by a dedicated Project Manager and
supported by a Project Management Director. Project Management is responsible for
planning, organizing, and directing completion of tasks/milestones, managing ongoing
progress against our Integrated Task Plan (ITP), assessing progress against baseline
timings, identifying slippage/delays, and implementing mitigations/solutions. Updates are
provided from workstream leads across all project functions, including Quality Assurance,
Technology, Talent Acquisition, Human Capital, Operations, Learning & Development,
Facilities, Workforce Management, and Reporting & Analytics. Weekly internal and joint
project meetings are held to review progress, update the ITP, highlight percentage of tasks
completed, upcoming milestones, and assess project status. Activity completion is
confirmed, validated, and documented throughout the project lifecycle.
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Our support functions include Quality Assurance, Trainers, Workforce Management
(Scheduling, Forecasting, Planning and Real Time), Reporting & Analytics, and Continuous
Improvement, ensuring all team members, including prime contractors and subcontractors,
form a cohesive unit focused on project success.

We have a QA team that implements a quality assurance framework at the project level to
measure and maintain high-quality services. Key activities include defining and executing
quality management activities, conducting regular process and product quality audits,
measuring, and collecting KPIs/SLAs, analyzing non-compliance, defects, problems,
KPIs/SLAs, and reporting status/progress/KPIs/SLAs, process, and service improvement
items. Our test plan covers systems integration testing, validation testing, and user
acceptance testing to ensure successful implementation. We also provide standard training
for all relevant roles, using live instructor-led sessions.

Our continuous project team remains engaged across all phases, including a tuning phase
after go live. Should any member of the project team exit, we will immediately alert our DHS
point-of-contact and assign a similarly experienced employee as soon as possible.

Our methodology ensures mature, effective, and integrated delivery of all contract
requirements, with management oversight, operational rigor, and quality assurance
embedded throughout the project lifecycle.

E. Describe your approach to how you will ensure DHS staff are kept up to date on
processes, procedures, and policies throughout M&O activities.

TTEC will ensure DHS staff remain informed and aligned with evolving processes,
procedures, and policies through a structured governance and communication framework
embedded within ongoing Maintenance and Operations (M&O) activities. Process design
and continuous improvement will be informed collaboratively by CSC agents, DHS
personnel, technology consultants, and business process specialists to ensure operational
practices reflect real-world needs and policy intent. Each defined process will have an
assigned Process Owner and Process Manager responsible for monitoring performance,
validating effectiveness, guiding iterative enhancements, and approving proposed
modifications.

Updates to processes or supporting procedures will be managed through the established
change and release management lifecycle within CSC Systems, ensuring all changes are
documented, reviewed, and communicated in a consistent manner. DHS stakeholders will
receive timely notifications through release notes, updated training materials, knowledge
articles, and, where changes are more substantial, targeted Organizational Change
Management (OCM) communications such as briefings, job aids, or refresher sessions. This
approach ensures DHS maintains full visibility into operational changes, understands their
impact, and remains equipped to execute CSC services in alignment with current policies
and best practices.
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F. Describe your experience keeping system documentation as outlined in the M&O
System Documentation Standards.

TTEC has extensive experience maintaining system documentation in accordance with
public sector Maintenance and Operations (M&O) standards and recognizes that the
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State’s requirements are intended to ensure the CSC System is continuously documented
in a manner that is accurate, auditable, and accessible to both technical and business
audiences. This level of documentation governance is standard practice across our
government implementations and is embedded into our operational delivery model from
Day One.

We will utilize the knowledge and documentation management capabilities of ServiceNow
to serve as the centralized repository for all CSC System documentation. This platform
enables controlled versioning, full audit history, and workflow-driven approvals to ensure
that only the most current, approved documentation is published and visible to
stakeholders. Each update is tracked with metadata identifying the change description,
author, approval authority, and effective date, providing a transparent record of system
evolution.

To meet DHS’s required actions and deadlines, TTEC will deliver the initial complete
documentation set within 15 days of Go-Live and will align documentation updates with the
established change management lifecycle. Any approved system enhancement, correction,
or configuration change will automatically trigger a documentation review task, ensuring
updated materials are delivered to DHS within the required 20 calendar days. Requests for
ad hoc documentation will be fulfilled through controlled exports from the repository within
the 10-business-day requirement.

All documentation will be maintained electronically and structured to support iterative
updates, with clearly identified version histories and revision dates. In addition to technical
specifications, we will produce business-friendly narratives, process flows, and operational
guides so that DHS program staff, not only IT personnel, understand system functionality,
dependencies, and workflows. A comprehensive system overview, including architecture
diagrams, integration points, and data flow descriptions, will be maintained and refreshed
as part of this living documentation model.

TTEC also has experience aligning documentation deliverables with federal oversight
expectations and will provide materials in formats required by Centers for Medicare &
Medicaid Services to support audits, certification activities, or program reviews. During the
M&O phase, user manuals, online help, and training content will remain synchronized with
production functionality through the same governed update process, ensuring DHS always
has accurate and compliant reference materials.

E.8 Staffing, Training, and Operating the CSC
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A. Outline your approach to developing the CSC Operations Training Plan, including a
high-level operations training timeline. Explain the tools you will leverage to develop
trainings for CSC staff.

TTEC’s CSC Operations Training Plan is designed to ensure a seamless transition from
the Beneficiary Call Line to the new CSC with no disruption to DHS customers. Our
approach begins with a structured implementation planning phase, during which TTEC
and DHS jointly confirm key assumptions, including hours of operation, training
throughput, nesting requirements, and projected attrition, to ensure staffing and training
capacity align with the January 1, 2027, launch.
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The Plan will define the purpose, scope, and cadence of all training and will establish
clear roles and responsibilities for trainers, supervisors, and SMEs. We tailor the
curriculum to each CSC role based on required competencies in customer service, DHS
program knowledge, DHS workflows, transfer procedures, and proficiency in the CSC
System. A mixed-modal instructional design blends virtual facilitation, scenario-based
practice, and structured nesting with SME support. Trainers are certified through
TTEC’s Trainer 101 program and DHS-specific train-the-trainer sessions to ensure
consistent delivery quality.

Training schedules outline when each staff group receives onboarding before go-live
and how ongoing reinforcement occurs throughout implementation. TTEC provides
training resources — including facilities, virtual platforms, equipment, software access,
and training data — all fully tested before Training Go-Live. We implement evaluation
tools such as knowledge checks, performance demonstrations, attendance tracking,
and curriculum feedback loops to ensure staff readiness and continuous improvement.

To support long-term proficiency, TTEC will maintain an on-demand learning hub with
instructional videos, step-by-step guides, and FAQs accessible to CSC and DHS staff.
Our model encourages a culture of shared learning through -cross-functional
collaboration, transparent communication, and aligned performance expectations.

For programs requiring seasonal or rapid ramp-up, we partner with our clients to
forecast needs and scale certified training staff accordingly. Content development uses
the best-in-class tools like Teams, Articulate 360, Synthesia, Writer, and our own award-
winning Learning Wizards Suite. The Al-powered Learning Wizard Suite is designed to
accelerate and improve training development in customer experience (CX)
environments.

B. Propose an approach to developing a Quality Assurance and Quality Improvement
Program.

TTEC will implement a comprehensive, data-driven Quality Assurance and Quality
Improvement (QA/QI) Program that combines the strengths of NICE CXone’s advanced
analytics with a dedicated team of trained U.S.-based Quality Analysts. This integrated
approach ensures that every DHS beneficiary interaction—across both CSC and outbound
operations—is evaluated for accuracy, compliance, empathy, and process adherence.

At the core of our program is a quality governance model staffed by TTEC QA specialists
who are aligned to DHS program expectations. These analysts conduct structured
monitoring across voice and digital channels, apply DHS-approved scorecards, and partner
with operations leaders to turn insights into targeted coaching and performance
improvement. This ensures that quality findings do not simply identify issues directly
influence agent development, policy adherence, and the overall customer experience.

TTEC’s quality framework is enhanced through NICE CXone, which enables 100%
interaction capture, configurable evaluation forms, and risk-based sampling. Leveraging
Al-driven speech and text analytics, the platform automatically detects compliance risks,
sentiment shifts, escalation cues, and behavioral trends. Interaction Analytics is an intelligent
analytics application. It uses Al to convert voice and digital interactions into easily

5 points

50




understood data. Managers use this data to evaluate trends and improve agent
performance. Using keyword spotting, quality evaluation questions can be autoscored. This
allows our QA team to move beyond traditional manual sampling and toward predictive,
intelligence-led quality monitoring that spots issues before they impact beneficiaries.

To maintain consistency and transparency, TTEC conducts regular calibration sessions with
DHS to align scoring expectations, refine quality standards when policies change, and
validate trends surfaced through analytics. Findings are fed directly into coaching plans,
process improvement initiatives, refresher training, and live performance dashboards—
ensuring continuous quality improvement remains a living, measurable process.

Quality results are fully integrated into TTEC’s broader performance management
framework, giving supervisors actionable insights within NICE CXone. This enables targeted
coaching sessions, skill-building interventions, and recognition programs that reinforce
high-quality, compliant service delivery.

Finally, TTEC provides DHS with clear, consistent visibility into program quality through
recurring reports, including quality-score trends, compliance adherence metrics, root-cause
analyses, and improvement action plans. As required, up to ten DHS personnel will have
system access to review QA artifacts directly.

By combining expert QA professionals, robust governance, and next-generation analytics
through NICE CXone, TTEC delivers a proactive, transparent, and continuously improving
QA/QI program that ensures accurate, consistent, and empathetic service for Arkansas DHS
beneficiaries.

C. Describe your proposed approach for designing and implementing the Customer
Satisfaction Survey.

TTEC’s approach to designing and implementing the Customer Satisfaction Survey is built to
deliver a statistically reliable, multilingual, and technology-supported measurement of
beneficiary experience. We create a simple, accessible survey anchored in the required
rating question, supplemented by optional items that help identify drivers of satisfaction—
such as clarity of information, professionalism, and perceived resolution. All survey content
can be delivered in the required languages to reflect the CSC’s multilingual service
standards. Prior to rollout, TTEC conducts a brief pilot to validate wording, confirm ease of
use, and ensure response accuracy.

Survey distribution is fully automated through our integrated technology stack. Voice and
SMS surveys are triggered directly through NICE CXone, while email-based surveys are
delivered through ServiceNow. This allows TTEC to precisely manage frequency, timing,
audience selection, and the question bank, ensuring that survey invitations are both
appropriately targeted and randomly distributed as required. Immediately following an
interaction, whether via phone, chat, text, or email, the system triggers the most appropriate
survey channel based on the customer’'s communication method and preferences.
Automated logic ensures statistically valid sampling while preventing oversampling of any
program area, call type, or language group.

Survey deployment is tightly integrated across the telephony platform and the CRM so that
invitations, completions, and metadata are accurately captured. Both NICE CXone and
ServiceNow offer native reporting and analytics, enabling real-time dashboard views and
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monthly summaries of satisfaction trends by queue, program, and channel. These insights
give DHS clear visibility into CSC performance and can be used directly in monitoring
service quality.

TTEC incorporates customer satisfaction results into a closed-loop improvement process.
Low-scoring or flagged interactions are paired with call recordings, agent notes, and CRM
history to conduct root-cause analyses. Findings inform targeted coaching, updates to
workflows or knowledge tools, and refresher training where needed. TTEC reviews survey
trends and related corrective actions with DHS during scheduled touchpoints and status
meetings to ensure transparency, accountability, and joint oversight of continuous
improvement.

This structured, technology-enabled model ensures that the CSAT program not only
measures customer sentiment but actively strengthens the beneficiary experience and
supports DHS's performance management goals.

D. Describe your proposed approach for recruiting staff from communities served by DHS
programs within the State of Arkansas.

TTEC’s recruitment strategy for the Arkansas DHS Customer Service Center combines our
proven global talent-acquisition best practices with a deliberate, community-based hiring
approach designed to attract staff directly from the local populations served by DHS
programs. This approach ensures that the CSC workforce reflects the lived experiences,
cultural diversity, and communication needs of Arkansas beneficiaries while upholding
TTEC's rigorous standards for service excellence.

Our process begins with extensive job profiling, conducted in collaboration with DHS, to
define the characteristics and qualifications that predict long-term success in supporting
Arkansas families and individuals. This includes identifying communication skills,
compassion, critical thinking, multilingual capabilities, and familiarity with public-assistance
programs. Using data from similar programs and insights from high-performing staff in
comparable environments, TTEC builds a hiring profile tailored to the needs of DHS and the
communities it serves.

Approach to Recruiting and Screening

Recruitment Activities Pre-Qualifications
Targeted job profiling developed jointly « Harver skills and
with DHS for long-term success behavioral assessments
Localized sourcing from Arkansas « Verifications of

communities candidate qualifications
Leverage our in-house sourcing * (education and

experts to drive employment)

targeted, local recruitment. « Conversational interview(s)
Rigorous assessments ensure « Candidate background
top-tier candidate fit checks

To recruit talent locally, TTEC deploys a focused sourcing strategy that marries our
omnichannel recruitment engine with on-the-ground outreach across Arkansas. We partner
with community organizations, language groups, workforce development centers, vocational
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programs, and local colleges to reach residents who live in and reflect DHS-served
communities. Our recruitment marketing team leverages social media, targeted digital
advertising, community job fairs, local events, and referral networks to attract candidates
within key ZIP codes and high-program-utilization areas. This ensures we are not merely
advertising in Arkansas—we are reaching deeply into Arkansas communities. All recruitment
channels drive applicants to TTECJobs.com, where candidates can explore realistic job
previews, view day-in-the-life content, and evaluate their own fit before applying.

Once candidates apply, they enter TTEC’s evidence-based assessment process, supported
by Harver Talent Acquisition Assessments. These tools evaluate communication ability,
customer-service aptitude, personality fit, and—when applicable—bilingual proficiency
through standardized language testing. This allows us to identify candidates who not only
represent the communities DHS serves but who also have the potential to deliver accurate,
empathetic, and compliant service.

Candidates who pass the assessment phase are invited to a conversational interview with
Talent Acquisition, where they learn more about program expectations, hours,
compensation, and the mission of the Arkansas DHS CSC. Successful candidates receive
conditional offers, followed by background checks and screenings as required.

Recruiting from DHS-served communities is strengthened by TTEC’s commitment to
accessibility, inclusivity, and opportunity creation. We intentionally seek applicants who have
lived experience with human-services programs or who understand the challenges faced by
Arkansas families. By combining technology-enabled sourcing with community partnerships
and supportive hiring pathways, TTEC builds a workforce that mirrors the diversity of the
people DHS supports, ultimately creating more relatable, culturally aware, and trusted
customer interactions.

This blended approach ensures that Arkansas DHS receives a highly qualified,
community-rooted workforce—trained, assessed, and selected through TTEC’s world-class
talent-acquisition framework and equipped to deliver exceptional service from day one.

E. Describe your proposed approach to accommodate requests from the State to conduct
work onsite within what is required by this RFP (i.e., management availability).

TTEC can accommodate DHS requests to conduct work onsite and will ensure management
availability whenever and wherever the State requires. In alignment with DHS expectations
for in-person collaboration, TTEC has assigned Key Personnel who are prepared to be
physically present in Arkansas. Our Project Manager, Operations Lead, Technical Lead,
Training Lead, and other designated staff will participate onsite for activities identified by
DHS as requiring in-person support.

To maintain responsiveness, TTEC builds onsite flexibility directly into our staffing and
governance structure. We maintain a bench of management and subject-matter experts who
can be deployed for scheduled onsite needs, including:

* Onsite planning kickoff sessions

* Division-level business-process interviews

» Operational readiness and go-live preparation activities

* DHS-requested meetings with State or federal agencies
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TTEC will ensures management-level coverage at all times and align schedules with State
business hours. We also recognize that certain discovery and transition activities—such as
interviewing DHS divisions or reviewing incumbent operations—must occur onsite. TTEC will
coordinate proactively with DHS to ensure the appropriate leaders and SMEs are onsite for
these sessions. Our local and U.S-based staffing model further enables rapid deployment of
leadership onsite to address operational issues, support escalations, or participate in
in-person reviews.

F. Provide a high-level description of your proposed communication management plan,
including your proposed approach for a campaign to raise public awareness about the CSC
offerings.

TTEC’s Communication Management Plan establishes a structured, consistent, and
responsive framework for all communications between DHS, CSC leadership, and project
stakeholders. The plan defines communication channels, meeting cadences, escalation
paths, and documentation standards to ensure information is clear, accurate, and shared in
the correct format and timeframe.

To support this structure, TTEC applies our proven communications-management model,
which prioritizes clarity, alignment, accessibility, and accountability.

Key elements include:

+ Single point of contact: All communications flow through the designated operational
owner, the CSC Project Director, who verifies accuracy and aligns messaging before it
is shared across DHS and TTEC teams.

» Coverage and continuity: When the Project Director is unavailable, fully briefed
alternates maintain seamless communication with DHS.

* Robust communication tools: We use secure, modern collaboration platforms and
maintain current DHS contact lists to ensure timely exchange of information.

» Regular visibility: Program status and updates are delivered through operational
reviews, quarterly business reviews, and annual executive-level sessions.

TTEC will also lead the development of a Public Awareness Campaign within the required
three-month period after contract start. This campaign will be designed in collaboration with
DHS Communications and delivered across multiple channels to ensure Arkansans
understand how to access the new CSC.

The campaign will include:

» Web, social media, and digital outreach explaining CSC services and how to engage
them.

» Community-based communication, including materials for local organizations and
community bulletin boards.

» Multilingual materials (English, Spanish, Marshallese) to reflect CSC language
requirements.

* Tutorials and user instructions that help beneficiaries navigate CSC offerings.

Through this combination of structured project communications and proactive public
outreach, TTEC ensures clear, cohesive, and accessible communication for DHS, project
stakeholders, and the Arkansas public.
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G. Describe your proposed approach to provide live interpretation services, translation
services, and multilingual IVR as offerings to users contacting the CSC.

TTEC will provide live interpretation services, translation services, and multilingual IVR
capabilities to ensure all users contacting the CSC can access services in their preferred
language. Multilingual IVR functionality will be enabled through Al-powered conversational
technology from Google as part of its Contact Center Al (CCAI) platform. This capability
allows a single virtual agent to support dozens of languages within one configuration,
enabling consistent call flows while delivering localized prompts and responses tailored to
the caller’s selected or automatically detected language.

The solution supports automatic language detection at the start of an interaction, high-quality
speech-to-text and text-to-speech for natural voice engagement, and the ability to handle
both broad language selections and locale-specific variations to ensure cultural and regional
accuracy. These features allow callers to seamlessly navigate IVR options, receive
information, and transition to agents without requiring separate systems for each language.
The multilingual design also enables context retention if a caller switches languages during
an interaction, supporting a more inclusive and efficient customer experience while reducing
operational complexity.

To further enhance culturally aligned language access, particularly for key communities
served by the State, the solution will also incorporate support from the Marshallese
Educational Initiative (MEI). Established in 2013, the Marshallese Educational Initiative is a
501c¢3 nonprofit organization based in Springdale, Arkansas, where the highest
concentration of Marshallese resides outside of the home islands. Our organization has
extensive experience with translation, transcription, and interpretation services, and is
committed to insuring the preservation of the spoken and written language. Our translators
use the Marshallese standard spelling, which is the official written language of the Marshall
Islands, by decree of the Marshall Islands’ government.

Since 2021, MEI has collaborated with Partners for Inclusive Communities at the University
of Arkansas to offer the Marshallese Interpreting for Communities of Inclusion (MICI)
interpreter training course, the first exclusive Marshallese interpreter training course in
Arkansas. The course specializes in interpreting in an education setting to assist families
with children with disabilities. MEI is certified by the State of Arkansas to provide
Marshallese translation and interpretation services.
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H. Describe your proposed approach to support the State’s requirement to ask proactive
questions or actively share pertinent information to a customer contacting the CSC when the
CRM database shows that the customer has outstanding requests from the State.

TTEC will proactively inform customers of outstanding requests by embedding real-time
contextual awareness directly into the CSC agent experience. Through integrations with
ARIES, EMCI, and Core MMIS, the CRM will aggregate current case status, identity
information, and program activity alongside tracked inbound and outbound interactions to
present a unified view of the customer at the moment a contact is received. This “Citizen
360" visibility enables agents to immediately identify open items, pending verifications, or
recent actions without requiring manual research across systems.

5 points

55




To further enhance this capability, the solution will leverage Al-powered assistance within
ServiceNow (Now Assist) to analyze the aggregated data in real time, surface relevant
context, and recommend proactive next steps or scripted prompts for the agent. This may
include reminding the customer about outstanding documentation, providing status updates,
or suggesting resolution actions aligned to program rules. By combining system integrations
with Al-driven insights, CSC staff can deliver informed, anticipatory service that reduces
follow-up contacts, improves case progression, and ensures customers receive timely and
relevant information during each interaction.

E.9 Outbound Verification Center

30

A. Describe how you will provide, in general terms, the outbound capacity required by this
RFP. Describe how this capability will be staffed, trained, scaled, and supported by the CSC
System. Describe how you could accommodate additional forms of outbound contacts
beyond the two identified in the RFP.

TTEC provides outbound capacity through a scalable, cloud-based contact center platform
that supports preview, progressive, and automated dialing modes, governed by configurable
pacing rules, consent management, time-zone controls, and State-defined contact windows.
The CSC System integrates campaign management, customer data, disposition tracking,
and call recording, enabling compliant, high-quality outbound operations. Real-time
dashboards, throttling logic, and workforce-system integration allow outbound volumes to be
balanced against inbound priorities to maintain overall service performance.

Outbound staffing is determined using proven workforce management methodologies that
incorporate historical contact trends, right-party contact rates, handle times, and shrinkage
factors such as coaching, training, and attrition. Core and surge staffing models enable us to
scale up or down as business needs evolve. All agents and support resources are
US-based, and our staffing plan includes investments in compensation, technology, and
career pathways to increase representation within communities of need.

Training for outbound work is comprehensive and role-specific. Personnel complete a
minimum of 20 days of instruction that includes system navigation, disclosure scripting,
consumer assistance protocols, consent verification, objection handling, wrap/disposition
coding, and quality expectations. Ongoing refresher sessions, targeted coaching, and
training tied to program or system updates ensure staff remain fully prepared. Completion
and proficiency tracking are reported as required.

Operational leadership, workforce management, training, quality, IT architecture, analytics,
and program management teams support outbound capacity. This structure provides
operational continuity and rapid responsiveness to volume fluctuations, system changes,
and DHS priorities.

Beyond the two outbound contact types identified in the RFP, the CSC System can easily
support additional outbound channels, including SMS, secure email, outbound IVR,
automated notifications, chat outreach, and virtual hold/callback features. These channels
are governed by the same consent, opt-out, and compliance controls, ensuring seamless
integration with the broader Exchange Consumer Support infrastructure.

5 points

B. Describe your experience performing outbound verification activities. Describe other
experience which may be relevant to the Community Engagement Requirements.
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TTEC has extensive experience performing outbound verification activities for government,
healthcare, and other regulated programs that require accurate, compliant validation of
consumer information. Our teams conduct a wide range of outbound verification functions,
including identity confirmation using multi-factor or knowledge-based authentication,
verification of eligibility or benefits, documentation and data validation, consent verification,
and confirmation of enrollment or case status. These activities are supported by
standardized scripts, required disclosures, and system-enforced verification checklists that
ensure every required step is completed consistently and documented appropriately.

Our outbound verification workflows are supported by secure platform capabilities that
include OTP/KBA support, secure document intake, and detailed verification disposition
codes (e.g., verified, partially verified, unable to verify). All verification interactions are
recorded, and comprehensive audit trails track data access, changes, and outcomes.
Supervisors and managers have access to detailed outbound dashboards that display
right-party contact rates, verification pass rates, total attempts, average contact times, and
documentation outcomes. These metrics can be filtered by campaign, queue, and agent to
support coaching and continuous improvement. Across similar verification programs, TTEC
teams typically achieve 70-85% right-party contact rates, 85-95% verification pass rates
after planned callback attempts, and exceptionally low document defect rates through
ongoing feedback loops.

TTEC also brings significant experience relevant to Community Engagement requirements,
supporting public programs through proactive outreach, appointment scheduling, follow-ups,
multilingual communication, patient and member engagement, and benefits education. We
incorporate plain-language scripts, evening/weekend outreach windows, language access
services, and collaboration with community-based organizations (CBOs) to reduce barriers
for vulnerable and underserved populations. These approaches enable equitable
engagement across diverse communities and strengthen connection to State programs.

C. Describe how you propose to fulfill the Community Engagement Requirements
contemplated by the RFP. What efforts can you perform that are ex parte? What will require
manual or automated outreach? How will the system be optimized?

TTEC's approach ensures accurate identification of beneficiary status—Exempt, Compliant,
or Non-Compliant—as defined by federal and Arkansas law, while supporting DHS in
reducing unnecessary churn and maintaining continuity of coverage.

Ex Parte Verification Activities
TTEC will first identify CE compliance using available data without requiring beneficiary
outreach. DHS will supply the population requiring verification each month through ARIES or
other State-approved methods. TTEC will perform the following ex parte tasks:
* Review ARIES data to determine whether beneficiaries can be automatically verified
using existing information.
» Verify “gig,” 1099, and independent-contractor wages through automated tools or
subcontractor systems as allowed by the RFP.
+ Confirm participation in approved community-service programs by following
established communication and verification procedures with third parties.
+ Document verified statuses directly in ARIES, the required system of record.
+ These activities reduce the number of beneficiaries requiring direct outreach.
* Manual and Automated Outreach Requirements
» For individuals who cannot be verified ex parte, TTEC’s Verification & Outbound
Contact Center will perform both automated and manual outreach as required in
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Section 2.3.4.1(B).

» Automated outbound communications (calls, texts, emails, or other CSC modalities)
programmed in multiple languages and tailored to each beneficiary. These are
triggered according to DHS’s required schedule and content approvals.

* Manual outreach by CSC agents for beneficiaries who do not respond to automated
attempts or whose cases require clarification.

» Receipt and logging of inbound documentation, including uploading documents directly
into ARIES or the CSC System in near real-time.

* Multiple outreach attempts each month, recognizing the transient nature of the CE
population and the need for persistent follow-up.

» System Optimization and Monitoring

* TTEC will continually optimize the CE workflow by:

+ Automating list updates such as ARIES information changes, ensuring outreach lists
remain current.

+ Using analytics to refine call scripts, channel selection, outreach frequency, and timing.

» Conducting root-cause analysis for hard-to-reach populations and adjusting outreach
modalities (e.g., SMS first, then voice, then manual contact).

+ Integrating verification data into the CRM to tie outreach attempts, documentation
received, and ARIES status updates into a single unified case view.

» Collaborating with DHS on policy interpretation to ensure proper classification of
Exempt, Compliant, and Non-Compliant statuses.

TTEC’s model leverages ex parte verification first, layering automated and manual outreach
for remaining cases, and continuously optimizing both the operational and system
workflows. This ensures DHS receives complete, timely, and accurate CE verification
support while maximizing efficiency and beneficiary engagement.

D. Describe the tools or system you propose to use to verify non-W2 or gig wages in
accordance with the RFP.

TTEC will use a multi-source, workflow-driven verification approach managed within
ServiceNow Public Sector Digital Services Pro Plus, supported by customer engagement
through NICE CXone, to verify non-W2 or gig-economy wages in alignment with DHS
requirements. Because non-W2 income may originate from multiple sources and is not
uniformly captured in traditional wage databases, TTEC’s approach prioritizes
document-supported verification, structured intake, and DHS-approved data sources.

5 points

E. Describe your proposed system for verifying community service in accordance with the
Community Engagement Requirements.

TTEC will verify community service using ServiceNow Public Sector Digital Services Pro
Plus as the centralized verification platform. ServiceNow supports structured intake, secure
document upload, checklist-driven validation, and full audit trails.

Arkansans may provide documentation through NICE CXone channels (voice, text, chat) or
portal-based upload. Verification tasks are automatically routed within ServiceNow for DHS
review and approval, ensuring compliance with Community Engagement Requirements. All
interactions, documents, and determinations are stored in a unified case record, and
dashboards provide DHS with end-to-end visibility into verification status and trends.

5 points

F. Describe how you will perform the Maternal Health outreach contemplated by the RFP.

TTEC performs Maternal Health outreach using NICE CXone for campaign-based outbound
engagement and ServiceNow PDS Pro Plus for structured case management and will have
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a specialized outbound team within the CSC conducting the follow-ups and outreach. Agents
will proactively contact approximately 2,000 newly enrolled pregnant members each month,
using DHS-approved call guides to confirm provider access, encourage timely prenatal care,
identify barriers, and connect members to Medicaid-covered supports such as
transportation, lactation services, Life360 Homes, and maternal behavioral health resources.

All interactions and outcomes are documented in a unified ServiceNow case record,
enabling coordinated follow-up and closed-loop resolution. Multi-channel engagement,
including outbound calls, automated monthly texts, and New Mom Toolkit email distribution,
is managed through integrated workflows that ensure consistent, culturally responsive
communication.

DHS receives full program visibility through real-time dashboards tracking outreach
completion, engagement rates, referral activity, and follow-up outcomes.

E.10 CSC Expansion

35

A. Outline your approach for collaborating with DHS, and relevant divisions, to gather
information on CSC expansion activities. Detail any methodologies you plan to employ, as
well as an overarching timeline for division engagement.

TTEC will collaborate with DHS and all relevant divisions using a phased approach that
stabilizes initial CSC operations post—Go-Live before executing a structured Phase Il
expansion based on the capabilities listed in Table 2, Transfer to State at Launch Topics
(RFP 2.3.2.1).

During stabilization, we refine workflows, validate integrations, and gather early operational
insights to inform expansion planning. Once DHS confirms readiness, we conduct focused
discovery workshops with each affected division to document current processes, policies,
and requirements for the Table 2 functions, then consolidate these inputs into a
DHS-approved CSC Expansion Blueprint that prioritizes deliverables and identifies any
CMSA review needs.

TTEC then re-engages its implementation team to design, build, and test the capabilities in
ServiceNow and NICE CXone, with DHS participating in design reviews and UAT to ensure
accuracy and readiness. After DHS and CMSA approval, the new processes are deployed to
Production in a controlled release supported by hypercare. Governance throughout both
phases ensures clear communication, coordinated decision-making, and full alignment with
DHS objectives for a safe, orderly, and policy-aligned expansion of CSC responsibilities.

5 points

B. Provide your approach for identifying, designing, integrating, and implementing CSC
capabilities detailed in Table 2 of Section 2.3.2.1 which will be primarily state responsibilities
at launch. Provide a proposed schedule for the CSC’s incorporation of those capabilities and
subject.

TTEC will collaborate with DHS to identify and formalize service definitions that enable both
CSC and DHS staff to fulfill the processes associated with the call types described in Tables
1 and 2 of RFP Section 2.3.2.1. These service definitions will translate DHS’s functional
responsibilities into clearly documented service offerings, each supported by configured
workflows or guided playbooks to ensure a structured, repeatable approach to handling
inquiries, completing actions, or routing requests to the appropriate State resource when
escalation is required. The service definitions will be implemented and managed within
ServiceNow to provide consistent execution, visibility, and traceability across all CSC
interactions.
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Coverage for the request types outlined in both tables, including the defined handling steps
and transfer pathways, will be established and validated prior to launch to ensure
operational readiness on January 1, 2027. Following go-live, TTEC will employ an iterative
continuous improvement process, working jointly with DHS to refine workflows, expand CSC
handling capabilities where appropriate, and identify opportunities to streamline service
delivery and improve efficiency over time.

C. Propose a sequence and schedule for the incorporation of the expanded CSC duties
discussed in the previous prompt. Explain the rationale beyond the sequence and schedule.

TTEC is aligning these expanded duties to a second implementation phase that will include
additional integrations with DDS Salesforce, CHRIS, ARIA, and the Medicaid Pharmacy
System. These capabilities are currently scheduled within the implementation plan for the
second half of 2027, following an approximate six-month stabilization period after the
January 1, 2027, launch. This approach allows the CSC to validate core operations before
introducing additional system dependencies and service expansion.

During this phase, TTEC will further mature service definitions to enable greater containment
of citizen inquiries within the CSC—whether handled by live agents or through the Intelligent
Virtual Agent across available channels. This will include the development of detailed
playbooks aligned to each service definition, targeted knowledge base content, and
enhanced agent-assist capabilities to guide resolution. Integration with Salesforce (DDS)
and the other identified systems will support deeper data visibility and workflow execution,
allowing more inquiries to be resolved within the CSC while maintaining seamless
coordination with State program areas.
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D. Confirm your ability to meet the expansion governance requirements defined in Section
2.3.5.2. Outline how you will approach the proposing and implementing expansion activities to
DHS, considering feedback implementation, testing, and training.

TTEC confirms its ability to meet the Expansion Governance requirements in RFP Section
2.3.5.2, including the mandate that no new topics or duties beyond launch are implemented
without prior written State approval and that each proposed expansion is submitted through a
formal, DHS-reviewable proposal containing the required scope, cost, milestones, and
success criteria.

Consistent with our phased expansion model, TTEC will stabilize the initial Go-Live and then
propose Phase Il activities—aligned to Table 2 capabilities (RFP 2.3.2.1)—through this
governance process, ensuring DHS has complete visibility into planned changes. For each
expansion item, TTEC will conduct collaborative discovery with affected divisions, incorporate
DHS feedback into design iterations, and document all functional and policy requirements
before submitting the formal proposal. Upon DHS approval (and CMSA approval where
required).

TTEC will implement expansion activities using a structured cycle of configuration, testing,
UAT, and targeted training for CSC and State agents, with all changes deployed through a
controlled release process governed jointly with DHS. This approach ensures transparency,
compliance, and disciplined execution for all future CSC expansions.

5 points

E. Explain your proposed approach to testing and monitoring expansion elements of the
CSC system and how it will minimize disruption to the CSC operations. Your response
should address testing, reporting, and collaboration with DHS to ensure elements align with
the State’s vision.
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TTEC will implement expansion elements of the CSC system through a controlled, release-
based approach designed to validate new capabilities while preserving the stability of
existing operations. Each feature and interface will be developed and tested within a discrete
release, allowing new functionality to be evaluated in parallel environments before
introduction into production. This approach ensures that enhancements are cohesively
integrated with the current solution architecture while minimizing operational disruption.
Testing activities will include system integration testing, regression testing against existing
CSC workflows, and user acceptance testing conducted jointly with DHS stakeholders to
confirm alignment with business objectives and the State’s vision for expanded services.
Where integrations with external systems are involved, interface validation and performance
monitoring will be performed to ensure data integrity and continuity of operations. Results
will be documented and shared through structured reporting that provides transparency into
readiness status, identified risks, and mitigation actions.

Prior to deployment, TTEC will coordinate training updates, Organizational Change
Management communications, and operational readiness activities to prepare CSC and
DHS users for the enhanced capabilities. All expansion elements will proceed through
established governance and approval processes, including state review and any required
validation aligned with Centers for Medicare & Medicaid Services expectations. This phased,
collaborative methodology enables innovation and service growth while maintaining
uninterrupted CSC performance and user confidence.

F. Describe your approach to training CSC staff and DHS staff on CSC system additions
during expansion. Your response should address training development methodology,
stakeholder engagement, and training schedules.

TTEC's proposal includes a dedicated full-time Instructional Designer embedded in the CSC
program post-launch. This is not a shared resource juggling multiple clients—this designer is
100% focused on the Arkansas DHS CSC program. This resource will work with TTEC CSC
staff and DHS staff to identify areas of expansion and the plan for curriculum design and
development. This Instructional Designer will have the following key responsibilities.

Key Responsibilities:

* Real-time curriculum maintenance responding to program, policy, procedure, and
system changes

* Proactive identification of training gaps through performance monitoring

» Coordination with system developers, and DHS during expansion and UAT to prepare
training materials in parallel

» Coordination with DHS, operations, training delivery to identify the training needs and
training delivery plan

* Management of the on-demand training hub (videos, user guides, FAQSs)

» Continuous knowledge base updates

» Ongoing training effectiveness analysis

Timeline Advantage: Having a dedicated resource means we do not need to queue update
requests behind other projects or wait for resource allocation. Updates begin immediately
upon notification of changes.

5 points

G. Prospective Contractors may propose additional CSC expansion services (i.e., services
the CSC can perform for customers) beyond those contemplated by Table 2. If proposing
additional CSC expansion services please indicate clearly what the services are, why they
would be beneficial in line with your proposed solution, how you propose to offer these
services, and any detail from previous implementations of these services you are able to
provide.
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TTEC may support DHS with a series of optional CSC expansion services that enhance
efficiency, accuracy, and customer experience across programs. These include integrating
the CSC with additional State systems to streamline data access and reduce handle time;
introducing workflow automation and Intelligent Document Processing (IDP) to extract,
classify, and route documents directly into ServiceNow; enabling agentic workflows that
guide staff through complex program procedures; deploying fax-to-email and digital intake
solutions to eliminate manual handling; and providing ongoing Service Portfolio refinement
and continuous process optimization using analytics from ServiceNow and NICE CXone.
These services improve CSC performance by reducing manual effort, increasing accuracy,
and accelerating case resolution, and can be offered through a formal expansion proposal
aligned to the required governance requirements. Each enhancement would follow the
same structured approach used for Phase |l expansion—joint discovery with DHS
divisions, design, and validation workshops, UAT, training, and controlled deployment—
ensuring DHS and CMSA approval prior to implementation.

TTEC brings direct and relevant experience deploying these enhancements in similar
large-scale human services environments, where automation, IDP, and advanced workflow
orchestration have delivered measurable improvements in cycle times, staff load reduction,
and customer satisfaction.

E.11 Artificial Intelligence

10

A. Describe your prior experience with designing, implementing, and managing artificial
intelligence functionality and tools on projects of a similar size and scope.

TTEC brings extensive experience in designing, implementing, and managing Al
ecosystems for state-level health and human services agencies. Our approach aligns with
the Arkansas DHS vision of utilizing Al to modernize the Customer Service Center (CSC),
moving from traditional live agent interaction to a more efficient, automated, and holistic
customer experience.

1. Strategic Design and Implementation

On projects of similar scope—managing hundreds of thousands of annual beneficiary
interactions—we have successfully designed Al Implementation Plans that prioritize the
following:

* Virtual Agents and Chatbots: We have deployed conversational Al (chatbots and
telephonic agents) capable of handling routine eligibility inquiries for programs like
Medicaid, SNAP, and TEA. These tools include built-in "escalation intelligence" to
ensure a seamless hand-off to live agents when a customer's needs become complex.

+ Intelligent Routing: We have implemented Al-driven routing that uses real-time data to
direct callers to the most qualified resource, significantly reducing transfer rates and
improving the "Speed to Answer" performance standard.

+ Knowledge-Based Al: Our systems leverage state-specific policies and resource
databases to provide accurate, real-time responses to both beneficiaries and live
agents.

2. Managing Al for Large-Scale Outbound Outreach
The Arkansas RFP places a high priority on using Al to streamline outbound activities, such
as ARHome Community Engagement Verification and Maternal Health (ARHOPE) outreach.
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Our prior experience includes:

* Predictive Analytics for Outreach: Using Al to identify the best times and channels
(SMS, voice, or email) to reach beneficiaries, ensuring compliance with verification
requirements while minimizing the need for manual outbound calling.

» Generative Al for Content: Implementing generative Al to produce personalized,
culturally competent outreach materials and real-time responses for staff, ensuring
consistency across all communication channels.

3. Integration and Federal Compliance
We understand that the Al tools must integrate with critical state systems like ARIES
(Eligibility) and the Medicaid Enterprise System (MES). Our previous projects demonstrate:
» System Interfacing: Experience interfacing Al platforms with legacy and modernized
eligibility systems to provide real-time case status updates without human intervention.
+ CMS Certification Support: Managing Al functionality through the CMS Certification
process, ensuring all automated tools meet federal standards for accessibility and data
privacy.

4. Expertise and Staffing
Our team includes dedicated technical leads and Al architects with documented experience
in human services programs. This expertise allows us to:
 Validate Operational Impact: Continuously test and document how Al system changes
affect the overall customer journey and state business processes.
* Adhere to State Standards: Ensure all Al recommendations strictly follow state and
federal guidance, including Office of State Technology (OST) requirements.

B. Provide a high-level description of your proposed artificial intelligence implementation
plan, in line with the standards outlined in Section 2.3.2.3.3. Please include proposed Al
innovations to the CSC space to implement over the course of the contract, as well as how
the artificial intelligence lead outlined in Attachment | will carry out the implementation plan.

Our Al Implementation Plan, to be submitted for approval by January 1, 2027, leverages Al
across ServiceNow, CXone and Omilia. Omilia is an Intelligent Virtual Agent (IVA) to serve
as the "front door" for the CSC, automating routine inquiries while ensuring intelligent
escalation to live agents when complexity or sentiment requires it. ServiceNow utilizes Al
across multiple processes including agent Knowledge Surfacing, case summarization and
more. CXone also has Al embedded in multiple processes including speech and text
analytics, interaction summarization, workforce management and more. The CSC Artificial
Intelligence Lead will direct the strategy, identifying State resources like ARIES and Core
MMIS to serve as the informational basis for the Al.

Proposed innovations include:
* Generative Al to provide live agents with real-time response suggestions based on
policy manuals.
» Automated Case Summarization to populate interaction notes directly into EMCI and
ARIES, reducing manual work.
» Sentiment and Trend Analysis on 100% of interactions to proactively identify issues and
optimize routing.
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The Al Lead will ensure all tools comply with DHS and OST (Office of State Technology)
guidance regarding data privacy and ethics.

E.12 Attachment | — Key Personnel

25

A. Provide a draft or summary Staffing Management Plan which details how you will
identify and complete staffing requirements within the appropriate timeframe. This Plan
should address the Key Personnel requirements outlined in Attachment | and identify how
the Contractor will ensure appropriate staffing with expertise to meet the needs of DHS.

TTEC’s Staffing Management Plan ensures timely identification, selection, and deployment
of qualified personnel, particularly Key Personnel, to meet DHS operational needs. Our
approach combines structured workforce planning, rigorous talent assessment, and
continuous performance oversight to ensure the CSC is staffed with the right expertise at
the right time.

We begin by analyzing DHS contractual requirements, KPIs, forecasted demand, and
program goals to determine precise staffing needs across all phases of implementation and
ongoing operations. This includes a review of operating labor markets, scheduling
constraints, hours of operation, budget parameters, and anticipated call volume by day,
week, and month. Using this information, we are developing a customized staffing model
that balances service levels, cost efficiency, and operational resiliency.

To ensure expertise, TTEC assigns a dedicated leadership and support team—including
the CSC Project Director, VP Operations, Operations Manager, Training Lead, Quality
Lead, Workforce Management Lead, Security representative, and IT/Telephony
Infrastructure support. Each role has clearly defined responsibilities and time commitments
aligned to implementation milestones and operational needs. All Key Personnel will be
identified early, vetted for required qualifications, and submitted to DHS for approval.

As operations progress, we use real-time and historical data to validate and adjust staffing
plans. This includes intra-day performance monitoring, weekly forecasting and resource
planning meetings, and a continuous review of absenteeism, attrition, and headcount
trends. TTEC manages scheduling, shift selection, exception tracking, adherence, and
time-off requests through centralized workforce management systems to ensure coverage
and performance.

We maintain proactive communication with DHS through regular operational reviews,
reporting, and early escalation of any workforce issues. This disciplined, analytics-driven
approach enables consistent service delivery and ensures the CSC remains fully staffed
with qualified personnel to meet DHS's expectations.

For your reference, we have included a detailed organizational chart in the Appendix of this
response that shows our staff supporting the CSC operation.

5 points

B. Provide a list and description of Key Personnel that will be performing the services
rendered by this Contract. For each Key Person proposed, furnish a Key Personnel Profile
Summary as outlined in Attachment |.
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The success of this contract will be driven by a highly qualified team of Key Personnel
selected for their specialized expertise, proven performance, and deep alignment with the
scope of services required. The individuals proposed in this section bring extensive
experience in delivering complex, high-impact support within environments like the State’s
operational landscape. Each Key Person has been carefully chosen for their technical
proficiency, leadership capabilities, and demonstrated ability to achieve measurable
outcomes.

The following pages provide a comprehensive list and description of all Key Personnel who
will be performing services under this Contract. For everyone, we have included a detailed
Key Personnel Profile Summary, ensuring full transparency into their qualifications,
responsibilities, and relevance to the Contract’s objectives. Please see each individual's
resume and signed contingent offer letters in the Appendix of this proposal response.

I csc Project Director

brings extensive leadership experience across state
government, public health, and large-scale Medicaid operations, positioning her strongly for
the CSC Project Director role. Her background includes directing complex, multi-unit teams
at the Arkansas Department of Human Services, where she led strategic planning, workforce
development, compliance functions, and program improvement initiatives across multiple
divisions. She has also served in high-impact project management roles with the CDC
Foundation, overseeing project design, implementation, evaluation, stakeholder
engagement, and system/process enhancement efforts—experience that closely aligns with
CSC requirements for managing large-scale customer service and CRM-enabled operations.
Dr. Butler's experience demonstrates deep familiarity with Medicaid, CMS requirements,
call-center—related operations, and CRM-supported service delivery. Her leadership roles in
Arkansas Medicaid—spanning Fee-for-Service oversight, provider enroliment, EVV, rate
review, utilization management, and patient-centered care models—meet the CSC Director’s
mandatory Medicaid and system-level management experience. She also brings a strong
record of supervising customer service units, beneficiary education programs, and multi-
channel communication efforts through her work at AFMC, where she managed large-scale
Medicaid member services, call centers, and reporting operations.

Across her career, |JJJij has demonstrated exceptional communication, stakeholder
coordination, policy development, and quality improvement capabilities—skills essential for
serving as the principal interface with DHS, overseeing CSC operations, and ensuring
adherence to project methodologies and performance standards outlined in the RFP. Her
advanced academic training, combined with her operational leadership and program
management expertise, provides a strong foundation for successfully guiding the CSC’s
strategic direction and implementation.

Project Name: Public Health Program Operations and Multi-Jurisdictional
Contract

Oversight

Project reference || Vice President, State-funded
name and title: Programs, CDC Foundation

Project reference | o e red Contact Method: [
email/telephone:
Start and end dates of

. August 2021 — June 2025
project:
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Served as Program Manager and later Senior Project

Position title on project: Manager

¢ Oversaw state-funded public health initiatives
supporting Medicaid-adjacent populations, including
Maternal & Child Health, Immunization, Crisis
Response, and Health Disparities programs.

¢ Provided operational leadership for multi-site teams
and complex public-health contracts requiring
high-level coordination, compliance tracking, and
detailed reporting.

o Supervised program managers and field staff to ensure
effective program implementation, performance
consistency, and workforce readiness.

Description of duties: | « Managed contract execution, budgeting, and financial
reporting to support compliance, transparency, and
funder requirements.

¢ Developed governance frameworks, operational
policies, and process standards to guide program
delivery and ensure regulatory alignment.

¢ Monitored performance metrics and
quality-improvement indicators, driving corrective
action and promoting data-informed decision-making.

e Served as liaison between funders, state health
departments, and internal operational teams, managing
stakeholder communications and escalation pathways.

Project Name: Medicaid Fee-for-Service Operations and Provider
Services Administration
Project reference Business Analyst, Arkansas Department of

name and title: Human Services

Project reference | o erred Contact Method: [ N

email/telephone:
Start and end dates of
project:

August 2020 — August 2021

Position title on project: | Assistant Director

¢ Provided executive oversight of core Medicaid
Fee-for-Service operations, including Provider
Enroliment, Electronic Visit Verification (EVV), Policy &
Payment, Rate Reviews, Prior Authorization/Utilization
Review, and PCMH/PCCM programs.

¢ Directed operational strategy, regulatory alignment,
and interagency coordination to support Medicaid
infrastructure functions serving providers and
beneficiaries.

e Oversaw policy development and operational
implementation impacting statewide provider
participation and beneficiary access.

¢ Ensured compliance with CMS regulations and state
Medicaid requirements, including coordinating audit

Description of duties:
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responses and managing corrective action plans.

e Served as liaison to provider associations, contractors,
CMS representatives, and internal DHS leadership to
support issue resolution and program transparency.

¢ Monitored operational metrics, workload indicators, and
performance standards to guide improvements and
maintain service quality.

¢ Provided executive guidance to operational managers
and frontline teams, supporting consistency, readiness,
and program effectiveness.

I csc Vanager

is a seasoned healthcare operations leader whose background aligns
strongly with the CSC Manager role, which requires at least five years of experience
managing large-scale customer service or CRM-driven operations, strong communication
skills, Medicaid experience, and proven ability to supervise and develop teams. Her decade
of experience spans Medicaid PBM environments, multi-state call center leadership, and
high-volume customer support operations governed by stringent CMS and HIPAA
compliance—the very conditions in which the CSC Manager must oversee daily operations,
performance metrics, and SLA-driven service delivery.

During her tenure as Supervisor of Customer Support at Gainwell Technologies, [JJJij 'ed
Medicaid PBM call center go-lives in Ohio and Texas, sustaining a 98% SLA compliance
rate, enhancing team productivity, and implementing standardized processes that improved
quality and readiness. She developed Desktop Learning Plans and SOPs, increased
onboarding efficiency by 25%, and built SQL/Tableau performance dashboards to
strengthen visibility into call center performance—directly aligning with the CSC Manager’s
responsibility for quality assurance, training, staff development, and risk mitigation. Beyond
the resume, also supported hiring efforts, managed operational components of
go-live, post-go-live, and hypercare phases, and demonstrated a strong command of KPI
management and data-driven decision-making, as affirmed during her interview. These
real-world experiences show readiness to manage the CSC’s expanding operational
environment and ensure adherence to service level expectations.

Additionally, supervisory foundation in pharmacy operations, combined with her
formal training in healthcare administration and project management, demonstrates her
ability to lead large, diverse teams in fast-paced, compliance-centric settings. Her
communication skills, operational discipline, and ability to structure workflows and training
curricula reinforce her alignment with the CSC Manager role. While she does not have
extensive P&L management responsibility, the RFP designates that responsibility to the
Project Director—not the CSC Manager—and her strengths in people leadership,
operational execution, KPI alignment, and tenacity make her a strong complement to a
Project Director with financial oversight. According to interview feedback,
experience, professionalism, and capacity to learn and adapt position her exceptionally well
for success in this role.

Project Name: Texas Medicaid Pharmacy Benefit Management (PBM) Customer

Service Center Go-Live
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Project reference

name and title: Senior Operations/Program Leadership

Gainwell Technologies

Project reference

email/telephone:
Startand end dates of | o 5023 — April 2024
project:

Position title on project: = Call Center Supervisor

e Supervised call center operations during the
implementation, launch, and stabilization of a
large-scale Texas Medicaid PBM customer service
center in a high-volume, SLA-driven environment.

¢ Designed and delivered components of a structured
10-week agent training program, including SOPs and
Desktop Learning Plans (DLPs), strengthening
workforce readiness and regulatory compliance.

¢ Supported workflow development and system
functionality by contributing to Business Requirements
Documentation (BRD), call flows, prior authorization
decision trees, and agent-facing processes.

o Monitored SLA, quality, and productivity performance,
contributing to sustained 98%+ SLA compliance during
go-live and post-go-live operations.

e Partnered with IT, QA, WFM, training, and clinical
teams to align operational workflows, identify risks, and
ensure implementation readiness and service
continuity.

e Enhanced member experience by supporting
improvements to Al-enabled IVR and call-routing
workflows and refining interpreter processes for
limited-English-proficient members.

e Supported workforce performance and readiness for a
20+ FTE team through onboarding assistance, training
reinforcement, and CRM-based performance support.

Description of duties:

Project Name: Ohio Medicaid Pharmacy Benefit Management (PBM) Customer

Service Center Go-Live

Project reference

name and title: Senior Operations/Program Leadership

Gainwell Technologies

Project reference

email/telephone:
Start and end date_s of September 2022 — October 2023
project:

Position title on project: = Operational Support
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¢ Supported the implementation and stabilization of an
Ohio Medicaid PBM customer service operation,
assisting leadership with readiness activities,
regulatory compliance, and sustained service delivery.

¢ Provided day-to-day operational support in a
high-volume, SLA-driven Medicaid environment,
helping align service outcomes with client requirements
and contractual expectations.

o Utilized performance dashboards and reporting tools to
monitor KPls, SLAs, and quality trends, contributing to
a 30% reduction in reporting turnaround time and
improved operational visibility.

¢ Assisted with post-implementation reviews to identify
operational risks and process gaps, supporting
workflow optimization efforts that led to a 20% increase
in team productivity.

e Served as a consistent leadership presence during
transitional periods, supporting service continuity, team
confidence, and stakeholder communication as the
program matured.

Description of duties:

Project Name: Certified Pharmacy Technician Workforce Development Program

Project reference

name and title: Program Director / Training Leadership

Goodwill Industries of Arkansas

Project reference

email/telephone:
Startand end dates of | o\ er 2021 - June 2022
project:

Position title on project: Operations

¢ Led the design and delivery of a Certified Pharmacy
Technician training program focused on regulatory
compliance, operational readiness, and workforce
development.

¢ Developed curriculum aligned with national
certification standards and healthcare operational
requirements.

¢ Delivered classroom and hands-on instruction to
prepare participants for certification exams and
entry-level roles in pharmacy and PBM operations.

¢ Achieved a 90% national certification pass rate,
strengthening workforce readiness and supporting the
healthcare talent pipeline.

¢ Maintained program documentation, reporting, and
compliance records to support quality assurance and
oversight.

Description of duties:
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__ CSC Technical Lead

is an exceptionally strong fit for the CSC Technical Lead role, bringing more
than thirteen years of Medicaid systems experience and over twenty years of business and
technical analysis across complex, multi-state environments. Her background aligns directly
with the RFP’s requirement for at least five years of technical analyst and testing experience
on projects of similar scope, including extensive work with MMIS, SDLC documentation,
UAT development and execution, data analysis, and multi-system integration. In her roles as
Senior Technical Writer and Senior Business Analyst for DXC
Technology/Hewlett-Packard/Gainwell, she supported large, complex Medicaid
implementation projects, collaborated with state business users, vendors, and technical
teams, and conducted detailed reviews of system architecture, design deliverables, and
requirements validation—core competencies required of the CSC Technical Lead.

has repeatedly demonstrated the ability to assess system artifacts, validate test
results, identify technical risks, and ensure alignment across business and technical
stakeholders. She has managed full documentation lifecycles, created BRDs, LLDs, HLSDs,
test scripts, disaster recovery documents, and training materials, and led remediation and
review meetings for high-risk deliverables—demonstrating technical depth, precision, and
quality assurance rigor. Her expertise in coordinating SDLC phases, executing UAT,
analyzing claims and data through MMIS, and supporting system changes makes her
particularly well-suited to ensure that all business and technical requirements are correctly
incorporated into the CSC solution and that testing outcomes meet State expectations.

Additionally, - strong communication skills, experience bridging non-technical and
technical teams, and ability to lead cross-functional collaboration reflect the CSC Technical
Lead’s required capacity to communicate complex technical concepts clearly and ensure
shared understanding among DHS, vendors, and project stakeholders. Her demonstrated
ability to manage concurrent technical projects, identify risks and dependencies, maintain
detailed documentation standards, and support federal CMS and state system requirements
ensures she can successfully guide DHS through system assessments, testing cycles, and
certification-aligned technical readiness. Overall, her experience directly fulfills—and in
many areas exceeds—the specific qualifications outlined for the CSC Technical Lead.

Project Name: DXC Technology/Hewlett-Packard/Gainwell Technologies

Project reference || \\anager I, Service Delivery
name and title: Technical Publications | Gainwell Technologies

Project reference
email/telephone: _
Start and end dates of
project:

Writer August 2019 — September 2025

Position title on project: | Healthcare Senior Technical Writer

e Served as liaison across multiple state Medicaid
accounts, coordinating documentation requirements
and aligning business and technical teams.

Description of duties: e Created, reviewed, and maintained comprehensive
Medicaid-related documentation, including SOPs,
BRDs, LLDs, system manuals, training materials, and
disaster recovery content.
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e Managed the full documentation lifecycle—drafting,
version control, approvals, publishing, and QA—to
ensure accuracy, consistency, and regulatory
compliance.

¢ Led documentation projects and process-improvement
initiatives to enhance operational efficiency,
standardization, and audit readiness.

¢ Collaborated with engineers, developers, SMEs, and
product managers to validate technical accuracy and
ensure documentation alignment with system design
and implementation.

¢ Facilitated high-risk internal and client-facing review
meetings to resolve documentation issues and ensure
deliverables meet state and federal requirements.

¢ Supported Medicaid system implementations by
bridging communication between technical and
non-technical users and delivering training materials
and presentations.

Project Name: DXC Technology/Hewlett-Packard

Project reference , Manager, Business Analyst
name and title: | Gainwell Technologies

Project reference
email/telephone: _
Start and end dates of
project:

April 2014 -August 2019

Position title on project: Healthcare Senior Business Analyst

¢ Served as liaison across multiple state Medicaid
accounts, coordinating documentation needs and
aligning technical and business teams.

¢ Created, reviewed, and maintained comprehensive
Medicaid documentation, including SOPs, BRDs, LLDs,
system manuals, training materials, and disaster
recovery content.

¢ Managed the full documentation lifecycle—drafting,
version control, approvals, publishing, and QA—to
ensure accuracy, consistency, and regulatory
compliance.

¢ Led documentation projects and process-improvement
efforts to enhance operational efficiency,
standardization, and audit readiness.

¢ Collaborated with engineers, developers, SMEs, and
product managers to validate technical accuracy and
ensure documentation aligned with system design and
implementation.

¢ Facilitated high-risk internal and client-facing
remediation meetings to resolve documentation issues
and ensure deliverables met state and federal
standards.

Description of duties:




¢ Supported Medicaid system implementations by
bridging communication between technical and
non-technical users and delivering training materials
and presentations.

I sccurity Officer

is a cybersecurity governance and compliance professional with extensive
experience supporting federally regulated environments, aligning strongly with the CSC
Security Officer requirements for managing large-scale government human services security
programs. The RFP requires the candidate to possess a minimum of five years of security
management experience on government projects and at least three years specifically as a
Security Officer, with expert knowledge of federal frameworks such as MARS-E, NIST
800-53, and CMS ARS. background demonstrates deep applied expertise with
these standards through her work preparing and maintaining SSPs, POA&Ms, risk
assessments, contingency plans, PIAs, and FIPS categorizations, along with leading the
regulatory transition from MARS-E to ARC-AMPE for a major public sector program.

Her professional experience includes conducting complex security control assessments,
developing, and executing remediation strategies, supporting ATO documentation,
facilitating IR/contingency plan testing, and delivering executive-level risk communication—
key responsibilities outlined for the Security Officer role. In addition, - has led major
POA&M remediation initiatives, driven audit readiness, and applied NIST SP 800-53A
methodologies to validate control effectiveness across IT, cloud, and operational technology
systems. These activities directly align with the RFP’s mandate that the Security Officer
ensure compliance with all state and federal security standards, conduct audits, and lead
security safeguard implementation.

also brings strong incident response experience, having supported public sector
emergency response operations, coordinated cross-functional communication, performed
root cause analyses, and ensured detailed documentation suitable for audit and regulatory
reporting. Her ability to bridge governance requirements with technical teams, develop
high-quality documentation, and communicate complex security requirements effectively
reflects the RFP’s emphasis on excellent communication, facilitation, and presentation skills.
Combined with her deep knowledge of federal regulatory frameworks, security governance,
risk mitigation, and compliance documentation, is well-equipped to fulfill the
responsibilities of the CSC Security Officer.

Project Name: Public Sector Human Services Programs

Project reference I scnior Account Manager — CIO SG&A
name and title:

Project reference
email/telephone: _
Start and end dates of
project:

September 2022 — Present

Position title on project: Information Security Engineer / Compliance Analyst

¢ Supported cybersecurity governance, risk
Description of duties: management, and compliance activities for federal
systems serving human-services programs.
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e Prepared and maintained core RMF security
documentation, including SSPs, Risk Assessments,
Contingency Plans, PlAs, and FIPS-199
categorizations.

¢ Led control alignment and documentation updates
during the transition from MARS-E to ARC-AMPE
security standards.

e Conducted security gap analyses and risk
assessments to identify compliance deficiencies and
develop targeted remediation strategies.

¢ Managed POA&M remediation activities, coordinating
mitigation plans and status updates across technical
and program teams.

e Supported internal and external security audits and
regulatory compliance reviews, ensuring readiness and
documentation accuracy.

¢ Advised program leadership by translating complex
cybersecurity and regulatory requirements into
actionable risk insights and control recommendations.

Project Name: NIH Office of Research Services Security Program

Project reference :
name and fitle: I C)berEye Consulting

Project reference
email/telephone:
Start and end date_s of December 2024 — July 2025
project:

Position title on project: = Computer Security Specialist

e Supported cybersecurity compliance and security
operations for NIH Office of Research Services (ORS)
systems supporting critical research facilities.

¢ Implemented and documented NIST SP 800-53 Rev 5
security controls as part of federal compliance and
system authorization requirements.

¢ Developed and maintained ATO documentation,
including SSPs, Contingency Plans, BlAs, and Risk
Assessments.

¢ Coordinated security-control documentation and
remediation efforts to support system authorization and
ongoing federal compliance.

e Facilitated incident-response and contingency-planning
exercises and documented after-action findings to
support program readiness.

e Led POA&M remediation, identifying root causes and
coordinating mitigation activities across technical
teams.

¢ Supported audit-readiness and security-assessment
evidence collection for federal oversight and review.

Description of duties:
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Project Name: Federal Contractor Cybersecurity Compliance Engagements

Project reference
name and title: | SOCSoter, Inc.

Project reference

email/telephone:
Startand end dates of |\ 11 er 2020 — August 2022
project:

Security Analyst — Federal Contractor Compliance

Programs

e Supported multiple cybersecurity compliance
engagements for federal subcontractors
implementing security controls aligned with
CMMC and NIST SP 800-171 requirements.

¢ Conducted security control assessments and
risk evaluations for contractor systems
supporting federal contracts.

¢ Assisted organizations in developing System
Security Plans (SSPs) and implementing
required security controls for government
contracting environments.

Description of duties: e Supported contractors in preparing for CMMC
certification, federal audits, and
contract-security requirements.

¢ Conducted vulnerability analysis and supported
remediation planning to address identified
security deficiencies.

¢ Produced Security Assessment Reports (SARs)
documenting compliance findings and
recommended mitigation strategies.

¢ Provided compliance guidance to contractors
implementing federal cybersecurity controls to
meet government contract requirements.

_, Privacy Officer

r, MBA, PMP, CIPP/US, SPHR, is an exceptionally strong fit for the CSC
Privacy Officer role, which requires a minimum of five years managing large-scale
government human services projects and at least three years serving as a Privacy Officer.
With more than a decade of leadership in privacy governance, regulatory compliance,
healthcare contracting, and enterprise risk management, she has directed privacy programs
across hospitals, managed care organizations, and health technology enterprises. In her role
as Director of Contracts, Privacy & Compliance at Uprise Health, she oversaw HIPAA,
CCPA/CPRA, and GDPR privacy programs, managed HITRUST audits, led regulatory
compliance operations, and supervised privacy and compliance teams—demonstrating full
alignment with the RFP’s requirement to assess, enforce, and operationalize federal and
state privacy standards.

Position title on project:

experience includes strengthening privacy safeguards, designing compliance
programs, managing audit readiness, and developing privacy documentation at scale—
direct expectations of the CSC Privacy Officer, who must develop, maintain, and report on
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the organization’s privacy measures while ensuring confidentiality of PHI and PII. As Interim
Director of Contracts & Compliance for St. Luke’s Des Peres Hospital, she led CMS-aligned
compliance operations, executed risk mitigation strategies, and strengthened privacy
procedures, further demonstrating her ability to operate within high-stakes regulatory
healthcare environments. Her background in conducting M&A due diligence, overseeing
BAAs, interpreting complex regulations, and advising executives positions her well to
support DHS in ensuring privacy adherence across evolving CSC operations.

In addition to her extensive operational experience, - holds advanced privacy and
compliance certifications—including CIPP/US, Certified Internal Auditor, Certified
Compliance & Ethics Professional, and CHPC—which exceed the optional credentials
outlined in the RFP and reinforce her deep subject-matter expertise. Her proven ability to
lead privacy programs, manage regulatory interactions, develop policies, conduct audits,
and communicate effectively with internal and external stakeholders ensures she is fully
equipped to guide DHS in maintaining rigorous privacy standards, safeguarding sensitive
data, and supporting compliance across the CSC’s statewide footprint.

Project Name: Healthcare Contracts & Privacy Governance Modernization

Initiative

General
Counsel, Chief Compliance Officer, Chief Information
Security Officer
Project reference
email/telephone:
Start and end dates of
project:

Project reference
name and title:

April 2025 — February 2026

Position title on project: | Interim Director of Contracts & Compliance

¢ Led hospital-wide contracting operations, strengthening
compliance frameworks, privacy safeguards, and
audit-readiness processes across clinical, construction,
vendor, and healthcare service agreements.

¢ Implemented contract-management systems and
oversaw procurement and supply-chain vendor
agreements to ensure regulatory alignment and
operational efficiency.

¢ Directed enterprise contracting strategy as Director of
Contracts, Privacy & Compliance, negotiating
government and commercial agreements across
healthcare, technology, and managed-care
environments.

¢ Developed and managed privacy governance
programs and delivered compliance training aligned
with HIPAA, GDPR, URAC, HITECH, HITRUST,
JCAHO, COPPA, and CCPA regulations.

¢ Led policy development and enterprise compliance
initiatives that supported multi-million-dollar
government healthcare operations.

¢ Oversaw the creation and operational launch of new
multi-million-dollar call centers for federal contractors,

Description of duties:
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including Leidos, to meet healthcare delivery and
privacy-compliance requirements.

¢ Established regulatory-compliant contracting standards
and advised executive leadership on risk mitigation,
regulatory interpretation, and contractual strategy.

Project Name: Enterprise Contracts, Privacy & Compliance Program

Project reference
name and title:
Project reference
email/telephone:
Start and end dates of
project:

Position title on project:

Description of duties:

I cso-. Chief Legal Officer

December 2021 — March 2025

Director of Contracts, Privacy & Compliance

¢ Led enterprise government and commercial contracting
operations, overseeing complex agreements across
healthcare, technology, supply chain, and vendor
portfolios.

¢ Negotiated MSAs, SOWs, BAAs, procurement
agreements, and government RFQs/RFPs to support
organizational, regulatory, and operational
requirements.

e Oversaw privacy compliance programs and audit
readiness activities aligned with HIPAA, CCPA/CPRA,
GDPR, HITRUST, and other regulatory frameworks.

e Conducted M&A contract due diligence, risk
assessments, and regulatory impact analysis to
support corporate transactions and market expansion.

¢ Drafted and negotiated corporate governance
documents, policies, procedures, and a broad range of
commercial and healthcare contracts.

o Managed legal operations, privacy, and compliance
teams, ensuring consistent regulatory interpretation,
issue resolution, and executive-level guidance.

¢ Reviewed, negotiated, and drafted a wide spectrum of
complex contracts and legal instruments, including
financial, procurement, information security, licensing,
and vendor agreements.

e Managed litigation matters and coordinated with
outside counsel to mitigate legal and contractual risk.

Project Name: Enterprise SaaS & Healthcare Contract Management Program

_, Esq., VP, Corporate Counsel

March 2020 — July 2022

Project reference
name and title:
Project reference
email/telephone:
Start and end dates of
project:

76




Position title on project: = Senior Contracts manager MedeAlanyltics

e Negotiated enterprise SaaS, healthcare analytics, and
healthcare contractual agreements, including MSAs,
SOWs, BAAs, and procurement contracts.

¢ Reviewed RFPs and supported public- and
private-sector growth initiatives through contract
analysis and strategic recommendations.

e Managed contracts within CLM systems (e.g., Apttus,
Contract Room) and performed financial and
quantitative analysis to support operational and
revenue decisions.

e Drafted, evaluated, negotiated, and finalized new client
contracts, renewals, and amendments in alignment
with corporate standards and regulatory requirements.

e Served as the primary point of contact for internal
stakeholders on contract matters, providing redlines,
risk assessments, and direct negotiation with external
customers.

¢ Maintained commercial agreements in corporate
contract-management systems and ensured accurate
post-implementation contract updates.

e Supported compliance with privacy and data-protection
regulations, including CCPA, GDPR, and ROPA, within
contracting workflows.

¢ Worked closely with internal teams—including sales,
legal, operations, and finance—to ensure contractual
alignment, stakeholder satisfaction, and efficient
service delivery.

e Utilized Excel for contract data analysis and MS Word
for contract redlining to support decision-making and
maintain contractual accuracy.

I A tificial Intelligence Lead

is a senior-level Al and customer-experience transformation leader with more
than 30 years of experience guiding large-scale contact center modernization programs
across enterprise and public-sector environments. He brings over five years of direct
leadership of Al-enabled initiatives—including conversational Al, generative Al, Al-powered
agent assist, and intelligent automation—aligning strongly with the requirement for an Al
Lead who can design, govern, and optimize Al-driven capabilities within statewide customer
service systems. His background demonstrates deep expertise translating Al capabilities
into business value, developing Al roadmaps, and guiding both technical and non-technical
stakeholders through complex transformation programs, which mirrors the RFP’s call for
strong communication, facilitation, and enterprise-level influence.

Description of duties:

has served as Al Program Manager and Lead for multiple high-visibility initiatives,
including a 7,500-agent health insurance contact center modernization, an 11,000-agent
financial institution consolidation and Al strategy, and a 5,000+ agent U.S. government
contact center transformation effort. These projects required him to define Al program
governance, develop success metrics, create phased implementation roadmaps, evaluate
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advanced technologies, and ensure regulatory alignment—capabilities directly aligned with
the role’s responsibilities for governing Al operations, ensuring readiness, supporting
solution evolution, and collaborating with State leaders to guide Al adoption consistent with
DHS program priorities.

Additionally, [ ij extensive background in contact center system architecture, cloud
technologies, journey design, and automation strategy enables him to bridge business,
operational, and technical domains—an essential qualification for overseeing Al initiatives
integrated with CRM, IVR, WFM, and omnichannel service platforms. He has successfully
led Al-driven transformation efforts across multiple technology ecosystems (Amazon,
Google, Cisco, Genesys), strengthening self-service, agent effectiveness, and citizen
experience in large public-sector environments. His demonstrated ability to govern complex
Al programs, communicate technical concepts clearly, mitigate delivery risk, and align Al
solutions with operational objectives positions him as a highly qualified and evaluator-ready
candidate for the Atrtificial Intelligence Lead role.

Project Name: TD Bank Contact Center Consolidation

Project reference _ Full Stack Architect and PMP — Customer
name and title: | Assisted Channels

Project reference
emai"telephone: _
Start and end dates of
project:

January 2023 — October 2024

. . . Director - Customer Experience Transformation
Position title on project: :
Consulting and Program Manager

e Supported TD Bank’s contact-center consolidation
initiative by developing a comprehensive
contact-center roadmap and performing a CCaaS
vendor evaluation focused on future scalability and
Al-enabled customer and agent-experience
enhancements.

¢ Collaborated with TD Bank business, technical, and
operational stakeholders to define detailed
requirements for the modernization and consolidation
effort.

Description of duties: | e Created a structured scoring matrix and
vendor-evaluation framework to guide selection of the
optimal CCaaS and Al technology ecosystem.

¢ Served as program manager during the consolidation
phase, ensuring the initiative met corporate goals for
schedule, technology enablement, and business
impact.

e Coordinated cross-functional efforts across IT,
operations, CX, and vendor teams to support
readiness, mitigate risks, and drive successful
transition to the consolidated platform.
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Project Name: State of Minnesota Contact Center Amazon Connect Migration

Project reference . .
name and title: _ Enterprise Network Director

Project reference
email/telephone:
Start and end dates of June 2025 — August 2025 and Nov 2025 — April 2026
project: (expected completion)

Director: Customer Experience Transformation

Consulting

¢ Supported the State of Minnesota’s migration of more
than 2,500 executive-branch contact-center agents
from premise-based platforms to Amazon Connect,
enabling modernization and cloud scalability.

¢ Collaborated with state leaders to develop a
comprehensive CX and Al roadmap to fully leverage
Amazon-powered Al, automation, and
customer-experience tools.

¢ Conducted detailed interviews with business
stakeholders to identify operational pain points,
workflow barriers, and opportunities to enhance citizen
experience.

¢ Partnered with TTEC’s Amazon Connect engineering
team to understand technical requirements across
State of Minnesota backend systems and
customer-facing applications.

¢ Developed a prioritized set of Al and CX
recommendations—based on business value,
feasibility, and impact—to guide the State’s phased
enablement of Amazon Connect capabilities.

¢ Advised state agency leadership on modernization
strategy, ensuring alignment with service-delivery
goals, technology readiness, and long-term
transformation objectives.

I Csc Business Operations Lead

is an accomplished healthcare operations executive with more than 15
years of experience leading large-scale system transformation across multi-market health
systems, community health networks, and virtual care environments. Her background
reflects deep alignment with the CSC Business Operations Lead role, which requires
expertise in business process documentation, change management, stakeholder
collaboration, and the ability to design and optimize operational frameworks. Throughout her
career, she has delivered enterprise-wide performance improvements—such as a 73% KPI
lift across two hospital systems and multiple behavioral health and community sites—while
strengthening governance models, implementing technology transformations, and improving
access to care and operational efficiency at scale.

Position title on project:

Description of duties:

leadership includes designing and operationalizing change management strategies
using Prosci and Lean Six Sigma methodologies, implementing systemwide dashboards and
KPI structures, and driving multimillion-dollar ROl initiatives. She has led operational




redesign efforts that reduced inefficiencies by up to 30%, improved patient access by more
than 40%, and enhanced compliance and interoperability through EHR modernization and
Epic Payer Platform deployments. These achievements directly support the CSC Business
Operations Lead’s responsibility to recommend business process improvements, oversee

CSC development and expansion activities, and ensure that business rules and workflows
enable cost savings, improved customer experience, and operational consistency.

Her experience advising C-suite leaders, coordinating across clinical, operational, IT, legal,
and product teams, and managing operational budgets of more than $250 million
demonstrates her readiness to partner effectively with DHS divisions and guide the
documentation, validation, and continuous improvement of business processes
proven ability to align stakeholders, lead high-impact operational initiatives, and build
sustainable governance infrastructure positions her as a strong candidate to support
Arkansas DHS in achieving a scalable, efficient, and future-ready Customer Service Center.

Project Name: Enterprise Patient Flow & ED Admission Redesign

Pn:‘j:;ter:::ﬁ;:re e. Deputy Chief of Staff
" | Central Arkansas Veterans Healthcare System

Project reference

email/telephone:
Start and end date_s of September 2022 — December 2024
project:

Chief of Innovation & Business Process Improvement

Position title on project: (System Redesign Coordinator)

* Led an enterprise Lean Six Sigma initiative to improve
emergency-department admission flow and inpatient
throughput across a multi-facility system.

» Partnered with executive leadership, physicians,
nursing leaders, and operational teams to redesign
admission and patient-flow processes.

» Developed executive governance frameworks and KPI
dashboards to monitor performance and drive
system-wide accountability.

* Implemented standardized workflows and real-time
performance-monitoring processes aligned with
national VA benchmarks.

* Facilitated cross-functional improvement teams and
enterprise change-management initiatives to sustain
operational gains.

* Reduced admission delays by 31%, decreased
inpatient length of stay to 238 minutes, and generated
$3M in operational ROI.

Description of duties:

Project Name: Al Clinical Support & Patient Engagement Tool (Pingo)

Project reference , Deputy Chief of Staff
name and title: Central Arkansas Veterans Healthcare System

Project reference
email/telephone:
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Start and end date:s of January 2023 — August 2024
project:
Chief of Innovation & Business Process Improvement

Position title on project: (System Redesign Coordinator)

* Led development and pilot implementation of an Al-
supported patient engagement and provider response
system.

» Coordinated with clinical leadership, IT teams, and
operational leadership to design workflows supporting
patient education and care coordination.

» Implemented change management strategies and staff
training to support adoption across clinical teams.

+ Established governance and performance monitoring
framework to measure outcomes and adoption.

Description of duties:

Project Name: Project / Engagement: Accreditation & Regulatory Readiness
Initiative
Project reference , Deputy Chief of Staff

name and title: | Central Arkansas Veterans Healthcare System

Project reference

email/telephone:
Start and end date_s of September 2022 — December 2024
project:

Chief of Innovation & Business Process Improvement

Position title on project: (System Redesign Coordinator)

* Led operational readiness initiatives supporting
regulatory and accreditation compliance for The Joint
Commission (TJC), Centers for Medicare & Medicaid
Services (CMS), and Office of Inspector General (OIG)
standards.

» Partnered with clinical leadership, quality teams, and
executive leadership to evaluate operational processes
and ensure regulatory compliance.

» Conducted workflow assessments and improvement
initiatives aligned with national healthcare regulatory
standards.

* Led process improvement initiatives to address
identified compliance gaps and strengthen operational
performance.

+ Facilitated cross-department collaboration to ensure
sustained compliance and operational readiness.

Description of duties:

C. Describe your overall staff management approach, including internal standards, policies
and procedures regarding hiring, professional development, and human resource
management.

TTEC’s staff management approach is intentionally designed to ensure the Arkansas DHS
Customer Service Center (CSC) is staffed with high-performing, mission-aligned
professionals who can consistently deliver accurate, empathetic, and timely service. Our
approach is client-centric, grounded in well-established internal standards, and powered by
mature policies and procedures that govern hiring, professional development, workforce
engagement, and human resource management. This framework ensures we meet DHS

5 points

81




expectations from day one and sustain excellence throughout the contract’s lifecycle.

Hiring Excellence

TTEC attracts and retains top-tier customer service professionals through industry-leading
compensation, career mobility, and a positive, inclusive culture. Our People and Culture
platform applies rigorous assessment strategies—including competency-based evaluations,
behavioral interviews, and skills testing—to identify candidates best positioned to succeed
within a high-complexity human services environment. We are strategically aligning our hiring
practices with DHS operational needs to ensure the CSC workforce reflects the service
standards, professionalism, and sensitivity required when supporting beneficiaries.

We are a zero-tolerance, equal-opportunity employer and uphold internationally recognized
labor and human rights standards. This commitment ensures that our recruiting and
employment practices reflect DHS values and reinforce trust in the staff interacting with
Arkansas residents.

Professional Development and Continuous Improvement

TTEC invests deeply in the ongoing development of all CSC personnel to ensure sustained
proficiency, subject-matter expertise, and strong service quality. Through our comprehensive
learning ecosystem—including client-specific training, self-directed modules, leadership
programs, and corporate learning tracks—employees gain the knowledge and skills needed
to support DHS programs effectively.

Our orientation program, TTEC Fundamentals, introduces all staff to our six core values and
our expectations for customer experience excellence. Beyond onboarding, staff benefit from
structured mentorship, coaching, leadership institutes, tuition reimbursement, and defined
career pathways. TTEC promotes internally whenever possible—8 out of 10 supervisors and
3 out of 4 managers rise from within—creating a stable pipeline of leaders who understand
DHS processes, culture, and expectations.

Our iAspire career mobility platform reinforces long-term retention by helping employees
visualize and pursue internal growth opportunities. This ensures continuity of service and
reduces the risks associated with turnover in a high-volume contact center environment.

Human Resource Management and Workforce Optimization

TTEC’s People and Culture team provides comprehensive HR support aligned with
legislative, regulatory, and contractual requirements. We maintain documented policies to
govern performance, attendance, conduct, ethics, and compliance. Our data-driven
performance management system integrates quality monitoring, regular coaching, goal
setting, recognition, and development planning to reinforce consistent, high-quality service
delivery for DHS beneficiaries.

Workforce Management (WFM) teams ensure the CSC remains fully staffed to meet
performance standards. They use forecasting models, efficient scheduling practices, real-time
adherence tracking, and best-practice analytics to ensure the right staff are available at the
right time. This WFM discipline supports DHS requirements for service continuity, timely
response, and consistent call handling quality.

We intentionally cultivate a positive and engaging workplace where staff feel supported,
informed, and empowered. Open communication, collaborative decision-making, and
continuous engagement activities promote morale, retention, and strong service outcomes—
directly benefiting DHS and the Arkansans it serves.

D. Describe your process and methodology for retaining personnel and ensuring that Key
Personnel are consistently engaged on this contract. Please also discuss steps you plan to
take to minimize staff turnover.

5 points
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TTEC’s approach to retaining personnel and ensuring consistent engagement of Key
Personnel is grounded in our belief that the employee experience directly shapes the
customer experience. When employees feel supported, valued, and empowered, they
remain committed to delivering exceptional service to DHS beneficiaries. To cultivate this
environment, we have built a robust retention strategy that blends culture, technology,
professional development, and proactive workforce management.

We prioritize creating an inclusive, engaging workplace where individuals want to build
long-term careers. Our retention philosophy begins with fostering a culture that promotes
belonging, work-life balance, and employee well-being. Through recognition programs,
diversity and inclusion initiatives, flexible scheduling, and a strong emphasis on health and
wellness, we create a positive atmosphere where employees feel connected to their teams
and to the mission they serve. Our performance-driven rewards system, including
pay-for-performance incentives and our Reimagined Rewards & Recognition program,
further reinforces consistent achievement and motivates individuals to stay and grow with
us.

To reduce turnover and ensure stability, we rely heavily on data-driven insights. TTEC
leverages Al-enabled attrition-risk alerts, sentiment analysis, and proprietary stress-level
models to identify early warning signs and intervene before disengagement occurs. These
tools help us ensure wages, staffing models, training, and workflows remain aligned to
employee needs and program demands. Frequent touchpoint surveys, new-hire feedback
cycles, and exit interviews also inform continuous improvement efforts.

Professional development plays a central role in our retention and Key Personnel
engagement methodology. We maintain a coaching-centric environment where employees
receive weekly feedback, structured development plans, and opportunities for advancement.
TTEC Perform, our people-empowerment platform, transforms performance data into
actionable coaching insights, enabling leaders to guide each employee toward improved
performance and career growth. As a promote-from-within organization, we offer clear
pathways for upward mobility, supported by leadership institutes, mentorship programs,
ongoing training, and tuition reimbursement.

For Key Personnel specifically, we employ additional safeguards to ensure long-term
engagement and contract continuity. We conduct ongoing talent calibration sessions using a
9-Box assessment model to evaluate performance and potential, identify successor
candidates, and prepare development plans to reinforce bench strength. This structured
succession planning ensures continuity of expertise and minimizes disruption should a
transition be required. Key Personnel receive enhanced engagement touchpoints,
leadership coaching, and frequent alignment sessions with executive leadership to ensure
they remain closely connected to DHS objectives and program outcomes.

Our workforce management functions further support retention by optimizing scheduling,
forecasting, and workload distribution. By monitoring real-time staffing, adherence, and
operational trends, we proactively adjust staffing strategies to reduce stress and prevent
burnout—two major contributors to turnover in contact-center environments.

Through this integrated and proactive approach, TTEC maintains strong retention rates
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across programs and ensures that highly skilled, deeply engaged talent—including Key
Personnel—remain committed to the success of the DHS Customer Service Center.

E. Describe the locations where you propose to perform work associated with this RFP.
Indicate the site(s) from which you will perform the relevant tasks identified in this RFP. If
the site(s) for a specific task change during the contract term, provide a timeline reflecting
where the task will be performed during each period.

TTEC will perform all work associated with this RFP through our established TTEC Work @
Home operating model. This virtual delivery framework enables us to recruit, train, manage,
and support a highly qualified workforce located across the continental United States while
maintaining consistent quality and secure operations.

Under this model, all CSC functions—including inbound customer service, outbound
communication, training, quality assurance, workforce management, technology support, and
all Key Personnel activities—will be conducted remotely. TTEC’s Work @ Home
environment is supported by enterprise-grade security controls, cloud-based systems, virtual
collaboration platforms, and standardized procedures that mirror our physical operations
while offering increased resiliency and geographic flexibility.

Because all project resources will be virtual from day one, no physical site changes will occur
during the contract term, and there is no anticipated need for location transitions or phased
relocations. All staffing, supervision, and management responsibilities will remain within the
Work @Home model throughout the life of the contract unless DHS requests otherwise.
Should DHS require any adjustments to staffing location parameters—such as specifying
geographic hiring preferences—TTEC can accommodate these needs through targeted
remote recruiting strategies within the designated regions. However, absent such direction,
the project will remain fully virtual, ensuring continuity, cost-effectiveness, and rapid
scalability.

In summary, TTEC will deliver all services under this RFP from our secure Work @Home
environment for the duration of the contract, with no planned changes to operational sites.

5 points
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E.13 Attachment N - Requirements

100

A. The Respondent shall indicate if each requirement in Attachment N, category Business
Continuity can be met and how.

Responses that fail to address all requirements in this category will be considered
unresponsive during the Evaluation phase and may result in the disqualification of a proposal.

Please refer to TTEC's responses in Attachment N.

5 points

B. The Respondent shall indicate if each requirement in Attachment N, category Change
Management can be met and how.

Responses that fail to address all requirements in this category will be considered
unresponsive during the Evaluation phase and may result in the disqualification of a proposal.

Please refer to TTEC's responses in Attachment N.

5 points

C. The Respondent shall indicate if each requirement in Attachment N, category
Certification can be met and how.

Responses that fail to address all requirements in this category will be considered
unresponsive during the Evaluation phase and may result in the disqualification of a proposal.

Please refer to TTEC's responses in Attachment N.

5 points

D. The Respondent shall indicate if each requirement in Attachment N, category Contract
Management can be met and how.

Responses that fail to address all requirements in this category will be considered
unresponsive during the Evaluation phase and may result in the disqualification of a proposal.

Please refer to TTEC's responses in Attachment N.

5 points

E. The Respondent shall indicate if each requirement in Attachment N, category Customer
Service can be met and how.

Responses that fail to address all requirements in this category will be considered
unresponsive during the Evaluation phase and may result in the disqualification of a proposal.

Please refer to TTEC's responses in Attachment N..

5 points

F. The Respondent shall indicate if each requirement in Attachment N, category Defect
Management can be met and how.

Responses that fail to address all requirements in this category will be considered
unresponsive during the Evaluation phase and may result in the disqualification of a proposal.

Please refer to TTEC's responses in Attachment N.

5 points

G. The Respondent shall indicate if each requirement in Attachment N, category
Documentation Management can be met and how.

Responses that fail to address all requirements in this category will be considered

5 points
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unresponsive during the Evaluation phase and may result in the disqualification of a proposal.

Please refer to TTEC's responses in Attachment N.

H. The Respondent shall indicate if each requirement in Attachment N, category Data
Management/Governance can be met and how.

Responses that fail to address all requirements in this category will be considered
unresponsive during the Evaluation phase and may result in the disqualification of a proposal.

Please refer to TTEC's responses in Attachment N.

5 points

l. The Respondent shall indicate if each requirement in Attachment N, category
General Technical Standards can be met and how.

Responses that fail to address all requirements in this category will be considered
unresponsive during the Evaluation phase and may result in the disqualification of a proposal.

Please refer to TTEC's responses in Attachment N.

5 points

J. The Respondent shall indicate if each requirement in Attachment N, category
Interface and Integration can be met and how.

Responses that fail to address all requirements in this category will be considered
unresponsive during the Evaluation phase and may result in the disqualification of a proposal.

Please refer to TTEC's responses in Attachment N.

5 points

K. The Respondent shall indicate if each requirement in Attachment N, category
Performance Management can be met and how.

Responses that fail to address all requirements in this category will be considered
unresponsive during the Evaluation phase and may result in the disqualification of a proposal.

Please refer to TTEC's responses in Attachment N.

5 points

L. The Respondent shall indicate if each requirement in Attachment N, category Reporting
Management can be met and how.

Responses that fail to address all requirements in this category will be considered
unresponsive during the Evaluation phase and may result in the disqualification of a proposal.

Please refer to TTEC's responses in Attachment N.

5 points

M. The Respondent shall indicate if each requirement in Attachment N, category Security
Management can be met and how.

Responses that fail to address all requirements in this category will be considered
unresponsive during the Evaluation phase and may result in the disqualification of a proposal.

Please refer to TTEC's responses in Attachment N.

5 points

N. The Respondent shall indicate if each requirement in Attachment N, category Standards
and Conditions can be met and how.

5 points

86




Responses that fail to address all requirements in this category will be considered
unresponsive during the Evaluation phase and may result in the disqualification of a proposal.

Please refer to TTEC's responses in Attachment N.

O. The Respondent shall indicate if each requirement in Attachment N, category Staffing
Management can be met and how.

Responses that fail to address all requirements in this category will be considered
unresponsive during the Evaluation phase and may result in the disqualification of a proposal.

Please refer to TTEC's responses in Attachment N.

5 points

P. The Respondent shall indicate if each requirement in Attachment N, category Turnover
& Closeout can be met and how.

Responses that fail to address all requirements in this category will be considered
unresponsive during the Evaluation phase and may result in the disqualification of a proposal.

Please refer to TTEC's responses in Attachment N.

5 points

Q. The Respondent shall indicate if each requirement in Attachment N, category Training
Management can be met and how.

Responses that fail to address all requirements in this category will be considered
unresponsive during the Evaluation phase and may result in the disqualification of a proposal.

Please refer to TTEC's responses in Attachment N.

5 points

R. The Respondent shall indicate if each requirement in Attachment N, category Testing
Management can be met and how.

Responses that fail to address all requirements in this category will be considered
unresponsive during the Evaluation phase and may result in the disqualification of a proposal.

Please refer to TTEC's responses in Attachment N.

5 points

S. The Respondent shall indicate if each requirement in Attachment N, category CSC
System can be met and how.

Responses that fail to address all requirements in this category will be considered
unresponsive during the Evaluation phase and may result in the disqualification of a proposal.

Please refer to TTEC's responses in Attachment N.

5 points

T. The Respondent shall indicate if each requirement in Attachment N, category
Verification & Outbound Contact Center can be met and how.

Responses that fail to address all requirements in this category will be considered
unresponsive during the Evaluation phase and may result in the disqualification of a proposal.

Please refer to TTEC's responses in Attachment N.

5 points
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E.14 Data and Reporting

15

A. Describe how you will provide data extracts to DHS for incorporation into the Arkansas
Decision Support System (DSS).

TTEC will provide DHS with scheduled, structured data extracts from the ServiceNow and
NICE CXone platforms, formatted in DHS-approved file types (e.g., CSV, JSON, XML).
These extracts will include case details, workflow outcomes, interaction channels, and
telephony metrics and will be delivered via secure DHS-designated transfer methods such
as SFTP or APl exchange. During implementation, TTEC will work with DHS to define field
mappings, extract schedules, and data dictionaries to ensure the files align with Arkansas
DSS requirements and integrate cleanly into DHS analytics systems.

5 points

B. Describe how you will meet the reporting requirements of this RFP, including the
development of new, recurring, and ad hoc reports. Propose other reports for the State’s
consideration.

We will meet the reporting requirements of this RFP by providing a comprehensive reporting
solution that includes new, recurring, and ad hoc reports. Our approach leverages the native
reporting capabilities of Nice CXone and ServiceNow. Both applications have preconfigured
and easily customized reports that can be run on demand or scheduled. Application data
can also be written to a data warehouse. Industry-leading tools such as Google BigQuery,
Looker, and Microsoft Power Bl to deliver robust and scalable reporting functionalities,
enabling real-time data analysis, customizable dashboards, and advanced analytics to
address diverse reporting needs.

We have successfully implemented similar solutions for global clients, integrating our
reporting tools with existing data systems and creating customizable dashboards for real-
time data analysis, resulting in improved data visibility and decision-making capabilities.
Our standard reporting solution includes case reporting, productivity metrics, and ad hoc
reporting capabilities.

Additionally, we propose reports such as service level performance, ticket resolution metrics,
incident trends, compliance adherence, operational improvements, executive summaries,
SLA performance reviews, ticketing and incident management, security and compliance
reporting, operational efficiency and continuous improvement initiatives, customer and user
experience metrics, and future recommendations and action plans for the State’s
consideration.

5 points

C. Please provide at least three (3) sample reports or report templates submitted for similar
projects.

Please see the following sample reports provided in the Appendix of this proposal response:
* CXone Agent Contact Performance Overview
* CXone Supervisor Dashboard
* CXone Supervisor Live Monitoring Agents
» CXone Supervisor Live Monitoring Skills
+ CXone Quality Evaluations by Team

5 points
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E.15 Supporting Workforce Development

Note: Responses to this question are not scored. They do not count to response length
limits. The inclusion of this question does not constitute an offer to purchase the
goods or services contemplated by the question.

A. DHS is exploring how it can better serve its customers by connecting them with job
training and other services provided by the Division of Workforce Services of the Department
of Commerce. How could the CSC facilitate this? Could your proposed system interface with
Division of Workforce Services systems?

TTEC will support DHS in connecting customers with job training and employment services
by configuring dedicated service definitions and workflows within ServiceNow Public Sector
Digital Services and managing outreach and follow-up through NICE CXone. This includes
structured workflows aligned to DHS's Customer Service Center program requirements,
such as Individual Work Plan (IWP) creation and tracking, timely progress reviews, dispute
resolution, quality and audit activities, sensitive inquiry handling, payment administration,
provider technical assistance, recruitment, and goal monitoring.

For Arkansas residents, TTEC can create lifecycle-based service definitions to support
intake, triage, deflection, or tracking of employment-related inquiries, synchronized with a
unified Citizen 360 View that incorporates information (where approved) from DHS and other
agencies. If authorized by DHS and the Division of Workforce Services (DWS), the system
can interface with DWS systems via secure integration to pass referral data, status updates,
or case information. CSC agents will be trained to support both Employment Network
providers and citizens, using ServiceNow’s guided workflows and CXone’s communication
tools to facilitate accurate and consistent service delivery across programs.

0 points
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Arkansas Department of Human Services

Attachment N - Revised Requirements (Revision 2)

Instructions: Responses that fail to address all requirements will be considered unresponsive during the Evaluation
phase and may result in the disqualification of a proposal.

1. In Column F, use the dropdown to indicate if the requirement is met on Day One (i.e. out of the box) or at contract
commencement, metin the future, or cannot be met.

2. In Column G, please explain how the requirement will be met on Day One, or how it will be met if it requires additional
work/time by the Contractor. If additional work or time is needed to meet this requirement, please briefly summarize what
is required and a projected timeline. Do not include cost or expense information in this attachment.

3. We encourage Contractors to think creatively and propose systems that not only meet the stated requirements but also
distinguish themselves through added value. Such elements may influence the final selection process and contribute
significantly to the success of the project. In Column H, please clearly describe where the Contractor exceeds the stated
requirement or provides added value at no extra cost to DHS.

4. As technology rapidly evolves, so do Arkansas's technology regulations and policies; to the extent that any of the
requirements below conflict with any State or Federal laws, regulations, or policies, the State will work with the
Contractor to find an appropriate solution, as applicable.

New
Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D - Indicator Met? Identified Timeline Extra Cost to DHS
Business BCDR- [Inthe event of an emergency or disaster, DHS No Meets on Day 1 |TTEC TGN has a Information System Contingency Plan |TTEC exceeds expectations by providing continuous
Continuity 001 must approve any emergency declaration (ISCP) that provides guidance on a disaster . The plan is |security improvement recommendations, emerging

and approve the recovery plans for Business
Continuity and for Disaster Recovery. The
Contractor shall work with DHS to establish
the formal procedures for informing DHS of
any emergency or routine issues that will
affect the CSC System Services, Technical
Infrastructure and Computing Environments.

tested annually via a table-top exercise.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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New

Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D - Indicator Met? Identified Timeline Extra Cost to DHS
Business BCDR- |The Contractor shall resolve any incidents Yes - See Meets on Day 1 |TTEC has LogRhythm (now part of Exabeam) that TTEC has LogRhythm (now part of Exabeam) that
Continuity 002 using the following guideline: An incidentis | Attachment C provides a comprehensive security intelligence and provides a comprehensive security intelligence and

any unexpected disruption, failure, or
degradation affecting a software application,
computer system, or its components,
resulting in reduced functionality, diminished
performance, security vulnerabilities, or
service interruptions. The Contractor shall
resolve one hundred percent (100%) of
incidents within the timeframes based on the
following severity level definitions:

1. Critical: Full module outage; must be
resolved within eight (8) hours

2. High: Large business impact to a single
functional area or multiple users or multiple
functional areas; must be resolved within
twenty-four (24) hours

3. Medium: Medium business impact or
urgency; must be resolved within three (3)
business days

4. Low: Low business impact or urgency;
must be resolved within fifteen (15) business

dave

analytics platform, specializing in Security Information
and Event Management (SIEM), log management, and
network monitoring.

analytics platform, specializing in Security Information
and Event Management (SIEM), log management, and
network monitoring.
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Primary
Category ID

New
Master
ID

Description

Performance
Indicator

Requirement
Met?

Explain How Requirement Is or Is Not Met in the
Identified Timeline

Explain How Contractor Exceeds Expectations at No
Extra Cost to DHS

Business
Continuity

BCDR-
003

The Contractor shall notify DHS and
Contractor designee(s) within ten (10)
minutes of the initial discovery of a Critical,
High or Medium Level incident and within one
(1) hour of a Low Level incident.

Status updates must be submitted based on
Severity Level as follows:

1. Critical: Every two (2) hours

2. High: Every four (4) hours

3. Medium and Low: Every twenty-four (24)
hours

An Incident Report must be submitted the
same day of incident discovery unless
otherwise approved by DHS. The Contractor
shall use the DHS Incident Report template
and process for reporting the Incident Report.
The method for notifications will be
determined during the development of the
BCDR plan and updated annually, or if
changes occur to the DHS or Contractor Staff
designated for notification.

Yes - See
Attachment C

Meets on Day 1

TTEC TGN maintains an incident response plan (IRP)
that has service level agreements for notification and a
calling tree for activation within the set time period.

TTEC exceeds expectations by providing continuous
security improvement recommendations, emerging
threat advisories, and best practice_guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.

Business
Continuity

BCDR-
004

Upon final resolution of a reported incident,
the Contractor shall provide a final root
cause analysis within timeframes based on
the severity:

1. Severity levels of Critical, High or Medium:
Within twenty-four (24) hours.

2. Severity level of Low: Within seventy-two
(72) hours

If all root cause information is not available
within the required timeframe, a target date
exception for a complete report must be
provided and approved by DHS.

Yes - See
Attachment C

Meets on Day 1

TTEC TGN maintains an incident response plan (IRP)
that has service level agreements for notification and a
calling tree for activation within the set time period.

TTEC exceeds expectations by providing continuous
security improvement recommendations, emerging
threat advisories, and best practice_guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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New

Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Business BCDR- |The Contractor shall perform annual reviews No Meets on Day 1 |TTEC TGN has a Information System Contingency Plan |TTEC exceeds expectations by providing continuous
Continuity 005 of the Disaster Recovery/ Business Continuity (ISCP) that provides guidance on a disaster . The plan is |security improvement recommendations, emerging
& Contingency Plan. The Contractor shall tested annually via a table-top exercise. threat advisories, and best practice guidance aligned to
make updates to the plan, as warranted, and industry frameworks (e.g., NIST 800 53) as part of
submit to DHS for approval. standard service delivery without DHS incurring extra
charges.
Business BCDR- |The Contractor shall maintain a Disaster No Meets on Day 1 |TTEC TGN has a Information System Contingency Plan |TTEC exceeds expectations by providing continuous
Continuity 006 Recovery/ Business Continuity & (ISCP) that provides guidance on a disaster . The plan is |security improvement recommendations, emerging
Contingency Plan backup schedule in tested annually via a table-top exercise. threat advisories, and best practice guidance aligned to
accordance with DHS requirements, which industry frameworks (e.g., NIST 800 53) as part of
shall be documented in the Disaster standard service delivery without DHS incurring extra
Recovery/ Business Continuity & charges.
Business BCDR- |Inthe event of an automatic failover (as Meets on Day 1 |TTEC TGN has a Information System Contingency Plan |TTEC exceeds expectations by providing continuous
Continuity 007 defined in the BCDR plan) or a DHS declared (ISCP) that provides guidance on a disaster . The plan is |security improvement recommendations, emerging

failover, the Contractor solution for all
production Infrastructure must automatically
reroute to an alternate site. Should a failover
occur, the Contractor shall ensure no more
than a maximum of four (4) hour Recovery
Time Objective (RTO) and a maximum of one
(1) hour for Recovery Point Objective (RPO).
The Contractor shall state the failover site in
the DR/BCCP deliverable.

tested annually via a table-top exercise.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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New

Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D - Indicator Met? Identified Timeline Extra Cost to DHS
Business BCDR- |Annual disaster recovery testing is required Yes - See Meets on Day 1 |TTEC TGN has a Information System Contingency Plan |TTEC exceeds expectations by providing continuous
Continuity 007 and shall be completed within one (1) year of | Attachment C (ISCP) that provides guidance on a disaster . The plan is |security improvement recommendations, emerging

the prior disaster recovery test’s completion
date. In rare cases with appropriate business
justification (e.g., infrastructure migration in
progress), a DHS approved extension, not to
exceed ninety (90) calendar days, may be
provided. Testing must exercise the disaster
recovery infrastructure and functionally test
critical applications, not solely be a tabletop
drill. In scope applications must be
forecasted and approved by DHS to ensure
all critical applications are exercised. The
raw, non-redacted test results and summary
report must be submitted to DHS within thirty
(30) calendar days after test completion and
received prior to the end of calendar year for
approval.

tested annually via a table-top exercise.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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New

Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D - Indicator Met? Identified Timeline Extra Cost to DHS
Change CGM-  |The Contractor Change Requests, must be No Meets on Day 1 |Our implementation management plan ensures all TTEC delivers added value at no extra cost to DHS by
Management |001 compliant with the DHS approved change Change Requests follow the DHS approved process, applying greater rigor, documentation, and

management plan/process and, ata
minimum, include the following attributes:
1. DHS-assigned priority

2. Change Request Initiation Indicator (e.g.,
Warranty, Environmental Factor, DHS-
sponsored, Contractor-sponsored)

3. Change objectives and outcomes

4. Contractor assessment of impact

5. Budgeted time and materials for the
approved change

6. Work plan for change requests including
schedule, deliverables, and required
resources by name and estimated hours by
resource

7. Changes to system baseline configuration,

including requirements, design
specifications, technical infrastructure, and
application

8. Test plan

9. Training Plan

10 A writton ciimmarnynfthe Chango

documenting initiation details, priorities, objectives,
and Contractor impact assessments. These
assessments guide updates to project baselines and
inform a detailed work plan c_overing schedule,
deliverables, resources, and configuration changes. We
develop formal test and role based training plans to
ensure readiness. All affected documents are updated
with clearly marked revisions, ensuring transparency,
accuracy, and accountability throughout the change
lifecycle.

cross functional analysis than standard

change management requirements. While following
mandated processes, we perform deeper impact
assessments, identify downstream effects, and engage
operational, technical, training, and quality experts early.
We add safeguards such as expanded regression testing,
targeted training validation, and faster, clearly tracked
document updates—improving accuracy, reducing
rework, and accelerating approvals with full transparency
and accountability.
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New

Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D - Indicator Met? Identified Timeline Extra Cost to DHS
Change CGM-  [The Contractor shall ensure all DHS No Meets on Day 1 |Our methodology ensures all changes are formally TTEC’s change management methodology delivers
Management (002 approved change requests, must have the documented, thoroughly tested, clearly communicated, strate_gic value, proactive risk mitigation, and enhanced

following documentation attached and must
be provided to DHS upon request:

1. Awritten summary of the change request
and related activities.

2. A description of any modifications to the
Project Management Plan baselines, or the
computing environment’s configuration,
technical, operational and support.

3. Project test plans, test execution steps,
test categories, including regression testing
procedures and a final report on the test
results.

4. Project document updates, those affected
by the change, using a method that clearly
identifies the changes to the documents and
the date of the change including all technical,
operational, support and training
documentation.

and integrated with minimal operational impact. We
fully comply with all DHS documentation requirements.
Built on strong governance and precision, our
framework provides transparency and accountability
from initiation to closure. Each change request includes
a written summary, followed by a cross functional
impact assessment evaluating technical, operational,
and resource effects. Stakeholders receive a formal
review package, including test plans and regression
steps. After approval, changes undergo controlled
development, pilot testing, and validation. Once
confirmed, the change is deployed and all project
documentation is updated with clear version control.

transparency. Instead of simply processing requests, our
cross functional experts conduct holistic impact
assessments that address technical, operational,
financial, and long term strategic considerations. By
identifying downstream effects early, we prevent rework
and ensure every change aligns with DHS program goals.
We exceed requirements through rigorous governance,
combrehensive pre approval test planning, and

pilot based validation focused on resilience. After
deployment, we maintain meticulous documentation and
version control to ensure seamless integration and

long term maintainability. These value added practices
make change management a strategic advantage for
DHS—at no additional cost.
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New

Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D - Indicator Met? Identified Timeline Extra Cost to DHS
Change CGM- |The Contractor shall ensure all milestones No Meets on Day 1 |To meet the contractual milestones as defined in the TTEC exceeds DHS expectations at no additional cost by
Management (003 required in these requirements and approved Work Breakdown Structure (WBS), TTEC uses |embedding enhanced governance, proactive monitoring,

Statement of Work, must be achieved on the
dates specified in the Contractor’s approved
work breakdown structure or modified work
breakdown structure as approved using the
DHS change request process. DHS will
provide final acceptance of all milestones in
written form.

a disciplined project management approach centered
on proactive planning, transparent tracking, and
continuous stakeholder engagement. We establish a
detailed WBS at project initiation to serve as the
authoritative guide for all tasks, deliverables, and
timelines, and we monitor progress through real time
tracking, weekly status reports, and formal governance
meetings with DHS. Through early risk identification,
rapid escalation, and collaborative issue resolution, we
ensure potential obstacles are addressed before they
affect milestone delivery.

We will also adhere to the DHS change control process,
ensuring no milestone dates or deliverables are
modified without formal DHS approval. Each milestone
will be presented to DHS with all required
documentation for review against established
acceptance criteria. This structured, transparent
process ensures all milestones are delivered on time,
aligned with expectations, and supported by rigorous
project governance.

and continuous improvement capabilities into our
standard project management framework. These value-
added practices are included as part of our delivery
model and do not require additional funding from DHS.
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New

Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Change CGM-  |The Contractor shall complete change No Meets on Day 1 [TTEC meets this requirement by managing all change  [TTEC exceeds expectations at no additional cost to DHS
Management (004 requests by the approved completion date. If requests against the approved completion dates and by proactively investing in rigorous planning, continuous
the detailed analysis estimate will be proactively monitoring progress to ensure timelines, risk monitoring, and specialized deployment support that
exceeded by greater than twenty percent quality, and budget remain on track. If a detailed ensures change requests are completed on schedule
(20%), the Contractor shall request cost analysis indicates that effort may exceed the planned  |without requiring additional DHS resources. Our teams
exception from DHS. estimate by more than 20%, TTEC will immediately conduct enhanced due diligence, early readiness
escalate the issue and request a cost exception from assessments, and thorough gap analyses—activities that
DHS in accordance with the change control process. go beyond the minimum requirement but prevent delays
Through strong risk management practices—including [and rework, saving time and cost for DHS. Additionally,
early due diligence, continuous assessment, mitigation [TTEC provides value added practices such as seeding
planning, and documented change control—TTEC programs with tenured agents (when available),
ensures change requests are delivered within the over staffing temporarily during the learning curve,
identified timeline or formally adjusted through DHS adjusting training sequences, and offering extended
approved processes. nesting support—all delivered at no extra charge to
ensure stability, quality, and timeline adherence
throughout the change management process.
Change CGM-  [The Contractor shall, at the request of DHS, No Meets on Day 1 |We understand and are fully prepared to meet DHS TTEC exceeds expectations at no additional cost to DHS
Management (005 evaluate change requests and submitin requirements for comprehensive evaluation of all by delivering a deeper, more comprehensive evaluation

return the change request schedule and
pricing estimates back to DHS along with all
proposed project component business and
technical changes, including computing
environments.

change requests. Our process provides a transparent,
detailed analysis to support informed decision making.
Upon receiving a request, TTEC conducts a fullimpact
assessment and delivers a formal response package
thatincludes: a Change Request Schedule outlining
development, testing, and deployment milestones;
itemized Pricing Estimates covering labor, technology,
and related costs; a clear description of all Proposed
Changes across business and technical areas; and a
Computing Environment Impact analysis detailing
configuration, infrastructure, and support implications.

package than whatis required, ensuring DHS receives
clarity and decision ready information from the start.
Beyond the mandated impact assessment, we provide
expanded milestone planning, enhanced cost
transparency, and cross functional analysis across
operational, technical, and infrastructure
domains—without added fees. We also proactively
identify downstream impacts, risks, and mitigation
strategies to support faster, more confident decisions.
This disciplined approach reduces rework, accelerates
review cycles, and improves the accuracy and quality of
each proposed change, giving DHS added value at no
extra cost.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Change CGM- |The Contractor shall, upon approval by DHS, No Meets on Day 1 |TTEC meets this requirement through a structured, TTEC exceeds expectations at no additional cost by
Management |006 develop, configure, integrate, and test the end to end implementation lifecycle that ensures all embedding_enhanced change adoption and
approved change requestincluding the DHS approved changes are developed, tested, and operational readiness practices into our standard
provision of updates to technical, deployed with minimal service disruption. Once DHS implementation framework. We conduct proactive
operational, and support documentation and approves a request, TTEC initiates a formal workflow operational impact analyses to identify risks, staffing
end-user training. thatincludes development and configuration aligned implications, and workflow adjustments. Training
with DHS specifications; controlled integration and readiness is accelerated through modular learning tools,
comprehensive testing, including validation and UAT; micro learning updates, and real time knowledge base
and updates to all technical documentation, SOPs, and |enhancements. Our documentation governance ensures
knowledge resources. We also deliver targeted training |centralized version control and audit tracking for all
to ensure smooth adoption. After deployment, TTEC technical and operational materials.
mon}tors performance and resolves Post implementation, TTEC mon_itors performance
post implementation issues. This disciplined approach |metrics and user feedback to quickly resolve issues and
ensures all changes are implemented accurately, optimize outcomes. These value added capabilities are
documented thoroughly, and operationalized on fully integrated into TTEC’s standard delivery
schedule. methodology.
Change CGM-  [The Contractor shall participate in the No Meets on Day 1 |TTEC meets this requirement by actively participatingin |TTEC exceeds expectations at no additional cost to DHS
Management (007 evaluation of all proposed change requests the evaluation of all proposed change requests in by going beyond basic participation during

as required by the change management
process.

accordance with the DHS approved change

management process and within the required timelines.

Upon receiving a change request, our project team
promptly conducts impact and feasibility assessments,
engages cross functional subject matter experts, and
validates scope, effort, and potential risks to ensure
timely, accurate evaluation without delaying program
activities.

To maintain timeline compliance, TTEC leverages
established governance routines, CSC Project

Director oversight, and structured review procedures to
track evaluation milestones and escalate issues early if
delays are possible. Through this proactive,
collaborative approach, TTEC ensures every proposed
change request is reviewed, assessed, and responded
to promptly, fully meeting the requirement within the
identified timeline.

change request evaluations and providing deeper
subject matter expertise, enhanced analysis, and
accelerated internal review cycles. 6ur teams proactively
prepare impact assessments, cross functionalinputs,
and feasibility reviews ahead of formal sessions,
enabling DHS to receive faster, more complete
evaluations without requiring extra funding or resources.
Additionally, TTEC’s CSC Project Director and
governance team monitor evaluation timelines closely
and engage operational, technical, and training leaders
early to prevent delays before they occur. This proactive,
value added approach enhances decision quality,
reduces- downstream rework, and ensures that

change request evaluations are completed more
efficiently than required—delivering superior support to
DHS at no extra cost.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Change CGM- |The Contractor shall process all change No Meets on Day 1 |We confirm our commitment to processing all TTEC exceeds expectations at no additional cost to DHS
Management |008 requests to reference data as directed by DHS directed changes to reference data. To maintain  |by providing deeper analysis and operational insight
DHS. operational integrity and transparency, TTEC conducts a [beyond standard reference data change processing. In
thorough impact analysis before any implementation. |addition to completing all directed updates, we deliver
For each change, we provide a concise impact summary |enhanced impact evaluations that assess system
that includes: an assessment of effects on upstream dependencies, transaction behavior, and workflow
and downstream systems, business processes, and implications—giving DHS a clearer view of upstream and
user workflows; estimated transaction volumes downstream effects without extra funding. We also
affected; required resources for implementation and forecast transaction volumes, verify resource readiness
validation; and a proposed deployment timeline, across technical and operational teams, and identify
including any needed maintenance windows. This stability risks before implementation. This proactive,
proactive analysis ensures all stakeholders understand detail rich approach supports faster, more informed
the full implications of each change, supporting stable, [decision making, minimizes service disruptions, and
confident, and well coordinated execution. strengthens overall system reliability.
Change CGM-  [The Contractor shall participate with DHS in No Meets on Day 1 |TTEC meets this requirement by actively participating in |[TTEC exceeds expectations at no additional cost by
Management (009 change management meetings for the all DHS change management meetings to supportthe |providing enhanced decision support and prioritization

prioritization of state-approved change

requests.

review, prioritization, and coordination of

state approved change requests. We assign project
management, operational, and technical
representatives to each meeting to provide

subject matter expertise, impact assessments, and
implementation planning support. During these
sessions, TTEC collaborates with DHS to review
approved requests, provide operational and technical
analysis, recommend implementation sequencing
based on risk and resource availability, and align
timelines with project milestones. This collaborative
approach ensures DHS retains full visibility and decision
authority while benefiting from TTEC’s expertise for
efficient, well coordinated change execution.

insights during change management meetings. As part of
our standard methodology, we deliver proactive impact
analytics through detailed operational, technical, and
resource assessments prepared in advance to inform
prioritization. We provide data driven insights, including
performance metrics, risk analysis, and readiness
indicators, to help DHS evaluate urgency and
sequencing. TTEC also ensures consistent coordination
through experienced project leadership and offers
transparent tracking dashboards with real time status,
rankings, and progress. These enhanced capabilities are
integralto TTEC’s governance approach.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS

Certification |[CRT-001|The Contractor shall ensure that for each Yes - See Meets on Day 1 |TTEC operates the CSC solution on ServiceNow Public  |At no additional cost, TTEC provides proactive monitoring
module, federal certification is achieved or Attachment C Sector Digital Services and NICE CXone—each platform |of federal guidance, change impact assessments, and
maintained retroactive to the first day of supports full adherence to federal certification certification ready documentation. TTEC also supports
Operations and continued throughout the life standards, including ongoing compliance with federal |DHS with audit preparation, traceability matrices, and
of the Contract. The Contractor shall follow conditions, business requirements, and funding updates to workflows, training, and reporting as federal
the Federal standards, conditions, and eligibility for FFP and FMAP. standards evolve, ensuring DHS maintains maximum
business requirements necessary to ensure TTEC will maintain all documentation, testing artifacts, |allowable FFP and FMAP funding with minimal
initial and continued federal certification for process controls, and operational evidence needed for |administrative burden.
the operation of the Module and to receive DHS to achieve or maintain federal certification
the maximum allowable Federal Financial retroactive to Day 1 of Operations and throughout the
Participation (FFP) and Federal Medical contract term. TTEC will also incorporate any new or
Assistance Percentage (FMAP) funding. The modified federal standards into the CSC workflows,

Contractor shall be responsible for meeting system configurations, and reporting requirements as
any new or modified federal standards directed by DHS.

necessary to ensure initial and continued

federal certification.

Certification |[CRT-002|The Contractor shall provide completion of No Meets on Day 1 |TTEC will meet this requirement by providing full support|At no additional cost, TTEC provides DHS with proactive
the Certification Readiness meetings, for all Certification Readiness meetings, including certification planning, meeting facilitation, and curated
including CMS preparation and follow-up preparation sessions, CMS facing walkthroughs, evidence packages. TTEC also delivers readiness
comments/questions and action items. documentation review, and timely responses to checklists, risk tracking, documentation templates, and

follow up comments, questions, and action items. The |real time remediation support to accelerate CMS
CSC solution (ServiceNow + NICE CXone) includes the |approval and reduce DHS administrative burden.
reporting, audit evidence, workflow traceability, and
operational artifacts necessary to support CMS review
and certification activities.

Certification |[CRT-003|The Contractor shall participate in Pre- No Meets on Day 1 |TTEC will meet this requirement by actively participating [At no additional cost, TTEC offers DHS structured ORR

Certification and Operational Readiness
Review (ORR) meetings and/or call with CMS.

in all CMS Pre Certification and Operational Readiness
ReviewEORR) meetings and calls, providing

subject matter leadership across operations,
technology, reporting, and compliance. The TTEC CSC
solution provides the operational artifacts, process
documentation, and evidence needed to support CMS
review, while TTEC staff will attend all sessions, present

required materials, and respond to CMS inquiries.

preparation support, including mock ORR sessions,
readiness checklists, coordinated response
management for CMS questions, and rapid remediation
assistance. TTEC will also provide CMS aligned
documentation packages and meeting facilitation to
streamline the State’s certification process.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS

Certification |CRT-004|The Contractor shall participate in CMS No Meets on Day 1 |TTEC will participate in all CMS Certification visits, At no additional cost, TTEC will offer DHS structured

Certification visit. providing knowledgeable representatives across preparation support for CMS onsite/virtual visits,
operations, technology, compliance, and reporting. including mock review sessions, curated evidence
During the visit, TTEC will present required packages, coordinated talking points, and real time
documentation, demonstrate relevant CSC solution support during CMS engagements. TTEC will also
capabilities, answers CMS questions, and provides assist with immediate follow up actions to expedite
operational evidence to support DHS’s certification certification outcomes.
objectives.

Certification |[CRT-005|The Contractor shall provide an updated No Meets on Day 1 |TTEC will maintain all CSC system At no additional cost, TTEC will provide DHS with a
version of the CSC System's documentation, documentation—including operational procedures, structured documentation management process,
following CMS Certification reviews, within Wo_rkflow descriptions, c_onfiguration details, reporting includ_ing version control, redline tracking,
twenty (20) business days following the specifications, and technical architecture—in an certification specific summaries, and packaged
completion of the any certification review up to date, certification ready state. Following any CMS “CMS ready” artifacts. TTEC will also conduct
date. Certification review, TTEC will update all required post review working sessions with DHS to validate

documents within 20 business days, ensuring revisions |updates and proactively identify documentation
reflect CMS feedback, DHS clarifications, and any improvements that further streamline future CMS
process or configuration adjustments made during the |reviews.
review cycle.

Certification |CRT-006|The Contractor shall ensure federal No Meets on Day 1 |TTEC will ensure that all features and functionality of the [At no additional cost, TTEC will provide proactive

certification of the features and functionality

must be achieved and the Contractor CSC
System must continue to remain certifiable

and attestable by the Contractor throughout
the product’s life cycle for any state/federally
approved/mandated changes, modifications

or enhancements made during the licensed

Contract period.

CSC solution remain fully certifiable and attestable
throughout the contract term, including after any State
or federally approved changes, enhancements, or
modifications. The CSC solution is maintained under
controlled configuration, testing, and documentation
practices that preserve alignment with federal
standards and certification criteria for ongoing FFP and
FMAP eligibility.

monitoring of new federal guidance, performs
certification impact assessments, and maintains
certification ready documentation and traceability. TTEC
will also support DHS through continuous compliance
reviews, early identification of federal standard changes,
and rapid alignment of CSC workflows and system
updates to ensure uninterrupted certifiability.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Certification |CRT-007|The Contractor shall support future No Meets on Day 1 |TTEC will support all future CMS certification efforts At no additional cost, TTEC will provide DHS with curated
certification efforts, as required in future related to new integrations or system enhancements.  |evidence packages, pre review quality checks, mock
integrations, by running reports, analyzing The CSC technology infrastructure solution enables demonstrations, certification impact assessments, and
samples, providing walkthroughs and TTEC to generate required reports, analyze samples, rapid documentation updates. TTEC will also prepare
demonstrations, and providing completed produce walkthroughs and demonstrations, and supply [structured sample sets and guided walkthrough scripts to
CSC System documentation to both DHS and complete, up to date system documentation to both streamline CMS evaluation and reduce DHS
CMS. DHS and CMS. TTEC staff participate in all review administrative burden during future certification cycles.
activities, ensuring alignment with federal expectations
and DHS certification goals.
Certification |CRT-008|The Contractor shall continue to meet the No Meets on Day 1 |TTEC will ensure ongoing compliance of the CSC At no additional cost, TTEC will provide proactive
certification requirements for federal funding solution with all federal certification conditions monitoring of federal policy changes, conducts
at 75% match for the CSC System operations necessary to maintain eligibility for the 75% federal certification impact assessments, and collaborates with
under Chapter 11 of the State Medicaid match rate for CSC operations under SMM Chapter 11. |DHS to maintain continuous alignment with SMM
Manual (SMM). TTEC will maintain system documentation, workflows, |Chapter 11 requirements. TTEC will also prepare
controls, reporting, and audit evidence in alignment certification ready documentation packages, supports
with State and CMS expectations so that the CSC DHS with audit preparation, and provides
solution remains certifiable and fully compliant recommendations to strengthen certifiability and protect
throughout the contract, including when DHS federally matched funding.
implements approved enhancements or federally
mandated changes.
Certification [CRT-009|The Contractor is responsible for identifying No Meets on Day 1 |TTEC will take responsibility for identifying and

and satisfying all the certifiable criteria,
documents, data, and/or information
requested by CMS as required during the
federal certification. The Contractor shall
demonstrate functional equivalence to the
satisfaction of CMS. This includes all
artifacts, data, and/or information required
by CMS or DHS for the certification review.

delivering all certifiable criteria, documents, data,
artifacts, and information required by CMS and DHS
during federal certification reviews. The CSC technology
infrastructure solution enables complete traceability,
reporting, workflow evidence, and operational
documentation necessary to demonstrate functional
equivalence to CMS. TTEC staff will prepare and present
walkthroughs, demonstrations, sample sets, and
certification ready artifacts to ensure CMS has all
required materials for evaluation.

At no additional cost, TTEC will provide DHS with curated
evidence packages, structured certification checklists,
pre review quality validation, demonstration scripts, and
rapid document updates. TTEC will also conduct internal
reviews to reduce DHS preparation workload and ensure
that all artifacts fully satisfy CMS expectations before
formal submission.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS

Contract CTM- The Contractor shall ensure any publicity Yes - See Meets on Day 1 |TTEC will ensure that any materials developed in TTEC exceeds expectations at no extra cost to DHS by

Management (001 concerning this Contract, including notices, | AttachmentC connection with this awarded contract—including applying a more rigorous communications governance
information pamphlets, press releases, public notices, digital content, informational model than required, routing all publicity materials
research, reports, signs, Web postings, and pamphlets, reports, or postings—include the through a centralized communications
similar public notices prepared by or for the DHS specified sponsorship statement once provided. |owner—supported by fully briefed backups—to ensure
Contractor, will contain a statement We will follow a strict internal review process and obtain |accuracy, alignment, and compliance before anything is
indicating sponsorship by the Contractor and DHS’s written approval before issuing any new publicity [submitted for DHS approval. This enhanced review
DHS. The language of the statement will be or using DHS’s logo or language in external process reduces errors, accelerates approval cycles, and
specified by DHS after the Contract is communications. This aligns with TTEC’s standard strengthens message consistency, while ongoing
awarded. The Contractor shall obtain prior practice of centralized communication control, operational, quarterly, and executive level reviews
written approval from DHS before issuing any ensuring accuracy, compliance, and consistent provide DHS greater visibility and control over all
new publicity associated with the Contract or representation of both organizations. communication activities without incurring additional
using DHS’s logo or statement on any expense.
publicity.

Contract CTM- The Contractor shall meet the following No Meets on Day 1 |TTEC will adhere to DHS security and privacy safeguards |TTEC exceeds expectations at no extra cost to DHS by

Management |002 Operational requirements: and ensure that all project materials, work products, implementing operational safeguards and quality

1. Comply with DHS owned asset security
and privacy safeguards, and ensure Project
materials, work products, and deliverables
are secured, that confidentiality is
maintained at all times.

2. Comply with all federal regulation and
state statutes for business services.

3. Provide all collaboration tools and unified
communications technologies and services
required for optimal performance of the
Project’s personnel.

and deliverables are protected and handled
confidentially at every stage of the engagement. We
maintain compliance with all applicable federal
regulations and Arkansas state statutes governing
business services, supported by established internal
controls and documented governance processes.

In addition, TTEC equips project personnel with secure,
modern collaboration tools and unified
communications technologies that enhance
coordination, efficiency, and performance while fully
aligning with DHS standards and operational
expectations.

measures that go beyond the referenced baseline
requirements while remaining compliant with all security,
privacy, and regulatory standards. In addition to meeting
DHS security protocols, we apply our own

enterprise gréde controls, layered monitoring, and
proactive risk management processes to further protect
project materials and confidential information at no
additional charge.

TTEC also equips project staff with an enhanced suite of
collaboration tools and unified communications
technologies—far exceeding minimum requirements—to
improve productivity, coordination, and service delivery.
This added rigor and technology investment strengthens
operational reliability, safeguards data, and improves
communication efficiency, all while delivering greater
value to DHS at no extra cost.
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Contract CTM- The Contractor must provide Deliverables Yes - See Meets on Day 1 |TTEC will deliver all contractually required deliverables [TTEC applies a higher level of project management rigor
Management |003 according to the approved Deliverables Attachment C according to the DHS approved Deliverables Schedule |and quality control than what is required to simply meet
schedule. and embed those deadlines directly into our project the Deliverables Schedule. In addition to tracking
governance structure. Using our standard gated deliverables against the approved timeline, TTEC uses
workflow—draft development, internal quality review, |internal gating, cross functional quality reviews, and
DHS collaboration, and timely submission—each proactive risk mitigation processes to identify potential
deliverable is actively tracked and managed to ensure it |delays before they occur and resolve issues without
is completed within the identified timeline. This impacting DHS’s schedule or budget. We also provide
disciplined, proactive approach aligns with TTEC’s enhanced visibility—such as progress dashboards,
established prE)ject management practices and ensures|early warning indicators, and regular status
consistent, on schedule delivery throughout the life of {touchpoints—at no additional charge, giving DHS greater
the contract. transparency and confidence that every deliverable will
be completed accurately and on time.
Contract CTM- The Contractor shall have an acceptable Yes - See Meets on Day 1 |TTEC maintains a proactive, documented TTEC uses a proactive risk management approach that
Management |004 documented risk mitigation plan submitted | Attachment C risk management process that ensures any high or identifies, tracks, and mitigates issues before they

to DHS within five (5) calendar days of risk

identification of high or critical project risks.

critical project risk is assessed, logged, and_ escalated
immediately, triggering development of a formal
mitigation plan well within the re_quired five day window.
Upon identifying a qualifying risk, our Project Director
convenes the appropriate cross fupctional SMEs to
analyze root cause, define mitigation actions, assign
owners, and produce a written risk mitigation plan for
DHS review and approval.

This approach aligns with TTEC’s standard governance
practice of rapid issue response and ensures all

high impactrisks are addressed promptly and
transparently within the identified timeline.

escalate to high or critical status. When escalation is
required, our same day internal_alerting, predefined
mitigétion templates, and cross functional
rapi& response process enable us to produce
high quality mitigation plans well within the five day

requirement.

This enhanced readiness and responsiveness—provided
at no additional charge—ensures DHS receives faster
issue resolution and stronger risk protection than the
contractrequires.
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Contract CTM- The Contractor must submit a documented Yes - See Meets on Day 1 |TTEC uses a structured issue management process that [TTEC identifies and escalates issues earlier and more
Management |005 issue mitigation plan to DHS within three (3) | Attachment C ensures all (_:ritical severity issues receive a proactively than required, allowing many items to be
business days of identifying critical severity documented mitigation plan within three business days, |addressed before they reach high or critical severity.
issues and within five (5) business days for and all high severity issues receive one within five When an issue does escalate, our internal same day
high severity issues, ensuring all such issues business days. Once an issue is identified, our Project  |alerting process, predefined mitigation templates, and
are addressed. DHS will assess each project Director immediately logs it, convenes the appropriate |cross functional rapid response teams enable us to
issue’s level of criticality in consultation with SMEs, and works with DHS to confirm severity before produce high quality mitigation plans well ahead of the
the Contractor. developing a mitigation plan that includes root cause |three and five day deadlines. This added rigor and
analysis, corrective actions, owners, and timelines. speed—Dbuilt into our standard operating model—gives
This disciplined workflow ensures every issue is DHS faster resolution, greater visibility, and stronger
addressed promptly and within the identified timeline. |issue control without any additional cost.
Contract CTM- The Contractor shall always maintain and Yes - See Meets on Day 1 |TTEC maintains secure, centralized project records and TTEC maintains project records in a highly organized,
Management (006 grant access to its project records upon Attachment C granting DHS, OMIG, MFCU, or federal agencies access |centralized, and continuously updated repository that

request by DHS, OMIG, MFCU, or federal
government entities. The Contractor shall
make requested project records available to
DHS, other DHS staff or state/ federal
government entities one hundred percent
(100%) of the time within three (3) business
days (or as mutually agreed upon) of request.

to requested materials 100% of the time within the
requ_ired three business day window (or sooner if
mutually agreed). Our standard practice includes
real time documentation, organized record
repositories, and established request response
procedures that ensure rapid retrieval and delivery of
any project documents, correspondence, or artifacts.

enables near immediate retrieval—often faster than the
required three business daytim_eline. Our internal
governance modelincludes real time documentation,
routine audits, and predefined request response
workflows, allowing us to deliver complete, accurate
records quickly and without additional effort from DHS.
This elevated level of readiness and responsiveness is
builtinto TTEC’s standard operating practices, providing
DHS with superior transparency and access at no
additional cost.
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Contract CTM- The Contractor shall provide, upon contract No Meets on Day 1 |TTEC maintains a complete, up to date inventory of all [TTEC maintains a continuously updated, audit ready
Management (007 execution, annually throughout the life of the software and assets associated with the CSC System asset inventory allowing us to provide accurate lists
contract, and upon any change to the CSC and providing it to DHS at contract execution, annually, |immediately at contract execution, annually, or whenever
System configuration, a complete list of all and whenever configuration changes occur. We clearly |configuration changes occur. We also apply enhanced
software and any assets that will convey or identify which items will convey or not convey at inte[nal asset tracking controls and proactive
not convey with a close out of the Contract. contract closeout and provide required justifications for |documentation reviews to ensure all conveyable and
Items that do not convey require justification any non conveying assets in accordance with DHS and [non conveyable items are clearly justified and compliant
to be reviewed and approved by CMS and CMS approval processes. before submission, delivering greater transparency and
DHS. This disciplined asset management approach aligns reducing DHS effort without any additional cost.
with TTEC’s standard governance practices and ensures
full transparency throughout the contract lifecycle.
Customer CUS- Across all calls, the monthly average speed Yes - See Meets on Day 1 |TTEC will staff and monitor the CSC to ensure the TTEC uses advanced workforce management
Service 001 to answer time for CSC agents to answer Attachment C monthly average speed to answer remains consistently |forecasting, real time staffing analytics, and automated
incoming calls shall not exceed 150 seconds below 150 seconds, using real time queue queue monitoring to keep answer times well below
(2 minutes, 30 seconds) management, workforce forecasting, and intraday required thresholds—not just within the 150 second
adjustments to maintain service levels. Our standard limit. Our intraday performance huddles, rapid schedule
operational model includes continuous monitoring and |adjustments, and proactive resource balancing allow us
proactive resource allocation to keep answer times well [to respond to unexpected volume spikes quickly,
within required thresholds across all call types. maintaining superior accessibility without adding cost to
the State.
Customer CUS- Across all calls, a CSC agent shall answer Yes - See Meets on Day 1 |TTEC uses precise workforce forecasting, real time TTEC's advanced forecasting models, real time analytics,
Service 002 80% of incoming calls in a given month within | Attachment C queue monitoring, and intraday staffing adjustments to |and automated alerting keep call answer performance

60 seconds (1 minute).

ensure that at least 80% of incoming calls each month
are answered within 60 seconds. Our standard
operating model prioritizes rapid accessibility and
service consistency, enabling agents to respond quickly
across all call types and volumes.

consistently above the 80%/60 second
requirement—not just meeting it. Our proactive intraday
staffing adjustments and continuous queue monitoring
allow us to respond immediately to volume spikes or
unforeseen trends, maintaining superior accessibility and
service stability requiring no additional DHS investment.
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Customer CUS- Across all calls, the monthly average Yes - See Meets on Day 1 |TTEC will actively manage call flow through real time TTEC's advanced forecasting models, predictive
Service 003 abandonment rate shall not exceed 5%. An | Attachment C queue monitoring, workforce forecasting, and intraday |analytics, and automated queue health alerts keep
abandoned callis a call that is discontinued staffing adjustments to ensure the monthly average abandonment rates well below required levels—not only
by the customer while waiting fora CSC abandonment rate remains below 5% and the weekly meeting the 5% monthly and 7% weekly thresholds, but
agent after completion of any IVR messages. rate stays under 7%. Our operational model prioritizes often outperforming them. Our r_eal time monitoring,
In any given calendar week, the average fast answer times and proactive intervention, helping proactive staffing adjustments, and rapid intervention
abandonment rate shall not exceed 7%. Calls prevent caller drop off after IVR completion while protocols help prevent call drop off during peak loads,
abandoned within the first fifteen (15) excluding the first 15 seconds as required. ensuring a more stable caller experience without any
seconds following completion of any IVR additional cost to the State.
messages are excluded from these
measurements.
Customer CUS- The Contractor shall develop a Customer Yes - See Meets on Day 1 |TTEC will deploy a multilingual Customer Satisfaction  |TTEC's advanced analytics, automated survey triggers,
Service 004 Satisfaction Survey to be shared with Attachment C Survey across voice, SMS, and email channels, allowing [and real time sentiment monitoring detect
individuals making contact with the CSC, customers to rate their interaction on a 1-5 scale, and |service quality issues before they affect m_onthly
with individuals rating their interaction on a by closely monitoring results to maintain a monthly satisfaction scores—allowing us to sustain performance
one (1) to five (5) scale. The Contractor shall average of at least 90% scoring a four or higher. Using  |well above the 90% threshold. Our closed loop
ensure that a monthly average of 90% of NICE CXone and ServiceNow survey automation, improvement process pairs low score alerts with rapid
surveys to be no less than a “four (4) out of combined with our closed loop quality improvement coaching, workflow refinements, and targeted quality
five (5)”. process, we ensure timely survey delivery, accurate reviews, delivering a higher level of responsiveness and
tracking, and rapid response to any emerging experience management without requiring additional
service quality trends. DHS investment.
Defect DFM-  [The Contractor shall notify DHS of all Priority Yes - See Meets on Day 1 |TTEC will leverage real time monitoring, automated TTEC's advanced real time monitoring tools, automated
Management |001 1 Critical defects within one (1) hour. Attachment C alerting, and 24/7 incident management protocolsto  |severity level detection, and instant escalation pathways

ensure all Priority 1 Critical defects are identified and
reported to DHS within one hour. Our standard practice
includes immediate escalation to technical leadership
and direct notification to DHS through established
communication channels, ensuring rapid awareness
and coordinated response.

allow us to identify and alert on Priority 1 defects even
faster than the one hourrequiremenf. Our always on
incident response model—with built in redundancy and
rapid leadership engagement—ensures DHS is notified
immediately and receives a level of responsiveness and
vigilance that surpasses baseline contractual
expectations without any additional cost.
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Defect DFM- The Contractor must provide for temporary No Meets on Day 1 |TTEC employs a structured, transparent, DHS aligned [TTEC applies a more proactive, structured, and
Management |002 workarounds, as approved by DHS, until the approach to interim remediation to maintain service transparent interim remediation process than what s
cause of the defect is cured. The Contractor continuity while permanent fixes are developed. During |required. In addition to rapidly designing workarounds,
must document defect work-around triage, technical teams rapidly assess stabilization we involve DHS earlier, provide clearer documentation,
resolutions. options and identify temporary workarounds using NICE |and maintain continuous communication through our
CXone and ServiceNow to minimize disruption. No Value Agent model—ensuring full visibility and control for
workaround is activated without DHS visibility and DHS without adding cost.
approval; TTEC provides a clear description, expected  |Our use of NICE CXone and ServiceNow to quickly
impacts, risks, and duration. Through the Value Agent  |identify alternative configurations, combined with
model, DHS receives centralized coordination and rigorous tracking and linkage to root cause remediation,
consistent communication. Allworkarounds are fully  |delivers faster stabilization and higher service continuity
documented—including impacts, steps taken, than baseline expectations, all included as part of TTEC’s
approvals, timelines, and linkage to root cause standard practice.
efforts—ensuring audit readiness, governance
alignment, and uninterrupted operational stability.
Defect DFM- The Contractor shall obtain DHS approval to No Meets on Day 1 |TTEC employs a structured, transparent, DHS aligned |TTEC applies a far more rigorous and proactive
Management (003 proceed with all defect resolutions and DHS approach to interim remediation to maintain service defect resolution discipline than the contract requires.

sign-off or acceptance when the defect is

resolved.

continuity while permanent fixes are developed. During
triage, technical teams rapidly assess stabilization
options and identify temporary workarounds using NICE
CXone and ServiceNow to minimize disruption. No
workaround is activated without DHS visibility and
approval; TTEC provides a clear description, expected
impacts, risks, and duration. Through the Value Agent
model, DHS receives centralized coordination and
consistent communication. All workarounds are fully
documented—including impacts, steps taken,
approvals, timelines, and linkage to root cause
efforts—ensuring audit readiness, governance
alignment, and uninterrupted operational stability.

Beyond providing DHS with clear remediation plans for
approval, we enhance the process through our Value
Agent model, real time coordination across engineering
teams, and continuous communication that ensures
DHS is fully informed at every stage.

We also document every action, decision, and validation
stepin ServiceNow—creati-ng an audit ready knowledge
base that strengthens long term system reliability and
transparency without any additional cost to the State.
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Category ID D - Indicator Met? Identified Timeline Extra Cost to DHS
Defect DFM- The Contractor shall provide the following No Meets on Day 1 |TTEC applies a structured, transparent, and Beyond simply identifying defects, we use real time
Management (004 support for defect identification and problem collaborative methodology to ensure defects are CXone diagnostics, structured RCA methods, and

resolution.

1. Problem description and root cause

2. Business processes, CSC System
functions, or interfaces impacted

3. resolution plan and resources
required/assigned

4. Implementation approach and schedule
for completion

accurately identified, thoroughly analyzed, and resolved
with full DHS visibility and approval. Using NICE CXone
diagnostics, engineering expertise, and ServiceNow
workflows, we develop clear problem descriptions and
root cause findings, including symptoms, severity, and
supporting telemetry. We assess impacts across CSC
processes, CXone functions, and system interfaces to
inform prioritization. TTEC then submits a detailed
resolution plan—technical steps, assigned resources,
and estimated effort—for DHS approval. Once
approved, we execute the fix with defined milestones,
testing, and ServiceNow aligned change controls,
providing ongoing updates through the Value Agent.

comprehensive impact assessments to give DHS a
clearer, more actionable understanding of each issue.
Our ServiceNow driven transparency, Value Agent
coordination, and rigorous planning and scheduling
processes ensure faster insight, stronger controls, and
more reliable resolutions—all delivered as part of TTEC’s
standard operating model with no additional cost to the
State.
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Defect DFM- The Contractor shall participate with DHS in No Meets on Day 1 |TTEC will fully comply with the requirement to TTEC brings greater structure, visibility, and technical
Management |005 weekly (unless another schedule is agreed to participate in weekly (or DHS approved alternative) rigor to weekl_y defect review meetings. In addition to
by DHS) meetings to review defect priorities, meetings to review defect priorities, status, and attending the sessions, we prepare detailed dashboards,
status, and schedule. schedules. ensure cross functional SMEs are present, and use
ServiceNow to document every action, decision, and
TTEC maintains a structured governance model timeline change in real time—providing DHS with clearer
supported by ServiceNow and Nice CXone reporting. In |insights, faster issue progression, and stronger
these meetings, we will review: governance without any added cost.
e Current defect status and priority
e Workarounds in place
* Upcoming milestones and resource needs
* Changes to timelines or dependencies
TTEC will coordinate meeting preparation, ensure the
appropriate technical and operational SMEs attend, and
serve as DHS’s primary point of contact for updates and
decisions. All actions, decisions, and schedule changes
will be documented in ServiceNow for full transparency
and traceability.
TTEC Engage is committed to consistent
communication, proactive issue management, and full
alignment with DHS through these recurring meetings.
Defect DFM- The Contractor shall execute "emergency" No Meets on Day 1 |TTEC Engage will comply with DHS requirements for In addition to validating and executing fixes rapidly, we
Management |006 updates to the CSC System as an "exception executing emergency updates as exception releases, engage cross functional technical teams immediately,

release" outside of the scheduled releases, if
approved in writing by the Contract
Administrator. Exception releases are to
correct defects that have a Critical impact to
the program and cannot wait until the next
scheduled release.

performed only with written approval from the DHS
Contract Administrator. These releases follow a
controlled, transparent process supported by
ServiceNow Change Management and coordinated with
NICE CXone operations. TTEC validates that the issue
meets DHS’s Critical impact criteria, submits a
documented emergency release plan for approval,
assigns the necessary technical resources, and
coordinates all communication through the Value
Agent. All actions, results, and validation steps are
recorded in ServiceNow. This approach ensures rapid,
safe correction of critical issues while maintaining full
DHS oversight.

provide DHS with real time communication through the
Value Agent, and document every action in ServiceNow
for full traceability. This enhanced rigor and
responsiveness—delivered as part of our standard
operating model—ensures critical issues are resolved
swiftly and safely without any additional cost to the State.
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Defect DFM-  [The Contractor shall agree that defects do No Meets on Day 1 [TTEC fully agrees that defects do not expire and will TTEC maintains a continuous, contract long warranty
Management (007 not expire. If a defect is identified at any time, correct any defect identified at any time during the mindset that treats every defect—regardless of when it is
including after sign-off and approval, it shall Contract term—whether discovered before or after DHS [discovered—as our responsibility to remediate promptly
still be considered a defect and must be sign off—at no additional cost to DHS. TTEC and thoroughly. Beyond the required logging and
corrected by the Contractor at no additional acknowledges that the software solution is not subject |tracking, we apply enhanced diagnostics through NICE
cost to DHS. The software product is not to a limited warranty period; instead, the warranty CXone and ServiceNow, conduct structured RCAs, and
subject to a limited warranty period; rather, extends for the full duration of the Contract. sustain full transparency in defect status without
the warranty remains in effect for the full charging DHS for any corrective effort.
duration of the Contract. All defects TTEC’s defect management workflow, supported by
discovered during this period must be ServiceNow and Nice CXone, ensures: This elevated level of long term accountability and
remediated according to defined timelines e All defects are logged, tracked, and remediated proactive defect stewardship is built into TTEC’s standard
and without charge. regardless of discovery date. operating model, delivering greater reliability and value
* Defects are prioritized, investigated, and resolved throughout the entire contract term at no additional cost
according to the DHS defined timelines. to the State.
* No charges are applied to DHS for any defect-related
remediation throughout the life of the Contract.
TTEC is committed to long term accountability,
trans-parency, and maintaining a fully functional,
DHS approved solution for the entire contract period.
Documentati (DOC- The Contractor shall update all No Meets on Day 1 |TTEC will fully comply with the requirement to update all | TTEC exceeds expectations at no extra cost to DHS by
on 001 documentation ensuring that it is current documentation when modifications are made after maintaining a continuously updated, audit read_y
Management when modification(s) have been made to the initial delivery, providing DHS with revised materials documentation library rather than waiting for

product after the initial delivery. The
Contractor shall provide the required
documentation to DHS within twenty (20)
calendar days of final approval of DHS to
implement the modification(s).
Documentation (in whole or in part) not
meeting DHS standards must be corrected
and resubmitted to DHS for approval within
fifteen (15) calendar days of the initial
electronic copy transmittal date.

within twenty (20) calendar days of final approval. If
DHS determines updates do not meet required
standards, TTEC will correct and resubmit them within
fifteen (15) days of the initial transmittal.
Documentation is managed through a controlled
ServiceNow Change Management process to ensure all
functional, technical, or configuration changes trigger
review and updates. DHS receives complete, accurate,
audit ready documentation that reflects the current
CSC System throughout the life of the Contract.

modification events, enabling us to deliver high quality
updates well before required deadlines.

Our enhanced internal r_eview controls, proactive
alignment across engineering and operations, and
automated Servi_ceNow driven documentation triggers
ensure every update is complete, accurate, and
implementation ready—providing DHS with a higher
standard of clarity and compliance.
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Data DTM- The Contractor shall retain all records for a No Meets on Day 1 |TTEC will fully comply with all DHS record retention TTEC exceeds expectations at no extra cost to DHS by
Management |001 minimum of ten (10) years after final requirements. TTEC agrees to retain all contract related |maintaining documentation as a continuously updated,
/ Governance payment is made under this contract or any records for a minimum of ten (10) years after final audit ready asset rather than waiting for modification
related subcontract, in accordance with the payment under this Contract or any related events, enabling faster, higher quality updates than the
most up to date federal and state regulation. subcontract, in accordance with the most current contract requires.
In the event any audit, litigation or other federal and state regulations. i i
action involving these records is initiated Our enhanced internal review controls, automated
before the end of the ten (10) year period, the If any audit, litigation, investigation, or related action is |ServiceNow driv_en triggers, and cross functional
Contractor agrees to retain these records initiated bef(_)re the end of that period, TTEC will retain  |coordination ensure documentation is accurate,
until all issues arising out of the action are all applicable records until the action is fully resolved or |implementation ready, and aligned with system changes
resolved or until the end of the ten (10) year until the ten year retention period ends—whicheveris |before DHS even requests it—providing greater
period, whichever is later. The Contractor later. transparency and reliability.
agrees to retain all PHI for ten (10) years as
defined by the Privacy Rule promulgated TTEC also agrees to retain all Protected Health
pursuant to HIPAA for ten (10) years or as Information (PHI) in accordance with the HIPAA Privacy
otherwise required by DHS, whichever is Rule for at least ten (10) years, or longer, if required by
later. DHS.
TTEC is committéd to full adherence to DHS, federal,
and state record retention requirements, including PHI
safeguards, for the duration of the Contract.
Data DTM- The Contractor data management strategy No Meets on Day 1 |TTEC will comply with the requirement to update all TTEC applies enterprise grade data governance controls
Management (002 must include the following concepts: Data documentation when modifications are made after that go beyond baseline contractual requirements,

/ Governance

Integrity (data cannot be modified
undetectably), Data Availability (access is
not inappropriately blocked or denied), Data
Authenticity (validation of transactions), Data
Security (encryption and DHS approved
security protocols and processes)

initial delivery, providing DHS with revised materials
within twenty (20) calendar days of final approval. If
DHS determines updates do not meet required
standards, TTEC will correct and resubmit them within
fifteen (15) days of the initial transmittal.
Documentation is managed through a controlled
ServiceNow Change Management process to ensure all
functional, technical, or configuration changes trigger
review and updates. DHS receives complete, accurate,
audit ready documentation that reflects the current
CSC System throughout the life of the Contract.

including continuous monitoring, real time integrity
checks, and automated audit trails across NICE CXone
and ServiceNow.

Our proactive approach ensures data remains accurate,
available, authentic, and secure at all times—supported
by redundancy, encryption, and identity based
validation—providing DHS with a higher level of
protection, transparency, and reliability without any
additional cost.
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General GTS-001|The Contractor shall meet or exceed the Yes - See Meets on Day 1 |Contact list updates for outbound campaigns and
Technical following operational system performance Attachment C campaign results will get pushed between Nice CXone
Standards standards: and ServiceNow after business hours.
1. The Contractor shall complete nightly
refreshes to be completed each morning by a TTEC agrees to complete nightly refreshes between
time established by DHS. systems as established by DHS through the use of APIs.
2. The Contractor shall complete the
weekend refreshes by Monday morning at
6:00 a.m. (Central Time).
General GTS-002 [The directives of CMS incorporate a service- No Meets on Day 1 |TTEC will meet this requirement by delivering a CSC At no additional cost, TTEC will provide DHS with MITA
Technical oriented architecture (SOA) as a MITA system technology infrastructure solution designed with evolution planning, architectural impact assessments,
Standards CSC System design. The SOA directive for a MITA aligned, service oriented architecture (SOA) and reusable integration patterns that support future
MITA compliant design of DHS’s Systems and principles, including loosely coupled services, modernization initiatives. TTEC will also offer API
Services are defined below. The Contractor standards based integration, and support for governance guidance, standards alignment (e.g., FHIR,
shall provide a CMS MITA compliant- distributed computing environments. NIEM, NIST frameworks), and continuous optimization of
response to The CSC Systems and Services service definitions to maintain compliance with evolving
as high-level specifications. SOA is defined The CSC solution uses modular components capable of |MITA or CMS architectural directives.
herein as an approach to loosely coupled, reuse across business functions, supports future
protocolindependent, standards-based upgrades and component replacement, and enables
distributed computing where services are interoperability with DHS and external systems through
executed as an architectural design using an API based integration, messaging, and standards such
Enterprise Service Bus (ESB) or similar as XML and JSON.
provisional technologies.
1. Representative of COTS product Business rules are separated from underlying
architectures and interfaces that allows for technology to support MITA expansion, while single
reuse of system functionality inclusion or sign on, cross platform data distribution, and
redeployment among the various business routing/logging capabilities allow DHS to expose CSC
functions services to other agencies. The solution also enables
2. Supports flexibility for upgrades or incremental implementation so that Medicaid systems
replacement components in the future and is can evolve without wholesale replacement.
capable of exposing system components for
ieco hv nthor ectato adoncioc
General GTS-003 [The CSC System must provide Single Sign-on No Meets on Day 1 |Nice CXone and ServiceNow provide Single Sign-On
Technical capability using DHS's standards for login (SSO) capabilities through support of SAML 2.0, OAuth,
Standards and authentication. and OpenlD Connect. Common integrations include

Azure Active Directory, Okta, Google and others.
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General GTS-004 |The CSC System must retain all information No Meets on Day 1 |ServiceNow and Nice CXone have data retention
Technical necessary to support state and federal periods that can be configured. If data requires
Standards initiative reporting requirements. additional retention, it can be archived to an S3 bucket,
Glacier Storage or something similar.
General GTS-005 [The CSC System must support an No Meets on Day 1 |TTEC will meet this requirement by delivering a CSC At no additional cost, TTEC will provide DHS with ongoing
Technical architecture that incorporates Medicaid technology infrastructure solution designed to align with|architectural assessments, modernization roadmaps,
Standards Information Technology Architecture (MITA) MITA principles, NIST security req_uirements, ARC AMPE |and standards alignment recommendations to adapt to
principles, the most stringent, up to date overlays, HIPAA standards, and NHIT architectural future MITA maturity levels or federal/state architectural
federal security requirements of ARC-AMPE, guidance, including modern SOA based, modular, and |mandates.
(applicable overlay), and HIPAA, and the standards driven design. o
application or CSC System architecture TTEC will also supply reusable integration patterns, API
principals of the National Health Information The solution leverages commercial off the shelf governance best practices, and continuous compliance
Technology (NHIT) such as Service Oriented components with reusable services, supports checks to help DHS maintain a secure, flexible, and
Architecture (SOA), to take advantage of integration and interoperability across DHS and external |future ready enterprise architecture.
Commercial-Off-The- Shelf (COTS) products systems, and isolates business rules from the
and allow for the reuse of system underlying technology to support future modernization.
functionality among the various business This architecture supports secure data exchange,
functions. multi standard messaging formats, component reuse,
and scalable evolution over the contract lifecycle.
Interface and |INT-001 [The Contractor shall support secure No Meets on Day 1 |TTEC will meet this requirement by supporting secure  |At no additional cost, TTEC will provide reusable

Integration

electronic transfer of data files with other
DHS trading partners. Data exchange must
be consistent with all state computer
application and network security policies, as
well as Health Information Exchange
standards, timeframe/schedule and direction
from DHS.

electronic data exchange between the CSC solution and
DHS trading partners using DHS approved transfer
methods such as SFTP, encrypted APIs, or secure file
exchange services. All data transfers adhere to State
application and network security policies, Health
Information Exchange standards, ang DHS specified
schedules and formats. The CSC solution enforces
encryptionin transit and at rest, role based access
controls, audit logging, and compliance with DHS
direction for all file exchanges.

integration patterns, automated file transfer monitoring,
error handling, and audit reporting to strengthen data
exchange reliability. TTEC will also assist DHS with
onboarding new trading partners, validating payload
structures, and optimizing exchange schedules to ensure
secure, standards aligned interoperability across the
DHS ecosystem.
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Interface and |INT-002 [The Contractor shall ensure all required No Meets on Day 1 |TTEC will meet this requirement by ensuring that all At no additional cost, TTEC will provide DHS with routine
Integration Interfaces operate in accordance with the required interfaces within the CSC solution operatein  |interface health reporting, transparency into monitored
specifications, without degradation in accordance with DHS provided specifications, using performance metrics, and collaborative issue triage
performance. established configuration standards, monitored data support. These activities assist DHS with early visibility
flows, and controlled integration points. The CSC and alignment without introducing new interface
solution includes built in performance monitoring, error |development or additional scope beyond DHS approved
handling, and logging to help ensure interfaces run requirements.
reliably without degradation, and any issues identified
are promptly addressed in coordination with DHS.
Interface and |INT-003 [The Contractor CSC System must ensure No Meets on Day 1 |TTEC will meet this requirement by configuring the CSC |At no additional cost, TTEC will provide interface
Integration data received from all Interfaces will be solution to process real time interface transactions performance monitoring, alerting, and collaborative
processed within two (2) seconds at least within DHS specified performance thresholds. The CSC |tuning support based on observed trends. These activities
ninety-nine percent (99%) of the time; solu_tion leverages _scalable, event driven processing give DHS visibility into interface responsiveness and
excluding batch interface updates. Response and modern APl frameworks that routinely support allow for early identification of performance
time is measured from the time the Interface sub second to low second response times in degradations—without introducing additional
receives the transaction to the time the reply production environments. development obligations or new interface guarantees
is completed. beyond approved requirements.
For [equired interfaces, TTEC will configure and monitor
transaction throughput to ensure that at least 99% of
real time requests are processed within two (2)
seconds, excluding batch updates, as defined by DHS.
TTEC will also collaborate with DHS to validate
performance parameters during testing and production
readiness.
Interface and [INT-004 [The Contractor shall load and process all No Meets on Day 1 |TTEC will meet this requirement by configuring the CSC |At no additional cost, TTEC will provide DHS with routine

Integration

incoming interface files according to the
timelines specified by DHS.

solution to load and process all incoming interface files
according to DHS sp-ecified timelines. The CSC solution
uses established file ingestio-n workflows, monitored
processing queues, and DHS approved transfer
methods to ensure that allinbound files are processed
reliably and within required schedules. Processing logic
and timing parameters are validated during testing and
supported through production monitoring.

visibility into file processing status, basic monitoring
alerts for late or failed loads, and collaborative triage
support ifissues arise. These activities enhance
transparency without expanding interface scope or

introducing additional processing guarantees beyond
DHS defined requirements.
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Interface and |INT-005 [The Contractor shall create and push all No Meets on Day 1 |TTEC will meet this requirement by configuring the CSC |At no additional cost,TTEC will provide DHS with routine
Integration outgoing data files according to the timelines solution to generate and push all outgoing data files visibility into outbound file processing status, basic
specified by DHS according to DHS specified timelines. Outbound file monitoring alerts for failed or delayed transmissions, and

creation and delivery use DHS approved formats, collaborative issue resolution support. These measures
schedules, and secure transfer methods, with increase operational transparency without expanding
processing logic validated during testing to ensure scope or creating additional delivery obligations beyond
timely and accurate delivery. The CSC solution includes |DHS defined requirements.
monitored workflows that track file generation and
transmission results.

Interface and |INT-006 [The Contractor shall support functionality to No Meets on Day 1 |TTEC will meet this requirement on Day 1 by enabling

Integration

interface with multiple entities outside of the
Contractor’s CSC System for exchange of
information, per direction of DHS.

the CSC Solution to securely interface with multiple
external entities, agencies, and data providers as
dire(_:ted by DHS. The system supports standards_ based
integrations—such as secure REST/SOAP APIs,

ESB mediated web services, SFTP, and message based
exchanges—ensuring compliant, reliable information
exchange.

Allintegrations adhere to DHS guidance, security
controls, and approved interface specifications. Any
new interfaces are implemented only under DHS
direction and validated through DHS approved testing
and acceptance processes.

At no additional cost, TTEC will provide DHS with
structured interface coordination support, including a
collaborative review of DHS provided specifications,
guidance on interface planning, and basic operational
monitoring and triage support for approved connections.
These value add activities enhance interoper_ability and
reduce onboarding friction while avoiding any
overcommitment to new development, State owned
system changes, or integrations not explicitly allowed by
DHS.
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Interface and |INT-007 [The Contractor CSC System mustinclude the No Meets on Day 1 |TTEC will meet this requirement on Day 1 by delivering a |At no additional cost, TTEC will enhance DHS’s
Integration capability to receive real-time Enterprise CSC System capable of receiving real time Enterprise  |integration readiness through structured coordination
Master Client Index (EMCI) files from the Master Client Index (EMCI) files from the eligibility activities, including review of DHS provided EMCI
eligibility system of record (currently ARIES) system of record (currently ARIES) and returning a specifications, support during interface planning, and
and to provide a real-time validation real time validation response as directed by DHS. This |participationin DHS led testing and validation cycles.
response. integration is included in the Go Live scopetoensure  [The CSC solution also includes monitoring and triage
the CSC can display accurate, synchronized client capabilities for EMCI message processing to help DHS
identity information that contributes to the State’s quickly identify and resolve data issues. These services
desired 360 degree citizenview. improve data reliability and support the State’s unified
citizen view without committing to development beyond
The CSC solution adheres to all DHS provided EMCI DHS authorized interface scope or changes to ARIES or
interface specifications based on DHS architectural other State systems.
direction. The system validates incoming EMCI data,
confirms identity attributes, and provides the required
response in real time, ensuring alignment with the
State’s enterprise identity strategy.
Interface and |INT-008 [The CSC System shall be configured to No Meets on Day 1 |TTEC will meet this requirement on Day 1 by configuring |At no additional cost, TTEC will provide DHS with

Integration

support real-time integration with ARIES,
Core MMIS, and EMCI. This integration shall
allow case notes entered by both CSC and
DHS staff to populate directly into these
systems, eliminating duplicate data entry of
case notes.

the CSC System to support real time, bi directional
integration exclusively through the DHS Enterprise
Service Bus (ESB) with ARIES, Core MMIS, and EMCI, as
directed by DHS.

Through the ESB, the CSC System is able to send and
receive case information in real time, enabling case
notes and relevant case details, including

special handling notes, entered by either CSC or DHS
staff to populate directly into the appropriate systems of
record. This eliminates duplicate data entry and ensures
that all stakeholders operate from a consistent,
authoritative, and timely view of the citizen. The

ESB centric integration approach aligns fully with DHS
architecture standards and ensures that all message
routing, transformation, and validation occur within
DHS’s approved integration framework.

structured coordination, including ESB focused interface
planning support, review of DHS provided schemas and
message definitions, and participation in DHS led testing
and validation of bi directional case note exchanges. The
CSC System also includes monitoring and basic triage
capabilities for message flows to support proactive
identification of data discrepancies or transmission
issues.
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Interface and [INT-009 [The Contractor CSC System must ensure that No Meets on Day 1 |TTEC will meet this requirement on Day 1 by ensuring  |At no additional cost, TTEC will support DHS by reviewing

Integration

all data exchanges including inbound and
outbound interfaces must comply with the
most stringent, up to date industry standards
(e.g., National Information Exchange Model
(NIEM), ARC-AMPE, (applicable overlay),
HIPAA-compliance standards, Health level 7
(HL?7), Fast Healthcare Interoperability
Resources (FHIR)).

that allinbound and outbound data exchanges routed
through the DHS Enterprise Service Bus comply with the
most current and applicable industry standards defined
by DHS. The CSC System supports data formats,
structures, and security practices that align with DHS
direction for standards such as NIEM, NIST, ARC AMPE
overlays, HIPAA compliant data handling, HL7, and FHIR
when those standards are required for a specific
interface. The CSC System validates data in accordance
with DHS provided specifications and ensures that ESB
managed exchanges meet the most stringent
compliance expectations for each integration.

DHS provided schemas and exchange definitions,
coordinating during standards based interface planning,
and participating in DHS led validation cycles that
confirm compliance with the required frameworks. The
CSC System includes monitoring and basic triage
capabilities that help DHS identify issues with structure,
schema alignment, or validation failures. These activities
strengthen adherence to required standards without
committing to the implementation of new frameworks or
extensions not expressly directed by DHS.
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Interface and |INT-010 [The Contractor shall meet the following No Meets on Day 1 |TTEC meets this requirement on Day 1 through the At no additional cost, TTEC will exceed the requirement

Integration

usability and accessibility requirements:

1. Design a Cloud-based portal, subject to
DHS approval, during all phases of the
Contract.

2. Cloud-based portals as end-user
interfaces must provide for resizing of
windows to accommodate different display
sizes and resolution without truncating the
windows.

3. Support performance across both slow
and high speed internet connections with
ability to toggle between slow and high needs
modes.

4. Provide end-user access and availability in
accordance with the performance standards
included in this RFP.

5. Provide error messages and alerts to
authorized users on status of application
interfaces and portal data processing (i.e.,
when processing is completed or errors
occur).

A Drovideo Clonid_hacod nartal fiinctinnalityv

native capabilities of ServiceNow and NICE, which
together provide a cloud platform that is fully
accessible, responsjve, and compliant without
additional configuration by TTEC or the State.
ServiceNow’s cloud based interface automa_tically
adjusts to all screen sizes and includes built in usability
features such as context sensitive help, hover
elements, links, menus, keyboard shortcuts, and
status/error messaging. Its components meet WCAG
2.2 AA accessibility standards across portal, agent, and
mobile experiences. NICE provides cloud based
performance and availability, ensuring stable,
consistent end user access. These product level
capabilities satisfy all required usability and
accessibility features.

by providing a platform environment that not only meets
current accessibility standards but is also already
evaluating alignment with WCAG 3.0, placing DHS ahead
of expected compliance timelines. Because ServiceNow
and NICE deliver these capabilities natively at the
product level, DHS benefits from ongoing platform
updates that enhance accessibility, user experience, and
device adaptability without requiring additional effort
from DHS or TTEC. TTEC also supports DHS by aligning
DHS provided help and documentation content with the
system’s built in help and knowledge features.
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Interface and |INT-011 [The Contractor CSC System must perform No Meets on Day 1 |TTEC will meet this requirement on Day 1 by providing a |At no additional cost,TTEC will enhance DHS

Integration

real-time data processing, as agreed to by
DHS, including but not limited to, data
loading, orchestration, integration,
validation, and transformation from sender to
receiver.

CSC System that performs real-time data processing
through the DHS Enterprise Service Bus, as directed by
DHS. The system supports real-time data loading,
orchestration, validation, transformation, and secure
routing of information from sender to receiver based on
DHS defined rules and standards.

These capabilities are delivered through the platform’s
native processing framework, which manages message
handling, workflow execution, and transformation logic
without requiring any custom development from DHS.
All real time processing functions operate within DHS
approved specifications and follow the State’s
integration policies for sequencing, data quality, and
operational control.

effectiveness by supporting DHS during interface
planning, schema reviews, and validation cycles to
ensure that real-time message flows are configured
according DHS' requirements. The CSC System provides
built in monitoring and basic triage capabilities that help
DHS identify processing exceptions, data quality
concerns, or orchestration issues quickly and accurately.
These platform level capabilities strengthen the State’s
end-to-end data flow reliability without requiring
additional development or enhancements beyond DHS
authorized scope.

Interface and
Integration

INT-012

The CSC System must maintain two (2)
months of all historical interface files, to be
used in the event an issue or problem is
identified.

No

Meetson Day 1

TTEC will meet this requirement on Day 1 by providing a
CSC System that retains two months of historical
interface files as part of its standard platform level data
handling capabilities. Allinbound and outbound
interface files processed through the DHS Enterprise
Service Bus are stored securely for the required
retention period to support issue investigation, audit
needs, and troubleshooting.

This functionality operates automatically as part of the
system’s baseline integration and file management
framework and does not require additional
configuration or development by TTEC or DHS. Retained
files remain accessible for DHS review and can be
retrieved to support problem analysis or confirmation of
prior data exchanges.

At no additional cost, TTEC will enhance DHS operations
by providing organized, accessible file retention
structures along with monitoring and basic triage
capabilities that help DHS quickly locate and analyze
historical interface files when investigating anomalies.

TTEC will also support DHS by aligning retention
practices with DHS defined policies and ensuring that file
retrieval processes remain straightforward and
consistent. These activities increase the reliability and
utility of retained interface data requiring no additional
development, storage configuration, or dedicated
support beyond the DHS' authorized scope.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS

Performance |PER-001 [Deductions from “payment amounts due” to No Meets on Day 1 |TTEC will adhere to the Performance Based Contracting [TTEC applies rigorous performance monitoring,

Management the Contractor, by DHS, for the Contractor’s standards and ensure that any DHS identified payment |early warning analytics, and proactive corrective action
failure to perform as defined in these deductions are promptly reviewed, acknowledged, and |routines that help preventissues before they ever trigger
requirements, including Performance Based transparently reflected on our invoices. We maintain PBC deductions. In addition, we provide DHS with full
Contracting (PBC), may be from any money rigorous performance monitoring and timely corrective |transparency through detailed performance dashboards
payable to the Contractor pursuant to the action processes to minimize performance issues and |and rapid remediation support, ensuring stronger
Contract. DHS shall notify the Contractor on ensure compliance with DHS expectations. compliance and fewer deduction events—all delivered as
the Contractor’s Invoice of the deductions in part of our standard operating model with no added cost
payment amounts due, and the failure to to the State.
perform.

Performance [PER-002|The Contractor shall comply with all Health No Meets on Day 1 |TTEC will ensure all CSC System transactions and data |TTEC exceeds expectations at no extra cost to DHS by

Management Insurance Portability and Accountability Act exchénges adhere to HIPAA compliant code sets, applying enterprise level HIPAA and HITECH safeguards
(HIPAA) compliant transactions and code CMS mandated standards, and the most current federal|that go far beyond minimum compliance, including
sets in place in DHS and those mandated by and state privacy and security regulations in effect at continuous monitoring, advanced threat detection, and
CMS as of the date of implementation for the implementation. Consistent with TTEC’s standard automated validation across all NICE CXone and
Contractor’s System, as well as the most practice, we apply rigorous technical safeguards, ServiceNow transactions. We also maintain rigorous
stringent, up to date federal and state privacy validation routines, and compliance controls across internal auditing, mandatory workforce training, and
and security laws, rules, and regulations NICE CXone, ServiceNow, and our enterprise security  [layered security controls that strengthen data protection
delineated in this Contract. framework to maintain end to end protection of all DHS |and reduce DHS oversight burden—delivering a higher

information. standard of privacy and security.
Performance [PER-003|DHS and the Contractor shall conduct No Meets on Day 1 |TTEC will meet this requirement by actively participating |In addition to participating in scheduled sessions, we
Management regularly scheduled performance reviews. in all regularly scheduled performance reviews with provide DHS with proactive trend analysis, early warning

DHS, providing transparent updates on service levels,
operational metrics, and improvement actions. In line
with TTEC’s standard practice, we use structured
dashboards, data driven insights, and clear
documentation to support meaningful discussions and
ensure continuous alignment with DHS performance
expectations.

indicators, and actionable recommendations—ensuring
reviews drive meaningful improvement rather than
simple status reporting, all included as part of our
standard operating model with no added cost to the
State.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Performance [PER-004 [The Contractor must provide a Performance No Meets on Day 1 |TTEC meets this requirement at Go Live by p[oviding a |Atno additional cost, TTEC provides DHS with real time
Management Dashboard to monitor real-time performance unified Performance Dashboard through ServiceNow access to both ServiceNow and CXone dashboards,
standards in a single tool and provide an Performance Analytics and NICE CXone real time configurable widgets, exportable datasets, and API
interface to DHS to use in its own dashboards. These tools display all CSC performance |connections for seamless ingestion into DHS reporting
dashboards. standards—including call handling metrics, SLA environments. The CSC Project Director, CSC Manager,
compliance, case management activity, backlog levels, |and Business Operations Lead provide ongoing
and workflow indicators—in a single consoli_dated view. [dashboard optimization, metric refinement, and
ServiceNow and CXone both provide interfaces and alignment with DHS governance—delivering insights and
data access methods (including dashboard level visibility beyond minimum requirements.
sharing and API feeds) that DHS may use to incorporate
metrics into its own dashboards.
Performance |PER-005 [The Contractor's scope, format, content, No Meets on Day 1 |TTEC meets this requirement at Go Live by submitting  [At no additional cost, TTEC provides DHS with multiple
Management measure criteria, and standards used in the the scope, format, content, measure criteria, and dashboard configuration options, sample KPI libraries,
Performance Dashboard tool must be standards for the Performance Dashboard to DHS for  |and recommended performance standards based on
submitted by the Contractor and approved by approval. Dashboard components are built using industry benchmarks. TTEC also offers iterative
DHS. ServiceNow Performance Analytics and NICE CXone refinement sessions and publishes a dashboard data
real time reporting, ensuring standardized KPIs aligned |dictionary to improve DHS oversight and transparency
with the RFP. The TTEC CSC Project Director, CSC beyond minimum compliance.
Manager, and CSC Business Operations Lead oversee
dashboard definition and DHS coordination.
Performance |PER-006 [The Contractor Performance Dashboard No Meets on Day 1 |TTEC meets this requirement at Go Live by providinga [TTEC exceeds expectations at no extra cost to DHS by
Management must be available real-time 24x7x365, except real time, 24x7x365 Performance Dashboard through  |providing an enterprise grade, always on reporting

approved maintenance windows.

ServiceNow Performance Analytics and NICE CXone
real time reporting, both of which operate continuously
except for scheduled, DHS approved maintenance
windows. The TTEC CSC project team ensures ongoing
availability, monitoring, and coordination of any
maintenance activities.

ecosystem that delivers deeper visibility and faster
insights than the baseline requirement. In addition to
maintaining 24x7x365 dashboard availability, we layer in
proactive monitoring, automated alerting, and real time
performance analytics across both ServiceNow and NICE
CXone—enabling DHS to identify trends, risks, and
opportunities immediately.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Performance |PER-007 [The Contractor Performance Dashboard No Meets on Day 1 |TTEC meets this requirement at Go Live by using At no additional cost, TTEC provides granular access-tier
Management must be accessible to users authorized by ServiceNow Performance Analytics and NICE CXone configuration, multi factor authentication options, and
DHS. dashboards, both of which include role based access |full audit trail visibility for DHS. TTEC also supports DHS
controls that restrict visibility to DHS authorized users |in creating customized dashboard views for different
only. Access provisioning is managed through secure  |authorized roles and provides onboarding/offboarding
authentication, permission groups, and audit logging.  |support to ensure ongoing compliance and secure
The TTEC CSC team coordinates with DHS to ensure access beyond the minimum requirement.
proper authorization and governance for dashboard
access.
Performance |PER-008 |The Contractor Performance Dashboard No Meets on Day 1 |TTEC meets this requirement at Go Live by enabling At no additional cost, TTEC provides import templates,
Management must allow other DHS contractors and ServiceNow Performance Analytics as the central secure upload workflows, and validation rules to ensure
partners to upload performance data, as platform for uploading and aggregating performance accuracy and consistency of data provided by DHS
determined by DHS. data. ServiceNow supports secure external data partners. TTEC also supports DHS in onboarding new
ingestion through APl endpoints, scheduled imports, partner organizations and integrating their datasets into
and partner restricted upload portals, allowing dashboards, enabling broader visibility and reporting
DHS designated contractors and partners to submit beyond baseline requirements.
performance data as required. The CSC team oversees
access authorization and data governance to ensure
compliance with DHS standards.
Performance |PER-009|The Contractor Performance Dashboard No Meets on Day 1 |TTEC meets this requirement at Go Live through TTEC provides custom time interval configuration, trend
Management must display metrics based on timeframes, ServiceNow Performance Analytics-and NICE CXone, visualizations, and automated metric roll ups atno

such as hourly, daily, weekly, monthly,
quarterly, and annually.

both of which natively support time based metric views.
The Performance Dashboard will present real time and
historical metrics by hour, day, week, mon-th, quarter,
and year, with configurable filters and drill down
capability. Dashboard design and validation are
overseen by the CSC Project Director, CSC Manager,
and CSC Business Operations Lead. TTEC personnel
will work collaboratively with DHS personnel to ensure
we are configuring the Performance Dashboard to meet
your expectations of reporting data/content and display.

additional cost. DHS may also access exportable
datasets and APl connections to ingest time based
metrics into its own systems, enabling deeper
operational insights beyond minimum RFP requirements.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Performance |PER-010 |The Contractor Performance Dashboard No Meets on Day 1 |TTEC provides visual performance measurements At no additional cost, TTEC provides DHS with
Management must display measurements using visuals through ServiceNow Performance Analytics and NICE  |customizable visualization options, drill down analytics,
such as charts and graphs. CXone, both of which natively support charts, graphs, [trend overlays, threshold based color coding, and
heatmaps, gauges, and trend visualizations. These exportable visual reports. TTEC also offers dashboard
visuals enable immediate interpretation of CSC layout optimization and supports DHS in embedding
performance metrics across all required timeframes. visuals into its internal reporting environments,
exceeding the baseline requirement.
Performance |PER-011 |The Contractor Performance Dashboard No Meets on Day 1 |TTEC will provide a Performance Dashboard that tracks |TTEC exceeds expectations at no additional cost to DHS
Management must report year-to-date spend of hours and year to date hours and budget spend with full by delivering a Performance Dashboard that goes beyond
dollars against the budget, with drill down transparency, enabling DHS to monitor performance baseline reporting and offers enhanced analyticalinsight,
capability to specify how hours and dollars against planned allocations in real time. The dashboard |usability, and oversight. In addition to standard
were used. includes drill down capabilities that show exactly how |[year to date budget and hofj_rs tracking, TTEC
hours and dollars were utilized across tasks, resources, |incorporates advanced drill downs, intuitive
and project activities. This approach ensures clear visualizations, and resource level transparency that
visibility, accountability, and effective budget oversight |allow DHS to quickly identify trends, variances, and
throughout the contract lifecycle. optimization opportunities without needing additional
tools or contractor support.
We further enhance value by integrating proactive
monitoring features and internal quality checks that
highlight potential budget or labor risks before they
impact delivery—capabilities typically offered as
premium services but provided by TTEC as part of our
standard practice. This enriched, no cost reporting
framework enables DHS to make informed decisions
faster while maintaining full confidence in the accuracy
and integrity of project performance data.
Performance |PER-012|The Contractor Performance Dashboard No Meets on Day 1 |TTEC uses ServiceNow Performance Analytics and NICE |At no additional cost, TTEC provides DHS with
Management must have the capability to configure CXone to configure performance thresholds for all CSC |customizable threshold logic, multi level severity alerts,

thresholds, ability to automate and send alert
notifications to DHS staff for all targets that
are missed.

metrics. Both platforms support automated alerting that
notifies DHS staff when targets or SLAs are missed.
Alerts can be delivered via email, dashboard
notifications, or integrated ServiceNow tasks.

and automated escalation workflows. TTEC also supports
DHS with tailored KPI monitoring packs, predictive alerts
(based on trend analysis), and real time anomaly
detection using CXone insights—enhancing performance
oversight beyond minimum RFP requirements.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Performance |PER-013|The Contractor Performance Dashboard have No Meets on Day 1 |TTEC uses ServiceNow Performance Analytics and NICE |At no additional cost, TTEC provides DHS with custom
Management the capability to drill down easily to details CXone, both of which support intuitive drill down drill through workflows, including links to underlying
and actionable information, as well as capability. Users can move from high level KPIs into ServiceNow cases, CXone interaction details, and
historical data. detailed records, agent activity, queue performance, historical trend comparisons. TTEC also enables
and historical trends with a single click. These exportable detail level datasets and supports the
drill downs provide actionable information needed for |creation of tailored analytics views, providing greater
performance management across daily, weekly, transparency and actionable insight than the minimum
monthly, and annual periods. requirement.
Performance |PER-014|The Contractor Performance Dashboard No Meets on Day 1 |TTEC meets this requirement at Go Live using At no additional cost, TTEC provides customizable
Management must provide field sensitive user help. ServiceNow Performance Analytics, which supports contextual help, including DHS specific metric
field sensitive user help through embedded tooltips, definitions, SI__A explanations, drill down guidance, and
hover help, inline guidance, and contextual linked knowledge articles within ServiceNow. TTEC also
explanations tied directly to each dashboard metric. updates user help content as metrics evolve, ensuring
NICE CXone dashboar_ds provide similar contextual consistent, on screen assistance that exceeds baseline
assistance with hover over definitions and visual cues. |requirements.
Performance |PER-015|The Contractor Performance Dashboard No Meets on Day 1 |TTEC uses ServiceNow Performance Analytics and NICE |TTEC enables DHS access to automated data pipelines,
Management Provide efficient and automated data CXone to provide efficient and automated data analysis |cross system normalization, and advanced analytics,

analysis and integration.

and integration. ServiceNow automates KPI
calculations, trending, and visualizations, while NICE
Cane automates ingestion of real time telephony
metrics. Both tools support automated data refreshes,
API based integrations, and configurable
transformation rules.

including anomaly detection and data quality checks at
no additional cost. TTEC also provides DHS with
configurable integration templates and supports
automated ingestion of partner submitted data, offering

more efficient analytics than the minimum requirement.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Reporting RPT-001 [The Contractor must ensure the following Yes - See Meets on Day 1 |TTEC will produce all daily, weekly, monthly, quarterly, [TTEC leverages automation, real time validation tools,
Management performance standards apply to all reports, | AttachmentC annual, and balancing reports within the timelines and advanced reporting technologies that allow us to
including Status Reports. All standard specified by DHS and make them available online for deliver reports faster, with greater accuracy, and with far
production reports must be available online DHS review. Our reporting workflow includes automated|less manual intervention than the requirement
for review by DHS staff pursuant to the production schedules, quality checks, and rapid mandates. Our enhanced quality controls, automated
following schedule (unless otherwise error correction proce(_jures to e_n_sure accuracy and scheduling, and proactive error detection processes
addressed in the Contract provisions): compliance—correcting any DHS identified issues often allow us to identify and correct issues before DHS
1. Daily reports — by 10:00 AM of the following within the required ten business day window. This ever flags them—providing a higher level of reliability and
business day. disciplined reporting process aligns with TTEC’s transparency without any additional cost to the State.
2. Weekly and Biweekly reports - by 10:00 AM standard practice of timely, transparent, and error free
of the next business day after the scheduled reporting across all contract obligations.
production date.
3. Monthly reports - by 10:00 AM of the fifth
(5th) business day after month end cycle.
4. Quarterly reports — by 10:00 AM of the fifth
(5th) business day after quarterly cycle.
5. Annual reports - by 10:00 AM of the tenth
(10th) business day after year end cycle
(state fiscal year, federal fiscal year, waiver
year or calendar year).
6. Balancing reports are to be provided to
DHS within two (2) business days after
comnlotinn nftho nradiiction riin
Security SEC-001|Contractor shall support DHS in producing No Meets on Day 1 |TTEC is currently in the process of becoming ARC-AMPE |TTEC exceeds expectations by providing continuous
Management security related formal deliverables and certified by mid-year 2026 that includes to our currently |security improvement recommendations, emerging

informal deliverables in support of required
formal deliverables including but not limited
to report development, controls
documentation, HIPAA compliance activities,
performing security audits, etc. Upon
Contractor contract execution date, a DHS
resource will be identified for managing and
validating all security compliance.

FedRamp authorized. TGN environment. We fully
expect to have the ARC-AMPE certification being
completed prior to the go live start date.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-002|Contractor shall establish Security and No Meets on Day 1 |TTEC is currently in the process of becoming ARC-AMPE |TTEC exceeds expectations by providing continuous
Management Privacy Plan audits in line with ARC-AMPE, certified by mid-year 2026 that includes the TGN security improvement recommendations, emerging
institute best-practice processes that ensure environment. threat advisories, and best practice guidance aligned to
that security and privacy measures address industry frameworks (e.g., NIST 800 53) as part of
all the most stringent, up to date, federal and standard service delivery without DHS incurring extra
state policies, procedures, reporting and charges.
compliance training. Access will be verified
before "go-live" and annually with the
Disaster Recovery testing. Allitems in the
Security and Privacy Plan must be reviewed
and approved by DHS prior to submission to
CMS.
Security SEC-003|Contractor shall establish System Security No Meets on Day 1 |TTEC is currently in the process of becoming ARC-AMPE | TTEC exceeds expectations by providing continuous
Management and Privacy Plan (SSPP) governance certified by mid-year 2026 that includes the TGN security improvement recommendations, emerging
structures in line with ARC-AMPE, designed environment. threat advisories, and best practice guidance aligned to
to assess the audits and make industry frameworks (e.g., NIST 800 53) as part of
recommendations to improve the System standard service delivery without DHS incurring extra
Security and Privacy Plan obligations. The charges.
Contractor shall also update the System
Security and Privacy Plan (SSP) to align with
any new version of ARC-AMPE within six (6)
months of release, including identification of
any compliance gaps and proposed
mitigation strategies.
Security SEC-004|Contractor shall develop and maintain all No Meets on Day 1 |TTEC is currently in the process of becoming ARC-AMPE | TTEC exceeds expectations by providing continuous
Management documentation required for security audits, certified by mid-year 2026 that includes the TGN security improvement recommendations, emerging

internal control and control testing in
compliance with all dates and directionsin
accordance with all most stringent, up to
date state and federal regulations and in line
with ARC-AMPE, (applicable overlay).

environment.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-005|For all Contractor maintained systems, Yes - See Meets on Day 1 |Per the business scope, no PHI data will be stored TTEC exceeds expectations by providing continuous
Management controls and services, the Contractor is liable | Attachment C on TGN systems and environment. security improvement recommendations, emerging
for all penalties that DHS is assessed for threat advisories, and best practice_guidance aligned to
failure to meet all federal regulations industry frameworks (e.g., NIST 800 53) as part of
regarding standards for privacy, security, and standard service delivery without DHS incurring extra
individually identifiable Protected Health charges.
Information (PHI) as identified in Health
Insurance Portability and Accountability Act
(HIPAA), ARC-AMPE (applicable overlay), the
Health Information Technology for Economic
and Clinical Health Act (HITECH) or any
government agency with authority over the
information system and services provided
under the Contract. Reimbursement for all
penalties must be made within thirty (30)
business days from when DHS receives
notice from a federal agency.
Security SEC-006|The Contractor shall complete Yes - See Meets on Day 1 |TTEC is currently in the process of becoming ARC-AMPE | TTEC exceeds expectations by providing continuous
Management comprehensive white-box internal and Attachment C certified by mid-year 2026 that includes the TGN security improvement recommendations, emerging

external Penetration Testing according to
both ARC-AMPE and Penetration Testing
Execution Standard (PTES), forty-five (45)
calendar days prior to operational readiness,
and annually thereafter. The Contractor shall
provide complete, unaltered, non-redacted
results to DHS within ten (10) business days
after Penetration test completion. Reporting
shallinclude all elements of ARC-AMPE as
required in the Deliverable.

environment.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-007|The Contractor shall complete risk No Meets on Day 1 |TTEC is currently in the process of becoming ARC-AMPE | TTEC exceeds expectations by providing continuous
Management assessments and security audit reports on an certified by mid-year 2026 that includes the TGN security improvement recommendations, emerging
annual basis and update when additions or environment. threat advisories, and best practice guidance aligned to
changes to functionality impact the security industry frameworks (e.g., NIST 800 53) as part of
framework, architecture or when a new standard service delivery without DHS incurring extra
vulnerability exists. Major system changes as charges.
defined by CMS may require additional
security testing.
Security SEC-008|The Contractor shall produce all system Yes - See Meetson Day 1 TGN is a COTS environment and there is no code TTEC exceeds expectations by providing continuous
Management scans, static code scans, dynamic code Attachment C scanning. Vulnerability and compliance scans are security improvement recommendations, emerging
scans, system hardening scans, system conducted weekly. threat advisories, and best practice guidance aligned to
vulnerability scans, and network vulnerability industry frameworks (e.g., NIST 800 53) as part of
scans, on all CSC System environments that standard service delivery without DHS incurring extra
contain member data according to the most charges.
stringent, up to date federal ARC-AMPE,
(applicable overlay), guidance. Unedited,
non-redacted, and complete results shall be
delivered to DHS within two (2) business days
of completing the testing or scan. If using a
SaasS solution, the Contractor shall produce
all available scans and results and also allow
DHS to conduct secondary scans.
Security SEC-009|The Contractor shall comply with the most No Meets on Day 1 |We adhere to FIPS 140-2. TTEC exceeds expectations by providing continuous
Management stringent, up to date ARC-AMPE guidance as security improvement recommendations, emerging

required by CMS for use of secure hash
algorithms. All encryption used shall be in
vendor support, not deprecated, not
disallowed, and free of known defect.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-010|The Contractor shall conduct Center for Yes - See Meets on Day 1 |We comply with CIS Hardening scans. TTEC exceeds expectations by providing continuous
Management Internet Security (CIS) Hardening Scans level | Attachment C security improvement recommendations, emerging
1 with zero findings before server acceptance threat advisories, and best practice_guidance aligned to
and on an annual basis (determined by date industry frameworks (e.g., NIST 800 53) as part of
the first hardening scans have been standard service delivery without DHS incurring extra
performed and accepted). The Contractor charges.
shall provide complete, unaltered, non-
redacted results to DHS within two (2)
business days after completion.
Security SEC-011|The Contractor shall ensure all software, Yes - See Meets on Day 1 |We comply with this. TTEC has an active Continuous TTEC exceeds expectations by providing continuous
Management systems, and components, including code Attachment C Monitoring based on current inventory. security improvement recommendations, emerging
frameworks, are maintained to the latest threat advisories, and best practice_guidance aligned to
version (N, N-1, or N-2) and within current industry frameworks (e.g., NIST 800 53) as part of
Contractor support. The Contractor shall standard service delivery without DHS incurring extra
submit a Plan of Actions and Milestones charges.
(POA&M) to document when any software,
systems or components become out of date,
unmaintained, reliant on uncontrolled
components, reliant on components that are
not updatable, or out of current Contractor
support.
Security SEC-012|The Contractor shall ensure the No Meets on Day 1 |TTEC applies FIPS-140-2 cryptographic approved NIAP | TTEC exceeds expectations by providing continuous
Management confidentiality, integrity, and availability of all modules. security improvement recommendations, emerging

DHS data passing through the Contractor and
Subcontractor networks.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-013|The Contractor must provide the No Meets on Day 1 |We have a process in place for reviewing data center TTEC exceeds expectations by providing continuous
Management documented statements of the Data Center’s security documentation. TTEC receives annual SOC security improvement recommendations, emerging
ability to provide the following capabilities reports showing compliance. threat advisories, and best practice guidance aligned to
and assurances: industry frameworks (e.g., NIST 800 53) as part of
1. SOC 2 Type 2 Audits (Statement on standard service delivery without DHS incurring extra
Standards for Attestation Engagements). charges.
2. Information Technology Infrastructure
Library (ITILv3) Best Practice Standards.
3. Contractor must provide security level
with certificate (i.e., gov or FEDRAMP).
Security SEC-014|The Contractor must have an independent No Meets on Day 1 |TGN has a SOC 1 Type IIl. We willhave SOC 2 Type Il by | TTEC exceeds expectations by providing continuous
Management third party conduct a SOC 2 Type 2. The end of 2026. security improvement recommendations, emerging
Contractor must have an independent third threat advisories, and best practice_guidance aligned to
party conduct a SOC 2 Type 2 audit annually industry frameworks (e.g., NIST 800 53) as part of
to confirm that financial controls are standard service delivery without DHS incurring extra
operating throughout the specified period. charges.
The annual report results must be available to
the Contractor within eight (8) weeks of
completion to be conducted with the SOC 2
Type 2.
Security SEC-015|The Contractor shall have processes in place No Meets on Day 1 |We have a SIEM tool in place that monitors this TTEC exceeds expectations by providing continuous
Management to restrict access when inappropriate system 24/7/365 by our SOC team. security improvement recommendations, emerging
access or misuse is detected. threat advisories, and best practice_guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
Security SEC-016|The Contractor shall integrate with DHS's No Meets on Day 1 |We have SSO and MFA in place for seamless integration.| TTEC exceeds expectations by providing continuous
Management federated identity and access management security improvement recommendations, emerging

CSC System that will perform user
authentication and authorization through
single sign-on for all module components to
current multifactor requirements. Any
exceptions must be approved by the DHS
Change Review Board.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-017|The Contractor shall limit access to its off- No Meets on Day 1 |TTEC utilizes a 3rd party data center and provide access | TTEC exceeds expectations by providing continuous
Management site facilities, including storage facilities. The upon request security improvement recommendations, emerging
Department has the right to perform physical threat advisories, and best practice_guidance aligned to
security audits of the Contractor off-site and industry frameworks (e.g., NIST 800 53) as part of
on-site facilities at DHS's discretion. DHS standard service delivery without DHS incurring extra
reserves the right to ad hoc review of facilities charges.
access logs and of the quarterly access
reviews.
Security SEC-018|The Contractor shall maintain ciphers for Yes - See Meets on Day 1 |TTEC only uses NIAP approved FIPS 140-2 encryption TTEC exceeds expectations by providing continuous
Management encryption as required by the most stringent, | Attachment C modules security improvement recommendations, emerging
up-to-date federal FIPS 140-3 and ARC-AMPE threat advisories, and best practice_guidance aligned to
(applicable overlay) guidance. industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
Security SEC-019|The Contractor shall perform ARC-AMPE Yes - See Meets in future |TTEC is undergoing ARC-AMPE certification that willbe | TTEC exceeds expectations by providing continuous
Management (applicable overlay) corrections to mitigate | AttachmentC completed in 2026 security improvement recommendations, emerging

security vulnerabilities according to the
vulnerability priority below or upon a mutually
agreed upon time frame.

1. Urgent: Within twenty-four (24) hours.

2. Critical priority: Within seven (7) calendar
days.

3. High priority: Within thirty (30) calendar
days.

4. Medium priority: Within ninety (90)
calendar days.

5. Low priority: Within one hundred eighty
(180) calendar days.

The National Vulnerability Database (NVD)
will be used to determine the level of priority.
If the security vulnerability is not categorized
in the NVD, DHS will assign the priority.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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New

Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-020]|As required by HHS, the Contractor shall Yes - See Meets on Day 1 |Only unique identifiers are used in TTEC Government TTEC exceeds expectations by providing continuous
Management prevent and prohibit any user or system Attachment C Network (TGN) security improvement recommendations, emerging
administrator from having a shared account. threat advisories, and best practice_guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
Security SEC-021|The Contractor shall provide a process for No Meets on Day 1 |Masking is applied within TTEC Government Network TTEC exceeds expectations by providing continuous
Management masking, sanitizing, scrambling, or de- (TGN) for sensitive information security improvement recommendations, emerging
sensitizing sensitive data (e.g., Pll/PHI) to threat advisories, and best practice-guidance aligned to
ARC-AMPE standards and HHS De- industry frameworks (e.g., NIST 800 53) as part of
Identification Guidance HHS-0945--F-3337 standard service delivery without DHS incurring extra
when extracting data from the production charges.
and/or UAT environment for use in non-
production environments. UAT environment
is considered and treated as a production
environment.
Security SEC-022|The Contractor shall provide and operate No Meets on Day 1 |TTEC deploys a SIEM that provides automatic alerting  |TTEC exceeds expectations by providing continuous
Management CSC Systems that terminate access for event settings on a 24x7 basis security improvement recommendations, emerging

immediately and generates alerts for
conditions that violate security rules,
unauthorized attempts to access data and
system functions, and system activity based

on security parameters.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-023|The Contractor shall provide the ability to de- No Meets on Day 1 |Datais access on a role base access control (RBAC) TTEC exceeds expectations by providing continuous
Management identify and/or redact data for entities not security improvement recommendations, emerging
authorized to receive Pll or PHI and utilize de- threat advisories, and best practice_guidance aligned to
identification algorithms. The Contractor industry frameworks (e.g., NIST 800 53) as part of
shall provide the ability to “select” standard service delivery without DHS incurring extra
production claims for input into testing charges.
environments using claim data. Production,
UAT and Production Simulation environments
are exempt from this requirement, all other
environments must use de-identified data
unless waived by DHS's Change Review
Board accompanied by a Risk Acceptance
Letter and CMS template Security Impact
Analysis. Environments with data that is not
de-identified must be protected with all
contractually required safeguards.
Security SEC-024|The Contractor shall provide a Ransomware No Meets in future |Ransomware Recovery Plan can be developed specific [TTEC exceeds expectations by providing continuous
Management Recovery Plan to DHS that addresses to DHS requirements security improvement recommendations, emerging
recovery within seventy-two (72) hours for all threat advisories, and best practice-guidance aligned to
ransomware or cyber security incidents. industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
Security SEC-025|The Contractor shall run Compliance Scans, Yes - See Meets on Day 1 |Tenable scans are ran weekly and reviewed on a weekly | TTEC exceeds expectations by providing continuous
Management using the most stringent, up to date federal | Attachment C status meeting security improvement recommendations, emerging

ARC-AMPE (applicable overlay) guidance
upon major system change. The Contractor
shall provide complete, unaltered, non-
redacted scan files to DHS within two (2)
business days of completing the scan.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS

Security SEC-026|The Contractor shall support the disaster No Meets on Day 1 |TTEC conducts an annual table top exercise with a TTEC exceeds expectations by providing continuous

Management recovery activities that will provide timely lessons learned security improvement recommendations, emerging
failover and create relevant documented threat advisories, and best practice_guidance aligned to
policies and procedures to implement a industry frameworks (e.g., NIST 800 53) as part of
recovery meeting DHS contractual standard service delivery without DHS incurring extra
requirements and all federal mandated charges.
recovery time to recover requirements.

Security SEC-027|The Contractor shall test and implement all No Meets on Day 1 |TTEC Change Management Plan is implemented for TTEC exceeds expectations by providing continuous

Management production ready patches, upgrades, and testing and updates to the TGN environment security improvement recommendations, emerging
releases for all applicable software, firmware threat advisories, and best practice-guidance aligned to
and operating systems in a timely manner industry frameworks (e.g., NIST 800 53) as part of
compliant with the most stringent, up to standard service delivery without DHS incurring extra
date federal guidance for HHS Cornerstone charges.
or ARC-AMPE, (applicable overlay), in
coordination with other modules.

Security SEC-028|The Contractor shall ensure that all data No Meets on Day 1 |FIPS -140-2 is implemented for data in transit and at TTEC exceeds expectations by providing continuous

Management being stored or exchanged outside of the rest security improvement recommendations, emerging

direct Contractor’s System-certified data
center and cloud CSC Systems are either
encrypted or de-identified so that all
protected health information (PHI) data is
protected from accidental disclosure, in
accordance with the most stringent, up to
date federal ARC-AMPE (applicable overlay),
guidance. This includes, but is not limited to,
offsite backup media; desktop/laptop disk
drives; and data exchanges between any
Stakeholders, including DHS data centers.
Any determined need for “live” program data
for supporting testing phases must be
approved in writing by DHS's Contract
Administrator and DHS's Chief Information
Security Officer.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-029|The Contractor shall follow the most No Meets on Day 1 |All system logs are captured and retained for set period |TTEC exceeds expectations by providing continuous
Management stringent, up to date federal ARC-AMPE, based on the customers' requirements security improvement recommendations, emerging
(applicable overlay), guidance as directed by threat advisories, and best practice_guidance aligned to
the update. The CSC System must maintain industry frameworks (e.g., NIST 800 53) as part of
comprehensive system file logs, including standard service delivery without DHS incurring extra
but not limited to: charges.
1. Applications
2. Interfaces
3. Security
4. System
5. Network
6. Data Transformations
Security SEC-030|The Contractor shallimplement (at the time No Meets on Day 1 |TTEC can provide all applicable NIST 800-53a rev5 TTEC exceeds expectations by providing continuous
Management live beneficiary data is introduced) policies policies and procedures. Also, annual reviews are security improvement recommendations, emerging
and procedures to limit physical access to its conducted to update as needed. threat advisories, and best practice guidance aligned to
electronic information systems and the industry frameworks (e.g., NIST 800 53) as part of
facility or facilities in which they are housed, standard service delivery without DHS incurring extra
while ensuring that properly authorized charges.
access is allowed, in accordance with 45 CFR
Part 164.306. These policies and procedures
must address prevention, detection,
containment and correction of any security
violations and must be in accordance with
the DHS Incident Response Plan, and most
stringent, up to date federal ARC-AMPE,
(applicable overlay), guidance.
Security SEC-031|The Contractor shall deliver an Incident No Meets on Day 1 |TTEC Government Network (TGN) Incident Response TTEC exceeds expectations by providing continuous
Management Response Plan for DHS approval that covers Plan (IRP) is in place and tested annually via a tabletop [security improvement recommendations, emerging

responses to suspected or confirmed
security incidents, privacy incidents, or
breaches.

exercise.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-032|The Contractor shallimplement and maintain No Meets in future |TTEC is undergoing ARC-AMPE certification that willbe [TTEC exceeds expectations by providing continuous
Management procedures for removal/ destruction of ePHI completed in 2026 security improvement recommendations, emerging
from electronic media before the media are threat advisories, and best practice_guidance aligned to
made available for reuse according to the industry frameworks (e.g., NIST 800 53) as part of
most stringent, up to date federal ARC-AMPE, standard service delivery without DHS incurring extra
(applicable overlay), guidance. charges.
Security SEC-033|The Contractor shall retain all logs related to Yes - See Meets on Day 1 |All system logs are captured and retained for set period |TTEC exceeds expectations by providing continuous
Management security incidents for a minimum of ten (10) | AttachmentC based on the customers' requirements security improvement recommendations, emerging
calendar years, or as prescribed by the most threat advisories, and best practice-guidance aligned to
stringent, up-to-date federal ARC-AMPE, industry frameworks (e.g., NIST 800 53) as part of
(applicable overlay), guidance. In the event standard service delivery without DHS incurring extra
an audit is performed, the Contractor may be charges.
required to retain the logs longer than the
prescribed CMS or ARC-AMPE requires.
Security SEC-034|The Contractor shall document and track all Yes - See Meets on Day 1 |TTEC Continuous Monitoring (ConMon) provides the TTEC exceeds expectations by providing continuous
Management Findings, Vulnerabilities, and Risk Attachment C process of managing risk items security improvement recommendations, emerging

Acceptances in the Plan of Actions and
Milestones (POA&M) as "issues" and resolve
in a timeline per the most stringent, up to
date federal ARC-AMPE, (applicable overlay),
resolution guidance. All security and
vulnerabilities must be reviewed at least
weekly by DHS and the Contractor. The
Contractor shall use the most up-to-date
CMS POA&M template and guidance.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-035|The Contractor CSC System must No Meets on Day 1 |TTEC deploys a SIEM that provides automatic alerting  |TTEC exceeds expectations by providing continuous
Management automatically maintain an audit trail of users for event settings on a 24x7 basis security improvement recommendations, emerging
activity, including database administrators, threat advisories, and best practice_guidance aligned to
who pass through, query, or view a record, industry frameworks (e.g., NIST 800 53) as part of
regardless of whether data is changed. The standard service delivery without DHS incurring extra
Contractor CSC System must ensure the charges.
audit trail that cannot be modified and is
traceable to an individual. Interactive system
accounts are disallowed.
Security SEC-036|The Contractor entire CSC System must meet No Meets in future |TTEC is undergoing ARC-AMPE certification that willbe [TTEC exceeds expectations by providing continuous
Management the most stringent, up to date federal completed in 2026 security improvement recommendations, emerging
guidance on ARC-AMPE, (applicable overlay), threat advisories, and best practice_guidance aligned to
compliance standards to ensure secure industry frameworks (e.g., NIST 800 53) as part of
handing of PIl, PHI, and Federal Tax standard service delivery without DHS incurring extra
Information (FTI) of US Citizens. charges.
Security SEC-037|The Contractor CSC System must provide No Meets on Day 1 |[MFA is currently in place TTEC exceeds expectations by providing continuous
Management security features that support increasing the security improvement recommendations, emerging
complexity of the authentication and threat advisories, and best practice-guidance aligned to
authorization as the sensitivity of the data or industry frameworks (e.g., NIST 800 53) as part of
functionality increases. standard service delivery without DHS incurring extra
charges.
Security SEC-038|The Contractor CSC System must track any No Meets on Day 1 |TTEC deploys a SIEM that provides automatic alerting  |TTEC exceeds expectations by providing continuous
Management suspected unauthorized or unauthorized for event settings on a 24x7 basis security improvement recommendations, emerging
disclosures of ePHI and report the suspected threat advisories, and best practice_guidance aligned to
disclosures. industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
Security SEC-039|The Contractor CSC System must use No Meets on Day 1 |This is done by default TTEC exceeds expectations by providing continuous
Management foundational technical standards such as security improvement recommendations, emerging

X.509 Certificate format and Public Key
Cryptography Standard (PKCS).

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.

140




New

Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-040|The Contractor CSC System, to protect the No Meets on Day 1 |TTEC uses Data Loss Prevention (DLP) solutions to TTEC exceeds expectations by providing continuous
Management database from SQL injection attacks, must protect sensitive data from unauthorized access, security improvement recommenda_tions, emerging
access the database from the application accidental sharing, or cyber threats. DLP systems help |[threat advisories, and best practice guidance aligned to
only through a standard database abstraction monitor, detect, and prevent data breaches by enforcing|industry frameworks (e.g., NIST 800 53) as part of
layer. security policies across networks, endpoints, and cloud |standard service delivery without DHS incurring extra
environments. TTEC implements and maintains an charges.
EndPoint Detection and Response Solution (EDR)
solution, Sentinel One, to protect each endpoint.
Security SEC-041|The Contractor transmission security must No Meets on Day 1 |Only NIAP approved encryption is used and complies TTEC exceeds expectations by providing continuous
Management use, ata minimum, TLS 1.3, SHA 2 with a with the required settings. security improvement recommendations, emerging
minimum of a 2048 bit key, or a more threat advisories, and best practice_guidance aligned to
advanced industry standard transmission industry frameworks (e.g., NIST 800 53) as part of
security protocol. standard service delivery without DHS incurring extra
charges.
Security SEC-042|The Contractor shall provide a completed No Meets on Day 1 |TTEC contracts with a 3PAO for annual reviews and TTEC exceeds expectations by providing continuous
Management Security Audit Report (SAR) and a SOC 2 Type delivers SARs and SOC2 Type2 reporting as requested. |securityimprovement recommendations, emerging

2 report with results to the Department
annually. The Security Audit Report must
include the most stringent, up to date federal
guidance on ARC-AMPE, (applicable overlay).
The SOC 2 Type 2 report shallinclude all trust
service principles.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-043|The Contractor CSC System must apply No Meets on Day 1 |Thisisin place. TTEC's information security program TTEC exceeds expectations by providing continuous
Management security across the internet (e.g., user incorporates robust administrative, technical, and security improvement recommendations, emerging
profiles and passwords, level of encryption, physical safeguards aligned with industry standards threat advisories, and best practice guidance aligned to
certificates, firewalls, etc.) that meets or such as PCI DSS, SOC 2, Type II, ISO 27002, and HIPAA. |industry frameworks (e.g., NIST 800 53) as part of
exceeds HIPAA privacy and security standard service delivery without DHS incurring extra
regulations, as well as Health Information charges.
Technology for Economic and Clinical Health
Act (HITECH) rules and/or DHS standards
and policies relating to information systems,
information systems security, physical
security, confidentiality, and privacy,
whichever is most strict/stringent
(http://www.dis.arkansas.gov/policiesStanda
rds/Pages/default.aspx).
Security SEC-044|The Contractor shall develop and maintain No Meets on Day 1 |TTEC maintains the Information System Contingency TTEC exceeds expectations by providing continuous
Management annually or upon major system change, a Plan (ISCP) and conducts annual testing security improvement recommendations, emerging
Business Continuity and Disaster Recovery threat advisories, and best practice-guidance aligned to
Plan that must be DHS approved and in place industry frameworks (e.g., NIST 800 53) as part of
before any Department data is transferred or standard service delivery without DHS incurring extra
entered into the information system and charges.
services provided under the contract.
Security SEC-045|The Contractor CSC System must maintain No Meets on Day 1 |TTEC is undergoing ARC-AMPE certification that willbe |TTEC exceeds expectations by providing continuous
Management compliance with provisions for completed in 2026 security improvement recommendations, emerging

Administrative Simplification under the
HIPAA of 1996 and all the most up to date
amendments to ensure the confidentiality,
integrity, and availability of ePHI including:
1. Providing safeguards as described in the
October 22, 1998 State Medicaid Director
letter, Collaborations for Data Sharing
between DHS and Health Agencies.

2. Performing regular audits.

3. Supports incident reporting.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-046|The Contractor shall provide capability to No Meets on Day 1 |[MFA is currently in place TTEC exceeds expectations by providing continuous
Management access different systems or services with security improvement recommendations, emerging
secure sign-on procedures, as directed by threat advisories, and best practice_guidance aligned to
DHS. industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
Security SEC-047|The Contractor shall allow and maintain No Meets on Day 1 |TTEC can accommodate this. TTEC would adhere to TTEC exceeds expectations by providing continuous
Management online access to all reference tables based what is mutually agreed upon within the final SOW in security improvement recommendations, emerging
on user's DHS defined security profile. regard to access types. threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges
Security SEC-048|The Contractor CSC System must maintain No Meets in future |TTEC is undergoing ARC-AMPE certification that willbe [TTEC exceeds expectations by providing continuous
Management compliance with the most stringent, up to completed in 2026 security improvement recommendations, emerging
date HIPAA and ARC-AMPE, (applicable threat advisories, and best practice_guidance aligned to
overlay), privacy and security rules/mandates industry frameworks (e.g., NIST 800 53) as part of
and provide capability to quickly update standard service delivery without DHS incurring extra
systems and policies to account for changes charges.
in HIPAA within CFR designated timeframes.
Security SEC-049|The Contractor shall provide secure access. No Meets on Day 1 |Data centers are controlled via facility and cage access |TTEC exceeds expectations by providing continuous
Management Facilities will have staffed or alerting systems through security key controls security improvement recommendations, emerging
controlled key card access and audit logs for threat advisories, and best practice_guidance aligned to
all entrance / exit doors. industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
Security SEC-050|The Contractor shall ensure that all products No Meets in future |TTEC is undergoing ARC-AMPE certification that willbe [TTEC exceeds expectations by providing continuous
Management covered by the Statement of Work (SoW) completed in 2026 security improvement recommendations, emerging

described in these requirements, and
resulting Contract Management, and all
attachments are compliant with the most up
to date federal Health and Human Services
(HHS), Centers for Medicare Medicaid
Services (CMS) and HIPAA standards and
requirements.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS

Security SEC-051|The Contractor shall meet all the most No Meets on Day 1 |Services are rendered on high availability (HA) to TTEC exceeds expectations by providing continuous

Management stringent, up to date federal regulations eliminate service disruption security improvement recommendations, emerging
regarding standards for privacy, security, and threat advisories, and best practice_guidance aligned to
individually identifiable Protected Health industry frameworks (e.g., NIST 800 53) as part of
Information (PHI) as identified in the HIPAA of standard service delivery without DHS incurring extra
1996, updates to the Act known as HIPAA charges.
Part 2, and all future updates.

Security SEC-052|The Contractor shall ensure methods and No Meets on Day 1 |Services are rendered on high availability (HA) to TTEC exceeds expectations by providing continuous

Management procedures exist to avoid disruption in eliminate service disruption security improvement recommendations, emerging
service regardless of the level of severity; threat advisories, and best practice_guidance aligned to
highest severity levels have published industry frameworks (e.g., NIST 800 53) as part of
alternative workspace and temporary standard service delivery without DHS incurring extra
facilities contacts, communications, and charges.
training.

Security SEC-053|The Contractor shall ensure adequate No Meets on Day 1 |TTEC administrators receive specialized training thatis |TTEC exceeds expectations by providing continuous

Management standards, methods, procedures, and reviewed annually in the 3PAO assessment security improvement recommenda_tions, emerging

training materials exist in the operations
(daily, weekly, quarterly, annually) manuals
for securing backups and access to the
backup environments are included in the
alternative workspace and temporary
facilities.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-054|The Contractor shall maintain a DR-BCCP No Meets on Day 1 |TTEC maintains the Information System Contingency TTEC exceeds expectations by providing continuous
Management backup schedule in accordance with DHS Plan (ISCP) and conducts annual testing security improvement recommendations, emerging
requirements. The Contractor shall complete threat advisories, and best practice_guidance aligned to
a full backup that reflects the Project industry frameworks (e.g., NIST 800 53) as part of
Components configurations and data at the standard service delivery without DHS incurring extra
completion of the week’s processing cycle charges.
(e.g., Sunday). The Contractor shall provide a
daily backup at the end of day processing
Monday through Saturday. The Contractor
shall test restoration of backups at an
interval agreed by DHS but not to exceed
monthly. The Contractor shall make available
to DHS a daily report, preferably online,
delineating the completion of all backups,
their status, and a catalog of the items
backed up.
Security SEC-055|The Contractor shall provide detailed network No Meets on Day 1 |Systems data flows are used in the network design and |TTEC exceeds expectations by providing continuous
Management design and configuration documentation that captured in the system security plan (SSP) security improvement recommendations, emerging
will meet redundancy and failover threat advisories, and best practice-guidance aligned to
requirements for interim or temporary industry frameworks (e.g., NIST 800 53) as part of
technicalinfrastructure, and will immediately standard service delivery without DHS incurring extra
reroute all communications to the charges.
appropriate backup site during for failover.
Security SEC-056|The Contractor shall conduct an annual test No Meets on Day 1 |TTEC maintains the Information System Contingency TTEC exceeds expectations by providing continuous
Management of the Disaster Recovery and Business Plan (ISCP) and conducts annual testing security improvement recommendations, emerging

Continuity Plan and submit the Disaster
Recovery/Business Continuity Test Report
thatincludes the outcome, corrective action
plan, and revisions, if any, to DHS.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-057|The Contractor shall meet all federal Yes - See Meets in future |TTEC is undergoing ARC-AMPE certification that willbe [TTEC exceeds expectations by providing continuous
Management regulations regarding standards for privacy, | AttachmentC completedin 2026 security improvement recommendations, emerging
security, and individually identifiable threat advisories, and best practice_guidance aligned to
Protected Health Information (PHI) according industry frameworks (e.g., NIST 800 53) as part of
to the most stringent, up to date federal ARC- standard service delivery without DHS incurring extra
AMPE, (applicable overlay), guidance, as charges.
identified in Health Insurance Portability and
Accountability Act (HIPAA) and the Health
Information Technology for Economic and
Clinical Health Act (HITECH). Ininstances
when a suspected or confirmed security
incident, privacy incident, or security breach
occurs, the Contractor shall provide initial
notification to DHS within two (2) hours,
regardless of the time of day, with on-going
communications and self-report to CMS for
all systems in Enhanced Funding.
Security SEC-058|The Contractor CSC System must comply No Meets on Day 1 |TTEC TGN maintains a system security plan (SSP) on the |TTEC exceeds expectations by providing continuous
Management with DHS standards and policies relating to framework of NIST 800-53a revb moderate security security improvement recommendations, emerging
information systems, information systems control requirements. threat advisories, and best practice guidance aligned to
security, physical security, confidentiality industry frameworks (e.g., NIST 800 53) as part of
and privacy. The State of Arkansas Security standard service delivery without DHS incurring extra
and Privacy policies (Policies: 1001 -1003, charges.
1053, 1074, 1095, 4001 - 4013, and 5000 -
5011) can be found at:
https://humanservices.arkansas.gov/dhs-
policies.
Security SEC-059|The Contractor shall maintain compatibility No Meets on Day 1 |TTEC TGN maintains a system security plan (SSP) on the |TTEC exceeds expectations by providing continuous
Management (working with DHS) with the security framework of NIST 800-53a revb moderate security security improvement recommendations, emerging

framework and standards maintained by DHS
in its WAN, local area network (LAN), and end
user/edge devices.

control requirements.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-060|The Contractor shall aid DHS in managing No Meets on Day 1 |TTEC TGN maintains a system security plan (SSP) on the |TTEC exceeds expectations by providing continuous
Management System security in accordance with the most framework of NIST 800-53a revb moderate security security improvement recommendations, emerging
recent, approved version of the CSC System control requirements. threat advisories, and best practice guidance aligned to
Security and Privacy Plan. industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
Security SEC-061|The Contractor shall comply with DHS-owned No Meets on Day 1 |TTEC TGN maintains a system security plan (SSP) on the |TTEC exceeds expectations by providing continuous
Management asset security and privacy safeguards, and framework of NIST 800-53a revb moderate security security improvement recommendations, emerging
ensure project materials, work products, and control requirements. threat advisories, and best practice guidance aligned to
deliverables are secured, and that industry frameworks (e.g., NIST 800 53) as part of
confidentiality is maintained at all times. standard service delivery without DHS incurring extra
charges.
Security SEC-062|The Contractor shall update, on a site-by-site No Meets in future |TTEC is undergoing ARC-AMPE certification that willbe [TTEC exceeds expectations by providing continuous
Management basis, the detailed access (security control) completed in 2026 security improvement recommendations, emerging
plans, procedures, data security plans and threat advisories, and best practice_guidance aligned to
procedures, and physical considerations for industry frameworks (e.g., NIST 800 53) as part of
DR-BCCP that must be tailored to each standard service delivery without DHS incurring extra
location. charges.
Security SEC-063|The Contractor shall provide updates to the No Meets on Day 1 |TTEC TGN maintains a system security plan (SSP) on the |TTEC exceeds expectations by providing continuous
Management CSC System Security and Privacy Plan to framework of NIST 800-53a rev5 moderate security security improvement recommendations, emerging
reflect any new findings related to security control requirements. threat advisories, and best practice guidance aligned to
and privacy. industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
Security SEC-064|The Contractor shall provide the capability for No Meets on Day 1 |TTEC is undergoing ARC-AMPE certification that willbe |TTEC exceeds expectations by providing continuous
Management an authorized user to develop, update, save, completed in 2026 security improvement recommendations, emerging
access and reuse ad hoc reports based on threat advisories, and best practice_guidance aligned to
userrole. industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
Security SEC-065|The Contractor shall control access to the No Meets on Day 1 |Datais access on a role base access control (RBAC) TTEC exceeds expectations by providing continuous
Management data used to create a standard or ad-hoc security improvement recommendations, emerging

report consistent with user role-based
authorization (i.e., whether the user has
access to the information based on their
role).

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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New

Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-066|The Contractor shall maintain an audit trail of No Meets on Day 1 |TTEC deploys a SIEM that provides automatic alerting  |TTEC exceeds expectations by providing continuous
Management when reports were run and by whom. The for event settings on a 24x7 basis security improvement recommendations, emerging
CSC System and/or reports must be available threat advisories, and best practice_guidance aligned to
to DHS upon request. industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
Security SEC-067|The Contractor shall permit authorized DHS No Meets on Day 1 |The assigned Security Operations Officer will coordinate |TTEC exceeds expectations by providing continuous
Management staff to download aggregate data into the data needed for reporting. security improvement recommendations, emerging
spreadsheet, database applications, and threat advisories, and best practice-guidance aligned to
other business intelligence tools as directed industry frameworks (e.g., NIST 800 53) as part of
and approved by DHS (e.g., Office 365, Excel standard service delivery without DHS incurring extra
and Access, etc.). charges.
Security SEC-068|The Contractor shall verify identity of all users No Meets on Day 1 |Active Directory is used to manage access and any TTEC exceeds expectations by providing continuous
Management and deny access to invalid users. For attempt of a denied access is triggers an alert monitored|security improvement recommendations, emerging
example: by the SIEM on a 24x7 basis threat advisories, and best practice_guidance aligned to
1. Requires unique sign-on (ID and industry frameworks (e.g., NIST 800 53) as part of
password). standard service delivery without DHS incurring extra
2. Requires authentication of the receiving charges.
entity prior to a system initiated session,
such as transmitting responses to eligibility
inquiries.
Security SEC-069|The Contractor shall support and enable DHS No Cannot be met [Contractor access is not allowed to manage profiles. TTEC exceeds expectations by providing continuous
Management designated personnel to set and modify user However, a ticket can be created to make updates as security improvement recommendations, emerging
security access profiles. needed threat advisories, and best practice-guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
Security SEC-070|The Contractor shall assign a unique name or No Meets on Day 1 |Only unique identifiers are used in TGN and managed  |TTEC exceeds expectations by providing continuous
Management number for identifying and tracking user through Active Directory security improvement recommendations, emerging

identity.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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New

Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-071|The Contractor shall track user access to No Meets on Day 1 |All system logs are captured and retained through the  |TTEC exceeds expectations by providing continuous
Management data for both inquiry and update in SIEM tool that correlates to Active Directory logs. security improvement recommendations, emerging
compliance for privacy reporting. threat advisories, and best practice_guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
Security SEC-072|The Contractor shallimplement and No Meets in future |TTEC is undergoing ARC-AMPE certification that willbe [TTEC exceeds expectations by providing continuous
Management maintain: completed in 2026 security improvement recommendations, emerging

1. Security measures sufficient to reduce
risks and vulnerabilities to a reasonable and
appropriate level to comply with ARC-AMPE,
(applicable overlay), to the most restrictive
standard available.

2. Forrisk analysis, an accurate and thorough
assessment of the potential network and
systems risks and vulnerabilities to the
confidentiality, integrity, and availability of
ePHI held by the covered entity.

3. Applied appropriate sanctions to
workforce beneficiaries who fail to comply
with the security policies and procedures of
the covered entity.

4. Procedures to review records of
information system activity, such as audit
logs, access reports, and security incident
tracking reports, on a frequency determined
by DHS with a minimum retention period of
ten (10) years.

BE Accidgnad nriviacv nffirarwhan ic racnnncihla

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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New

Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-073|The Contractor shall provide an environment No Meets on Day 1 |TTEC TGN is compliant to the NIST 800-53 rev security |TTEC exceeds expectations by providing continuous
Management that encompasses the following activities: controls and can support the requested activity. security improvement recommendations, emerging
1. Log and report any privacy or security threat advisories, and best practice_guidance aligned to
incident to the DHS Incident Reporting Site. industry frameworks (e.g., NIST 800 53) as part of
2. Establish a limit of unsuccessful access standard service delivery without DHS incurring extra
attempts after which a user will be charges.
disconnected.
3. Disconnect any user for whom the log-on
attempt limit has been reached.
4. Automatically log-off a user if a key is not
depressed within the time established by
DHS.
5. Remote access protection to permit
systems access only from authorized
locations that accompanies the following
functions:
a. Provide automatic redialing by the
central Electronic Data Processing (EDP)
facility as part of the connect/sign-on
process to the previously authorized
telephone number stored in the CSC System.
b. Log and report to the appropriate
Contractar nr DHS ctaff all ninantharizod
Security SEC-074|The Contractor shall establish Security and No Meets on Day 1 |TTEC TGN is compliant to the NIST 800-53 rev security | TTEC exceeds expectations by providing continuous
Management Privacy monitoring criteria, thresholds, controls and can support the requested activity. security improvement recommendations, emerging
benchmarks, and alerts with respect to an threat advisories, and best practice_guidance aligned to
operationalized Systems and Services industry frameworks (e.g., NIST 800 53) as part of
environment. Report regularly as scheduled standard service delivery without DHS incurring extra
or as agreed upon by DHS and the charges.
Contractor.
Security SEC-075|The Contractor shall monitor system activity No Meets on Day 1 |TTEC deploys a SIEM that provides automatic alerting  |TTEC exceeds expectations by providing continuous
Management and act on suspected or verified security or for event settings on a 24x7 basis security improvement recommendations, emerging

privacy incidents, as defined in other
requirements and in the System Security and
Privacy Plan.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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New

Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-076|The Contractor shall Log and examine system No Meets on Day 1 |TTEC deploys a SIEM that provides automatic alerting TTEC exceeds expectations by providing continuous
Management activity in accordance with audit policies and for event settiings on a 24x7 basis. SOC reviews are security improvement recommendations, emerging
procedures adopted by DHS. conducted monthly to update event notifications as threat advisories, and best practice guidance aligned to
needed. industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
Security SEC-077|The Contractor shall provide security incident No Meets on Day 1 |TTEC TGN Incident Response Plan (IRP) isin place and |TTEC exceeds expectations by providing continuous
Management reporting and mitigation mechanisms, such tested annually via a tabletop exercise. security improvement recommendations, emerging
as: threat advisories, and best practice-guidance aligned to
1. Generate warning or report on CSC System industry frameworks (e.g., NIST 800 53) as part of
activity based on security parameters. standard service delivery without DHS incurring extra
2. Terminate access and generate report charges.
when potential security violation detected.
3. Preserve and report specified audit data
when potential security violation detected.
Security SEC-078|The Contractor shall ensure the Yes - See Meets in future |TTEC is undergoing ARC-AMPE certification that willbe | TTEC exceeds expectations by providing continuous
Management confidentiality, integrity, and availability of Attachment C completed in 2026 security improvement recommendations, emerging
Electronic Protected Health Information threat advisories, and best practice_guidance aligned to
(ePHI). Further, the Contractor will ensure industry frameworks (e.g., NIST 800 53) as part of
the CSC System supports integrity controls to standard service delivery without DHS incurring extra
guarantee that transmitted ePHI is not charges.
improperly modified without detection. Any
confirmed attempts of improper modification
of ePHI should be reported to DHS within four
(4) hours of identification.
Security SEC-079|The Contractor shall propose, implement, No Meets on Day 1 |TTEC deploys a SIEM that provides automatic alerting  |TTEC exceeds expectations by providing continuous
Management and maintain, for DHS approval, a security for event settings on a 24x7 basis security improvement recommendations, emerging

access and management plan for granting,
monitoring, tracking, and logging of all user
access.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-080|The Contractor shallimplement policies and No Meets on Day 1 |TTEC can provide all applicable NIST 800-53a rev5 TTEC exceeds expectations by providing continuous
Management procedures for guarding, monitoring, and policies and procedures. Also, annual reviews are security improvement recommendations, emerging
detecting malicious software (e. g., viruses, conducted to update as needed. threat advisories, and best practice guidance aligned to
worms, malicious code, ransomware, etc.), industry frameworks (e.g., NIST 800 53) as part of
implement controls based on trends, and standard service delivery without DHS incurring extra
report confirmed attempts or incidents to charges.
DHS.
Security SEC-081|The Contractor shall propose (for DHS No Meets on Day 1 |TTEC Change Management Plan is implemented for TTEC exceeds expectations by providing continuous
Management approval) and implement system controls to testing and updates to the TGN environment security improvement recommendations, emerging
ensure system security during software threat advisories, and best practice-guidance aligned to
program changes and promotion in any industry frameworks (e.g., NIST 800 53) as part of
environment that contains regulatory data. standard service delivery without DHS incurring extra
The Contractor shall report any confirmed charges.
security breaches during the software change
or promotion.
Security SEC-082|The Contractor shall ensure all applications No Meets on Day 1 |TTEC TGN Incident Response Plan (IRP) isin place and |TTEC exceeds expectations by providing continuous
Management are protected against unauthorized access tested annually via a tabletop exercise. security improvement recommendations, emerging
according to state and federal guidelines. threat advisories, and best practice-guidance aligned to
Additionally, all communications services industry frameworks (e.g., NIST 800 53) as part of
between the data and each information standard service delivery without DHS incurring extra
system, and between each system and the charges.
network, will be secure from unauthorized
access at all times. All confirmed attempts of
unauthorized access will be reported to DHS.
Security SEC-083|The Contractor shall monitor and provide No Meets on Day 1 |Reporting can be developed per DHS requirements TTEC exceeds expectations by providing continuous
Management agreed-upon DHS-approved metrics and security improvement recommendations, emerging

reporting on system security, privacy,
confidentiality, accessibility, and integrity on
an agreed-upon schedule.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.

152




Primary
Category ID

New
Master
ID

Description

Performance
Indicator

Requirement
Met?

Explain How Requirement Is or Is Not Met in the
Identified Timeline

Explain How Contractor Exceeds Expectations at No
Extra Cost to DHS

Security
Management

SEC-084

The Contractor shall provide a corrective
action plan to DHS within twenty-four (24)
hours following the identification of any
Privacy Incident, Security Incident, or Breach,
detailing all actions taken concerning the
incident and any identified future actions to
be taken. A “Security Incident” does not
include pings, port scans, unsuccessful log-
on attempts, denials of service, other
broadcast attacks on the Contractor's
firewall, nor any combination of the above, so
long as no such incident results in
unauthorized access, use and/or disclosure
of PHI; this includes communicationsto a
defined list of personnel at DHS. Designated
DHS staff will be informed of the plan,
including specific steps and timeframes for
resolution or indicate that it is continuing to
be investigated. All artifacts, data, and steps
taken both productive in resolution, or not
productive in resolution, in an investigation
must be made available to DHS upon request

within twn (2) hiicinonce dave

Yes - See
Attachment C

Meets on Day 1

TTEC TGN Incident Response Plan (IRP) isin place and
tested annually via a table top exercise.

TTEC exceeds expectations by providing continuous
security improvement recommendations, emerging
threat advisories, and best practice_guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.

Security
Management

SEC-085

The Contractor shall monitor and enforce all
applicable access criteria in accordance with
DHS security access and management
policies and provide a flexible security
management CSC System capable of
maintaining compliance with future DHS
security access and management policies.

No

Meets on Day 1

Active Directory is used to manage access and any
attempt of a denied access is triggers an alert monitored
by the SIEM on a 24x7 basis

TTEC exceeds expectations by providing continuous
security improvement recommendations, emerging
threat advisories, and best practice_guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Master
ID

Description

Performance
Indicator

Requirement
Met?

Explain How Requirement Is or Is Not Met in the
Identified Timeline

Explain How Contractor Exceeds Expectations at No
Extra Cost to DHS

Security
Management

SEC-086

The Contractor shall ensure all systems
undergo Industry Standard security testing
including (penetration, physical security, web
application, social engineering, and
vulnerability tests) on a frequency defined by
the most stringent, up to date ARC-AMPE,
(applicable overlay), guidance to produce a
Security Assessment Report (SAR).

Atthe sametime a SOC 2 Type 2 (all 5
principles which are; security, availability,
processing integrity, confidentiality and
privacy) will be provided to allow for a
comprehensive review of security. This
security testing will be conducted at no cost
to DHS. The assurance that these controls
are being performed will be provided annually
by a DHS-approved third party that maintains
no financial or controlling relationship with
the Contractor. Additionally, the Contractor
shall provide documented testing results and
produce corrective action plans for any
deficiencies identified as well as be

rocnnncihlo for madificatinne tn romain

No

Meets in future

TTEC is undergoing ARC-AMPE certification that will be
completed in 2026

TTEC exceeds expectations by providing continuous
security improvement recommendations, emerging
threat advisories, and best practice_guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.

Security
Management

SEC-087

The Contractor shall implement Security
Incident and Event Management (SIEM)
System on an independent server and provide
client specific information (log files, data
extracts) to DHS and other DHS-authorized
Stakeholders in the event of a security event,
for analysis and reporting activities. SIEM
data is available within two (2) business days

on DHS request.

No

Meets on Day 1

TTEC deploys a SIEM that provides automatic alerting
for event settings on a 24x7 basis

TTEC exceeds expectations by providing continuous
security improvement recommendations, emerging
threat advisories, and best practice_guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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New

Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-088|The Contractor shall provide proof of regular No Meets on Day 1 |Active Directory is used to manage access and any TTEC exceeds expectations by providing continuous
Management access reviews on systems in scope, in a attempt of a denied access is triggers an alert monitored|security improvement recommendations, emerging
DHS-approved format, data files which by the SIEM on a 24x7 basis threat advisories, and best practice guidance aligned to
represent information about granting, industry frameworks (e.g., NIST 800 53) as part of
tracking, managing and revoking access for standard service delivery without DHS incurring extra
individuals. System will also provide auditing charges.
capabilities for approved audit resources.
Security SEC-089|The Contractor shall maintain system and No Meets on Day 1 |All system logs are captured and retained for set period |TTEC exceeds expectations by providing continuous
Management access log files for all system(s) / based on the customers' requirements security improvement recommendations, emerging
database(s) for a minimum of ten (10) years, threat advisories, and best practice_guidance aligned to
or for such time as designated by DHS. These industry frameworks (e.g., NIST 800 53) as part of
log files will contain a complete accounting standard service delivery without DHS incurring extra
of all activity for a given system. Contractor charges.
will provide DHS-authorized Stakeholders
access to all logs in a DHS approved format.
Security SEC-090|The Contractor shall design and execute No Meets on Day 1 |[TTEC Change Management Plan is implemented for TTEC exceeds expectations by providing continuous
Management security testing to prevent unauthorized testing and updates to the TGN environment security improvement recommendations, emerging

access to the CSC System (consisting of
intrusion detection and vulnerability testing)
on a basis defined in the CSC System

Security and Privacy Plan.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra

charges.
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New

Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-091|The Contractor shall ensure that all No Meets in future |TTEC is undergoing ARC-AMPE certification that willbe [TTEC exceeds expectations by providing continuous
Management Subcontractors that have access to completedin 2026 security improvement recommendations, emerging
protected health information/confidential threat advisories, and best practice_guidance aligned to
data, sign and comply with a Business industry frameworks (e.g., NIST 800 53) as part of
Associate Agreement (BAA), which contains standard service delivery without DHS incurring extra
all requirements mandated by the BAA onfile charges.
between the Contractor and DHS, and
comply with the most up to date HIPAA
regulations for such agreements. Further, the
Contractor will ensure that all individuals
having access to the confidential data will
agree in writing to abide by state and federal
rules and policies related to confidentiality at
the time of initial contracting and annually.
Security SEC-092|The Contractor shall certify that all DHS data Yes - See Meets on Day 1 |All data centers reside in OCONUS and support TTEC exceeds expectations by providing continuous
Management will reside in data centers located in the Attachment C provided by U.S. citizens security improvement recommendations, emerging

continental United States. No DHS data is to
be accessed, stored, or transmitted outside
the contiguous U.S. The only exceptions are
to the extent that Cloud Service Providers and
cloud software as a service (SaaS)
Contractors (for ex. Informatica, Snowflake)
may permit their services to be performed
offshore as long as access to DHS datais
prohibited from offshore. Additionally, this
data will only be accessible by resources
within the contiguous United States that have
completed the necessary HIPAA and security
training, as well as any additional training
required by DMS.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.

156




New

Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-093|The Contractor shall provide a flexible CSC No Meets on Day 1 |TTEC TGN maintains a system security plan (SSP) on the |TTEC exceeds expectations by providing continuous
Management System that is positioned to effectively meet framework of NIST 800-53a revb moderate security security improvement recommendations, emerging
the requirements of future changes to HIPAA control requirements. threat advisories, and best practice guidance aligned to
regulations. industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
Security SEC-094|The Contractor shall ensure various levels of No Meets on Day 1 |TTEC TGN maintains a system security plan (SSP) on the |TTEC exceeds expectations by providing continuous
Management security within the enterprise system(s) framework of NIST 800-53a revb moderate security security improvement recommendations, emerging
applications in accordance with Division of control requirements. threat advisories, and best practice guidance aligned to
Medical Services (DMS) and Department of industry frameworks (e.g., NIST 800 53) as part of
Human Services (DHS) policy, guidance, and standard service delivery without DHS incurring extra
procedures. charges.
Security SEC-095|The Contractor shall provide an ARC-AMPE No Meets on Day 1 |TTEC TGN maintains a system security plan (SSP) on the |TTEC exceeds expectations by providing continuous
Management based data classification schema with data framework of NIST 800-53a revb moderate security security improvement recommendations, emerging
items flagged to link them to a classification control requirements. threat advisories, and best practice guidance aligned to
category and has an access privilege schema industry frameworks (e.g., NIST 800 53) as part of
for each authorized user that limits the user’s standard service delivery without DHS incurring extra
access to one or more data classification charges.
categories.
Security SEC-096|The Contractor shall ensure the CSC System No Meets in future |TTEC is undergoing ARC-AMPE certification that willbe [TTEC exceeds expectations by providing continuous
Management stores and tracks all security, or access completed in 2026 security improvement recommendations, emerging
request and approval documentation, as threat advisories, and best practice-guidance aligned to
required by the most stringent, up to date industry frameworks (e.g., NIST 800 53) as part of
federal guidance for HHS, CMS, ARC-AMPE, standard service delivery without DHS incurring extra
(applicable overlay). charges.
Security SEC-097|The Contractor shall propose a CSC System No Meets on Day 1 |TTEC TGN maintains a system security plan (SSP) on the |TTEC exceeds expectations by providing continuous
Management that provides logical isolation and framework of NIST 800-53a rev5 moderate security security improvement recommendations, emerging

segregation of DHS data from other
Contractor customers to prevent the access
of DHS data from unauthorized parties. DHS
data must not be physically co-mingled with
other customer's data. All access requests
will be approved by designated DHS staff. The
proposed CSC System will comply with all
court ordered or warranted requests for data
access.

control requirements.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-098|The Contractor shall provide internet security No Meets on Day 1 |TTEC TGN maintains a system security plan (SSP) on the |TTEC exceeds expectations by providing continuous
Management functionality as required by industry best framework of NIST 800-53a revb moderate security security improvement recommendations, emerging
practices, vendor recommendations, HHS control requirements. threat advisories, and best practice guidance aligned to
Cornerstone, using the most stringent, up to industry frameworks (e.g., NIST 800 53) as part of
date federal ARC-AMPE (applicable overlay) standard service delivery without DHS incurring extra
guidance. Security functionality will include charges.
the use of firewalls, intrusion
detection/intrusion prevention (IDS/IPS),
https, encrypted network/secure socket layer
(SSL), and security provisioning protocols
such as secure sockets layer, and internet
protocol security (IPSEC), as well as provide
data loss prevention tools (DLP) and use
supported certificates.
Security SEC-099|The Contractor shall ensure all data, No Meets on Day 1 |TTEC only uses NIAP approved FIPS 140-2 encryption TTEC exceeds expectations by providing continuous
Management regardless of its location, SaaS, cloud, modules. Datais encrypted in transit and at rest. security improvement recommendations, emerging

datacenter, offsite, internal, external, orin
system memory, is encrypted at rest, in
middleware, or in-flight.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra

charges.
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Requirement
Met?

Explain How Requirement Is or Is Not Met in the
Identified Timeline

Explain How Contractor Exceeds Expectations at No
Extra Cost to DHS

Security
Management

SEC-100

The Contractor shall ensure that the CSC
System(s) provides three (3) types of controls
to maintain data integrity:

1. Preventive Controls: Controls designed to
prevent errors and unauthorized events from
occurring.

2. Detective Controls: Controls designed to
identify errors and unauthorized transactions
which have occurred in the CSC System.

3. Corrective Controls: Controls to ensure
that the problems identified by the detective
controls are corrected.

These controls will be in place at all
appropriate points of processing to comply
with most up to date federal HIPAA
standards, HHS Cornerstone best practices
for PHI/ePHI, and the most restrictive control
guidance from ARC-AMPE, (applicable
overlay). Should the proposed CSC System
not meet these standards, compensating
controls, approved by DHS, and will be
implemented.

No

Meets on Day 1

TTEC TGN maintains a system security plan (SSP) on the
framework of NIST 800-53a revb moderate security
control requirements. Implementation statements
including detective, correction, and preventive
measures.

TTEC exceeds expectations by providing continuous
security improvement recommendations, emerging
threat advisories, and best practice_guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.

Security
Management

SEC-101

The Contractor shall ensure the CSC System
contains a data definition for the Designated
Record Set (DRS) that allows it to be included
in responses to inquiries and report requests,
as well as provide the capability to respond to
an authorized request to provide a report
containing the DRS for a given beneficiary;
ensure the CSC System provides the
capability to identify and note amendments
to the DRS for a given beneficiary; all such
documentation will be maintained a
minimum of ten (10) years per HIPAA.

No

Meets on Day 1

The TTEC Security Officer will work with DHS to develop
specific reporting on the DHS data being processed

TTEC exceeds expectations by providing continuous
security improvement recommendations, emerging
threat advisories, and best practice_guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-102|The Contractor shall designate a full time role No Meets on Day 1 |A dedicated information System Security Officer (ISSO) |TTEC exceeds expectations by providing continuous
Management to ensure and maintain compliance with the will be assigned security improvement recommendations, emerging
federal HIPAA and ARC-AMPE, (applicable threat advisories, and best practice_guidance aligned to
overlay) to the most restrictive, up to date industry frameworks (e.g., NIST 800 53) as part of
guidance standard. standard service delivery without DHS incurring extra
charges.
Security SEC-103|The Contractor shall provide training to No Meets on Day 1 |TTEC implements annual security awareness training TTEC exceeds expectations by providing continuous
Management Contractor staff and authorized users in the security improvement recommendations, emerging
use of the security management system for threat advisories, and best practice-guidance aligned to
both initial implementation and ongoing industry frameworks (e.g., NIST 800 53) as part of
operations. In addition, The Contractor shall standard service delivery without DHS incurring extra
provide workforce security awareness charges.
through such methods as security reminders
(atlog on or screen access), training
reminders, online training capabilities,
and/or training tracking.
Security SEC-104|Contractor shall conduct a review of the No Meets on Day 1 |TTEC conducts quarterly access reviews TTEC exceeds expectations by providing continuous
Management proposed System, and update (as applicable) security improvement recommendations, emerging

access rights for all, quarterly or upon
request of DHS. The Contractor will provide
a workflow process for review of user
activities and actions. System will also
provide auditing capabilities for approved
audit resources, such as CMS requests to
audit access rights and user IDs. Contractor
shall supply this information to DHSon a
quarterly basis, broken down by department,
and shall be submitted for DHS review and
approval.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-105|The Contractor shall ensure the CSC System No Meets in future |TTEC will develop reporting for users upon request TTEC exceeds expectations by providing continuous
Management verifies the identity of all users and denies security improvement recommendations, emerging
access to invalid users; supports a user threat advisories, and best practice_guidance aligned to
security profile that controls user access industry frameworks (e.g., NIST 800 53) as part of
rights to data categories and system standard service delivery without DHS incurring extra
functions; maintains a list of authorized users charges.
and their security profiles, including updating
security files with DHS-approved additions of
new staff and changes to existing security
profiles and staff terminations; provides two-
factor authentication that is scalable and
aligns with federal guidelines; initially grants
users accounts with no access rights and
builds each user’s security rights profile
based on user role and approved security
access.
Security SEC-106|The Contractor shall enforce password No Meets on Day 1 |TTEC implements password policies accordingto ARC |TTEC exceeds expectations by providing continuous
Management policies for length, character requirements, AMPE standards security improvement recommendations, emerging
and updates. threat advisories, and best practice-guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
Security SEC-107|The Contractor shallinclude procedures for No Meets on Day 1 |TTEC is currently in the process of becoming ARC-AMPE | TTEC exceeds expectations by providing continuous
Management accessing necessary electronic Protected certified by mid-year 2026. This includes the TGN security improvement recommendations, emerging
Health Information (ePHI) in the event of an environment. threat advisories, and best practice guidance aligned to
emergency; continue protection of ePHI industry frameworks (e.g., NIST 800 53) as part of
during emergency operations. standard service delivery without DHS incurring extra
charges.
Security SEC-108|The Contractor shall support individual rights No Meets on Day 1 |TTEC is currently in the process of becoming ARC-AMPE |TTEC exceeds expectations by providing continuous
Management specified in the most up to date federal certified by mid-year 2026. security improvement recommendations, emerging

HIPAA privacy regulations

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Security SEC-109|The Contractor shallimplement and maintain No Meets on Day 1 | TTEC maintains policies and procedures for incident TTEC exceeds expectations by providing continuous
Management policies and procedures, in accordance with response security improvement recommendations, emerging
security guidelines (45 CFR Part 164.306), to threat advisories, and best practice_guidance aligned to
prevent, detect, contain, and correct security industry frameworks (e.g., NIST 800 53) as part of
violations standard service delivery without DHS incurring extra
charges.
Security SEC-110|The Contractor shallimplement policies and No Meets on Day 1 |TTEC limits physical access to data centers TTEC exceeds expectations by providing continuous
Management procedures, in accordance with 45 CFR Part security improvement recommendations, emerging
164.306, to limit physical access toits threat advisories, and best practice-guidance aligned to
electronic information systems and the industry frameworks (e.g., NIST 800 53) as part of
facility or facilities in which they are housed, standard service delivery without DHS incurring extra
while ensuring that properly authorized charges.
access is allowed
Security SEC-111|The Contractor shall implement technical No Meets on Day 1 |TTEC implements privacy controls with the ARC AMPE  |TTEC exceeds expectations by providing continuous
Management policies and procedures, in accordance with standard security improvement recommendations, emerging
45 CFR Part 164.306, for electronic threat advisories, and best practice_guidance aligned to
information systems that maintain ePHI to industry frameworks (e.g., NIST 800 53) as part of
allow access only to those persons or standard service delivery without DHS incurring extra
software programs that have been granted charges.
access rights as specified in 45 CFR Part
164.308 (a)(4).
Security SEC-112|The Contractor shall adhere to all No Meets on Day 1 |TTEC is currently in the process of becoming ARC-AMPE |TTEC exceeds expectations by providing continuous
Management specifications defined herein to the extent certified by mid-year 2026. security improvement recommendations, emerging

they do not conflict with DHS-defined
standards for security and privacy, or with the
federal requirements.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Security SEC-113|The Contractor CSC System must apply (at No Meets on Day 1 |TTEC applies FIPS-140-2 cryptographic approved NIAP | TTEC exceeds expectations by providing continuous
Management the time live beneficiary data is introduced) modules. security improvement recommendations, emerging
security across the internet (e.g., user threat advisories, and best practice_guidance aligned to
profiles and passwords, level of encryption, industry frameworks (e.g., NIST 800 53) as part of
certificates, firewalls, etc.) that meets or standard service delivery without DHS incurring extra
exceeds the most stringent, up to date charges.
federal guidance for HIPAA, ARC-AMPE,
(applicable overlay), privacy and security
regulations, FIPS 140-2 (FIPS 140-3 starting
January 2026), as well as Health Information
Technology for Economic and Clinical Health
Act (HITECH) rules.
Security SEC-114|The Contractor shall provide Single Sign-on No Meets on Day 1 |TTEC implements SSO and MFA for access TTEC exceeds expectations by providing continuous
Management capability using DHS's standards for login security improvement recommendations, emerging
and authentication. Single Sign-onis a threat advisories, and best practice_guidance aligned to
session or end-user authentication process industry frameworks (e.g., NIST 800 53) as part of
that permits an end-user to enter one unique standard service delivery without DHS incurring extra
name and password to access multiple charges.
applications.
Security SEC-115|The Contractor shall adopt standards as No Meets on Day 1 |TTEC is currently in the process of becoming ARC-AMPE |TTEC exceeds expectations by providing continuous
Management required under Title I, Subtitle F, Sections certified by mid-year 2026. security improvement recommendations, emerging
261 through 264 of the HIPAA, Pub. L. 104- threat advisories, and best practice-guidance aligned to
191. These standards require measures to be industry frameworks (e.g., NIST 800 53) as part of
taken to secure this information while in the standard service delivery without DHS incurring extra
custody of entities covered by HIPAA as well charges.
as in transit between covered entities and
from covered entities to others.
Security SEC-116|The Contractor workflow management No Meets on Day 1 |TTEC deploys a SIEM that provides automatic alerting  |TTEC exceeds expectations by providing continuous
Management function must provide audit trails. for event settiings on a 24x7 basis security improvement recommendations, emerging

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Security SEC-117|The Contractor shall allow DHS to have a No Meets on Day 1 |TTEC implements penetration testing. TTEC is currently |TTEC exceeds expectations by providing continuous
Management DHS designated Contractor run internal and becoming ARC-AMPE certified by mid-year 2026. security improvement recommendations, emerging
external Penetration Testing, all scans, and threat advisories, and best practice_guidance aligned to
508 compliance testing in the production industry frameworks (e.g., NIST 800 53) as part of
environment. standard service delivery without DHS incurring extra
charges.
Security SEC-118|The Contractor shall have in place Data Yes - See Meets on Day 1 |TTEC will coordinate with DHS on who must have TTEC exceeds expectations by providing continuous
Management Sharing Agreements (DSAs), also known as | AttachmentC access to data security improvement recommendations, emerging
Data Use Agreements (DUAs), that are threat advisories, and best practice-guidance aligned to
required for all Contractors and their sub- industry frameworks (e.g., NIST 800 53) as part of
contractors before any exchanges of standard service delivery without DHS incurring extra
restricted data (PIl, PHI, etc.). charges.
Security SEC-119|The Contractor must test Security and Yes - See Meetson Day 1 |Yes - This is met according to the indicators TTEC exceeds expectations by providing continuous
Management Privacy controls identified within the Attachment C in Attachment C security improvement recommendations, emerging
DSA/DUA and present results to DHS for threat advisories, and best practice_guidance aligned to
approval prior to sharing live data. industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges
Security SEC-120|The Contractor must review the DSAs/DUAs Yes - See Meets on Day 1 |TTEC is currently becoming ARC-AMPE certified by mid- |TTEC exceeds expectations by providing continuous
Management on a periodic or event-driven basis, not to Attachment C year 2026. security improvement recommendations, emerging
exceed a twelve (12) month period. threat advisories, and best practice-guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
Security SEC-121|The Contractor shall maintain all federally Yes - See Meets on Day 1 |TTEC is currently becoming ARC-AMPE certified by mid- |TTEC exceeds expectations by providing continuous
Management required security standards and Attachment C year 2026. security improvement recommendations, emerging

requirements needed to achieve enhanced
funding status. Penalty will be applied if
enhanced funding is lost due in full or in part
to the Contractor failing to meet federal
security requirements.

threat advisories, and best practice guidance aligned to
industry frameworks (e.g., NIST 800 53) as part of
standard service delivery without DHS incurring extra
charges.
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Security SEC-122|The Contractor shall work with DHS to create No Meets on Day 1 |TTEC whitelists approved URLS fooling change TTEC exceeds expectations by providing continuous
Management an approved URL using ".dhs.arkansas.gov" management process security improvement recommendations, emerging
for any outward facing/public portal, per threat advisories, and best practice_guidance aligned to
State of Arkansas Act 929. The government industry frameworks (e.g., NIST 800 53) as part of
extension signifies that the website is an standard service delivery without DHS incurring extra
official source of government information or charges.
services, providing an additional layer of
security. It requires stringent verification
processes to obtain, reducing the likelihood
of fraudulent activities.
Standards STC-001 |The Contractor must enter into a Business No Meets on Day 1 |TTEC is willing to enter into a BAA as part of the TTEC already has a HIPAA/HITECH environment. In
and Associate Agreement (BAA) prior to the contracting process. Consistent with TTEC’s standard  |addition to meeting all HIPAA and HITECH obligations, we
Conditions initiation of work (please refer to Attachment practice, we implement robust policies, controls,and  |maintain rigorous internal policies, mandatory workforce

F for the BAA template). The Contractor and
DHS acknowledge and agree that the
Business Associate Agreement is subject to
HIPAA, and the most up to date federal HIPAA
implementation regulations thereunder, and
the Health Information Technology for
Economic and Clinical Health Act (HITECH),
and the HITECH implementation regulations
thereunder. Under the Agreement, both
parties are responsible for security and
privacy compliance and must take advantage
of the appropriate security capabilities and
measures and adequate data validation, as
well as have appropriate policies and
procedures in place to minimize or prevent
unlawful access by any person who may have
access to the entire database.

technical safeguards to protect PHI, ensure proper data
validation, and prevent unauthorized access—providing
DHS with a secure, compliant operating environment
from day one.

training, real time audit logging, and proactive

risk prevention measures—providing DHS with a higher
level of data protection, validation discipline, and
compliance assurance without any added cost to the
State.
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Standards STC-002 |The Contractor shall work cooperatively with No Meets on Day 1 |TTEC will collaborate closely with DHS’s 508 TTEC exceeds expectations at no extra cost to DHS by

and DHS's 508 Compliance and Security Compliance and Security Contractors to ensure all CSC [implementing accessibility and security reviews that go

Conditions Contractors to ensure compliance with the System components, screens, applications, and reports |beyond simple compliance checks, using proactive
most stringent, up to date federal and state adhere to the most current federal and state moni_toring, automated scanning tools, a_nd continuous
508 and Security rules and regulations accessibility and security standards. In alignment with |validation across all system updates. We also streamline
throughout the life of the contract. The TTEC’s standard practice, we provide full transparency |[third party testing by maintaining always ready, fully
Contractor shall allow third party access to and controlled third party access for testing, validation, |documented access pathways and coordinated SME
allrequested screens, applications and/or and remediation activities to support continuous support, ensuring DHS’s 508 and security partners can
reports for testing. compliance throughout the life of the contract. test quickly and thoroughly.

Standards STC-003|The Contractor shall ensure that all written No Meets on Day 1 |TTEC will ensure all written and electronic TTEC exceeds expectations at no extra cost to DHS by

and and electronic information and services, information—across devices, portals, online support, [embedding accessibility into every stage of design,

Conditions including but not limited to, devices, portal, and CSC System components—is designed, tested, and

and online support, comply with the most
stringent, up to date accessibility standards
such as ADA 508 guidelines, section 504 of
the Rehabilitation Act, and W3C's Web
Content Accessibility Guidelines (WCAG) 2.1
level AA and successor versions.

maintained in full compliance with ADA 508, Section
504, and WCAG 2.1 AA (and successor) accessibility
standards. Consistent with TTEC’s standard practice,
we embed accessibility checks into our design,
development, and QA processes and work
collaboratively with DHS and its accessibility partners to
ensure ongoing compliance throughout the contract
lifecycle.

development, and testing—not just performing
compliance checks at the end—ensuring issues are
identified and corrected proactively. We also apply
continuous automated scanning, expert review, and
cross platform validation that go beyond minimum
standards, providing DHS with a consistently higher level
of accessibility assurance and system reliability.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Staffing STF-001 |The Contractor shall ensure positions Yes - See Meets on Day 1 |TTEC will promptly notify DHS of any Key Personnel TTEC exceeds expectations at no extra cost to DHS by
Management designated as Key Personnel meet the Attachment C vacancy within two business days and assign a maintaining a pre vetted bench of leadership candidates,
following notification and replacement DHS approved temporary replacement within ten allowing us to propose qualified temporary and
requirements: business days, ensuring no individual carries dual permanent Key Personnel replacements faster than
1. The Contractor shall notify DHS of Key responsibilities. We also commit to naming a required—often ahead of the 10 and 60 day timelines.
Personnel vacancies within two (2) business permanent replacement within sixty business days and |We also apply continuous succession planning,
days of the vacancy. ensuring no temporary appointment exceeds the cross training, and real time knowledge transfer so
2. Atemporary replacement acceptable to allowed sixty day period, consistent with TTEC’s transitions occur seamlessly without added risk,
DHS must be named within ten (10) business standard workforce management and disruption, or cost to the State.
days of the date the Key Personnel position continuity planning practices.
becomes vacant. Atemporary replacement
cannot also maintain responsibilities for
another position.
3. A permanent replacement must be named
within sixty (60) business days of the date the
position becomes vacant.
4. No position may be filled with a temporary
appointee for more than sixty (60) calendar
days in any single year period. This
requirement does not relate to any annual
leave taken by Key Personnel.
Staffing STF-002 |The Contractor’s Key Personnel shall be Yes - See Meets on Day 1 |TTEC will ensure all Key Personnel are consistently TTEC maintains a cross trained leadership bench and
Management available from 8:00 AM to 5:00 PM Central Attachment C available from 8:00 AM to 5:00 PM Central Time every  [robust remote work readiness that ensures

time every business day, with the exclusion of
DHS-observed holidays and DHS-observed
inclement weather policy during the
Contractor’s contract period (or as agreed
upon with DHS in advance for Key Personnel
schedule changes or commitments).
Considering that Contractor's staff are
expected to have the capability to work
remotely, the inclement weather policy
should not disrupt their scheduled work.

business day and fully capable of working remotely so
thatinclement weather conditions do not disrupt
operations. In line with TTEC’s standard practice, any
schedule adjustments are communicated and

pre approved with DHS to maintain continuity,
accessibility, and reliable leadership coverage
throughout the contract.

uninterrupted Key Personnel availability—even during
unexpected events. Our proactive scheduling oversight,
real time cgmmunication protocols, and redundant
coverage model provide DHS with more reliable access
to decision makers and operational leadership than the
contract requires, without additional State expense.
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Staffing STF-003 |The Contractor shall provide the following No Meets on Day 1 [TTEC is providing DHS with qualified Key Personnel TTEC maintains a pre qualified bench of leadership talent
Management Key Personnel requirements. Please refer to candidates—each accompanied by a complete, and will prepare comprehensive Key Personnel packages

Attachment |, Key Personnel for more
detailed instruction:
1. The Respondent shall provide candidate
names for each Key Personnel Profile.
Subcontractor personnel may be identified if
they are in a Key personnel position.
2. The Respondent shall present a Key
Personnel Profile Summary for each Key
Personnel candidate. Key Personnel
Summary Profiles shall be identically
structured in format and layout for content.
Key Personnel Profile Summary completion
guidelines:
1. Education and Training.
2. Required Experience and Qualifications.
3. For each proposed candidate, the
Respondent must provide the following
profile information:

a. Full name of project or engagement

b. Contact information

c Natale) nf ovnarioneco

formatted Profile Summary that includes education,
training, required experience, detailed engagement
history, resumes/CVs, professional references, and
experience dates—in alignment with Attachment I. Our
standard practice includes preparing all profilesin a
uniform structure, giving DHS clear, comparable, and
comprehensive information for every candidate.

before they are required, enabling rapid submission of
fully compliant profiles. Our standardized documentation
processes, proactive reference validation, and

cross functional review ensure every candidate exceeds
minimum qualifications and is presented to DHS with
complete, consistent, and decision ready
information—delivering higher quality and faster
readiness at no additional cost to the State.
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Turnover & TNC-001|The Contractor shall provide, at least six (6) No Meets on Day 1 |TTEC will comply with all turnover and closeout TTEC exceeds AR DHS requirements by maintaining
Closeout months prior to go-live, upon every system requirements through a structured Transition Outand |continuous transition readiness rather than preparing
expansion effort, and no less than annually, Knowledge Transfer Plan maintained throughout the turnover materials only at contract end. At no additional
the following: contract. At least six months before contract end, or cost, we maintain a living digital knowledge repository
1. The Contract Closure Turnover Plan upon system expansion, TTEC will provide DHS witha  |accessible to DHS, provide quarterly documentation
Deliverable. comprehensive Turnover Plan that includes current updates and transition readiness reviews, and deliver
2. Complete and updated current system and system documentation, resource transition needs, standardized transition playbooks aligned with CMS
user documentation. SOPs, lessons learned, a log of open items, and a continuity practices. TTEC conducts structured
3. Statement and detailed description of the complete inventory of proprietary data in DHS approved |knowledge tran_sferworksﬁops and shadowing sessions,
resources that would be required by DHS or formats. All proprietary data will be delivered to DHS at |maintains automated data export capabilities for secure
another Contractor to fully take over CSC least 180 days before contract end, with final updates |transferin DHS approved formats, and performs a formal
System, technical, and business functions within 60 days. TTEC maintains these artifacts transition rehearsal in the final contract year. This
outlined in the Contract(s). This includes continuously to ensure transition readiness. proactive approach protects data integrity, reduces
guantity and types of resources and volume disruption, and ensures seamless continuity of CSC
of tasks to support the scope of work. services.
4. Operational tasks and procedures as
necessary to support ongoing operations of
the CSC System.
5. Lessons learned report.
6. List ofincomplete tasks, such as system
defects, modifications or enhancements,
mass adjustments, reference updates, and
caonfigiiratinn roniiocte
Turnover & TNC-002|The Contractor shall provide written No Meets on Day 1 |TTEC confirms and will comply with the requirement and|TTEC will have our key personnel and staff identified on
Closeout notification to DHS of the Contactor’s named will provide written notification to DHS of our key the program as of the current timeline, as well as the

Key Personnel and staff identified to serve as
the Contractor’s Turnover Team.

personnel and staff that will serve as our turnover team.

turnover staff identified and will include written
notification of the turnover team at no additional cost to
DHS.
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Explain How Requirement Is or Is Not Met in the
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Explain How Contractor Exceeds Expectations at No
Extra Cost to DHS

Turnover &
Closeout

TNC-003

Upon DHS's request, the Contractor’s
Turnover Team must commence the Turnover
Project Plan activities.

No

Meets on Day 1

TTEC will fully comply with this requirement through a
formal turnover governance and Activation Process.
Upon DHS request, we willimmediately initiate the
Turnover Project Plan activities led by a dedicated
turnover team consisting of operational, technical, data
management, and program leadership resources.

Upon notification from DHS, TTEC will:

¢ Activate the transition our project plan

* Conduct a turnover kickoff meeting with DHS

* Confirm transition scope, timelines, and roles

* |nitiate knowledge transfer and documentation
delivery activities

* Establish regular transition status reporting

This structured approach ensures turnover activities
begin promptly and proceed in a coordinated and
transparent manner.

TTEC exceeds DHS requirements by maintaining
a continuous transition readiness model throughout the
contract term.

Turnover &
Closeout

TNC-004

The Contractor shall cooperate with the
successor Contractor while providing all
required turnover services. This willinclude
attending all scheduled meetings and
working effectively with the successor and
devising work schedules that are agreeable
for both DHS and the successor Contractor.

Yes - See
Attachment C

Meets on Day 1

TTEC confirms and will cooperate with the successor
contractor and upholds our commitment to provide all
required turnover services, including but not limited to
attendance of all scheduled meetings and working
together with the successor on work schedules and
meeting cadence that are mutually agreeable to all
parties for both DHS and the successor contractor.

TTEC exceeds DHS requirements by maintaining a
continuous transition readiness model throughout the
contract term.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D - Indicator Met? Identified Timeline Extra Cost to DHS
Turnover & TNC-005|The Contractor shall provide to the No Meets on Day 1 |TTEC will meet this requirement by leveraging the native |At no additional cost, TTEC exceeds this requirement by
Closeout Successor Contractor, as requested by DHS SaasS architecture of the CSC System, including using a platform that already provides structured,

or the Successor Contractor, the following:
1. Provide DHS System software, files, test
datafiles, tables, System document copies,
and all other documentation and information
requested by DHS.

2. Provide assistance to DHS or the
Successor Contractor with interpretation and
analysis of test results.

3. Provide any statistics requested by DHS or
the Successor Contractor regarding the
levels of accuracy of the CSC System and its
Components.

4. Provide to the Successor Contractor any
Department-owned and leased equipment in
the Contractor’s possession that is
necessary to conduct acceptance testing, as
long as this does not, in the judgment of the
Contract Administrator, jeopardize meeting
contract requirements.

5. Provide update/transaction files for all files

ronnirod for dolivions nriorto tho coccatinn nf

ServiceNow and NICE. All required system software,
files, test data, tables, documentation, and related
system information are stored within the SaaS
environments and can be securely accessed by DHS or
any successor contractor. Because the platformis
Saas, all test data, configuration details, and module
structures are already maintained in system,
eliminating the need for manual packaging or custom
development.

TTEC provides interpretation of test results, operational
statistics, and accuracy metrics using

platform available reporting. Any DHS owned or leased
equipmentin TTEC’s possession will be returned or
transferred as directed. The CSC System also maintains
the update files, transaction records, configuration
parameters, data dictionaries, and certified production
copies of modules and process listings required to
support a seamless successor transition consistent
with SaaS deployment standards.

versioned, and fully documented module definitions,
table schemas, configuration parameters, and
operational components as part of its standard SaaS
product documentation. This minimizes transition
burden and reduces the need for custom artifacts or
manual reconstruction of system components. TTEC also
supports DHS by aligning successor access to the
platform in accordance with documented best practices
and by ensuring that all transition materials reflect the
system as itis used in production. Because the platform
is SaaS, successor contractors receive consistent and
authoritative access to the same data structures,
documentation, and operational configurations without
requiring additional effort from DHS or TTEC.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Turnover & TNC-006|The Contractor shall provide a written No Meets on Day 1 |TTEC will include a written statement that details allof |TTEC will include the requirement at no extra cost to DHS
Closeout statement listing DHS facilities and assets the components listed within this requirement (TNC- within our turnover plan.
used to operate the CSC System including: 006) and within our turnover plan including if any DHS
1. Desktop equipment. facilities and or assets that are utilized for the CSC
2. Meeting space. system.
3. Work space.
4. Special software.
5. Copiers.
6. Inventory, supplies and consumables.
7. Ancillary equipment.
8. Voice and data telecommunications
services and support.
9. Desktop and conference telephones.
10. Conferencing equipment.
Turnover & TNC-007(The Contractor shall provide comprehensive No Meets on Day 1 |TTEC will provide comprehensive training the Successor |TTEC maintains our training readiness plan and
Closeout training to the Successor Contractor’s contractor's management, supervisory, operational, continuously updates our training content and material

management, supervisory, operational and
technical staff as required in the operation of
the CSC System for the successful transition.
to deliver Medicaid programs and services.
Such training must be completed at least two
(2) months prior to the end of the contract.

and technical staff as required in the Operation of the
CSC system. TTEC confirms and will complete and
provide training and or all training materials to the
successor contractor at least (2) months prior to the
end of the contract.

throughout the life of the term, as well as maintaining
training documentation prior to turnover activities. TTEC
will include the training to the successor contractor with
the most current and up-to-date training plans as of that
time.

172




New

Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Turnover & TNC-008|The Contractor shall provide to DHS the No Meets on Day 1 |TTEC confirms the requirement and will provide all TTEC exceeds expectations through maintaining our
Closeout following in advance of delivering Successor training content and material relative to the CSC, training curriculum content with the most current,
Contractor training: including the below topics: relavent, and up-to-date materials that our team will
1. Aschedule of planned training sessions. * The proposed schedule of planned training topics oversee thatis included within our solution design
2. A description of the professional * Up-to-date descriptions of professional background, [throughout the term of the contract. We willinclude the
background, experience, knowledge of the expertise, and knowledge, along with previous training |successor contractor training plan and submit to
subject, and previous training experience for for each trainer. DHS prior to training the new contractor.
each trainer. * The total number of staff to be trained in each area
3. Number of staff to be trained per area. * Training Content and Subjects
4. Training subjects. * Training Methodology, including the format of training
5. Training methodology (including e Evaluation Techniques
description of training material handouts and e Length of each training session
media format of this material). e Sample copies of material that will be used in the
6. Evaluation techniques. training sessions
7. Length of each training session. e Locations of training sessions and training delivery
8. Sample copies of material to be used in methodology
training sessions.
9. Locations of training sessions.
Turnover & TNC-009|At the direction of DHS, but no less than Yes - See Meets on Day 1 |TTEC will comply with this requirement. At DHS TTEC exceeds DHS requirements by maintaining a
Closeout eighteen (18) months prior to the final Attachment C direction—and no less than eighteen (18) months continuous transition-readiness framework throughout

Contractyear, including option years that
have been exercised, and at least eighteen
(18) months prior to the end of any Contract
extension(s), the Contractor shall begin
turnover. DHS reserves the right to request
any turnover activities at any time during the
Contract period, even if the Contract is not
ending. DHS may also require that these
services begin earlier than eighteen (18)
months as needed for an orderly transition.

before the final contract year or any extension
period—TTEC will initiate formal turnover activities in
alignment with the approved Transition Out and
Turnover Plan. TTEC acknowledges DHS’s right to
request turnover activities at any time and will activate
the Turnover Governance Team upon notice. We will
implement phased transition planning, knowledge
transfer, documentation updates, and data preparation
activities to ensure continuity of CSC operations. All
turnover activities will be coordinated with DHS to
maintain service levels and operational stability
throughout the transition period.

the contract term. At no additional cost, TTEC will:

* Maintain the Transition Out and Turnover plan

* Conduct Transition readiness reviews

* Maintain up-to-date documentation, training content
and material, system architecture, current processes,
and overall design of the CSC throughout the contract
term

* Support flexible, phased transition schedules that align
for the successor contractor, and DHS that align with all
required parties and to minimize any service disruption
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Turnover & TNC-010|The Contractor shall establish all technical, No Meets on Day 1 |TTEC confirms the requirement and will ensure all TTEC includes key personnel within the proposal, along
Closeout operational, and support documentation is technical, operational, and support documentationis  |with our solution and design of the CSC system, no
current and up to-date, electronic and current and up-to-date via electronic and hard-copy additional resources are necessary to be included to
hardcopy deliverables, and that all deliverables. All plans will be maintained throughout the |support the requirement.
documentation is complete and accurately contract term via Key Personnel, Technology Resources,
reflects the CSC System and Services and other operational resources. Our plans and all of
according to the Contractor’s contractual our content will be well maintained, and will be
documentation requirements accurate, clear, and reflects the current design and
operational flow of the CSC system and team.
Turnover & TNC-011|The Contractor shall ensure all System No Meets on Day 1 |TTEC ensures all system documentation will include the |TTEC maintains system documentation, approvals and
Closeout documentation listed includes completed necessary and required completed and DHS approved |assessments, and overall system architecture
and DHS-approved assessment reports. assessment reports. throughout the life of the contract at no additional cost to
DHS.
Turnover & TNC-012|The Contractor shall coordinate the transfer No Meets on Day 1 |TTEC confirms and will comply with the requirement for [TTEC includes current system architecture and up-to-
Closeout of System documentation (in hard and soft digital and hard copy formats for the system date diagrams through our technical and operational
copy formats), software, and data files. documentation, software, and data files. teams throughout the life of the term at no additional
cost to DHS and can provide the plans in electronic or
hard copy formats.
Turnover & TNC-013|The Contractor shall provide one No Meets on Day 1 |TTEC confirms and will have one comprehensive TTEC will maintain all of our documentation in one
Closeout comprehensive electronic copy of all electronic copy of all documentation in a DHS comprehensive DHS approved format that is accessible
documentation in a DHS approved, approved, accessible, and secure electronic media and secure at no additional cost to DHS.
accessible, and secure electronic media. format.
Turnover & TNC-014|The Contractor will ensure DHS will have No Meets on Day 1 |TTEC will ensure that DHS has access and the capability |TTEC includes all required documentation being updated
Closeout access and the capability to extract to extract documents within our document library at one|and in a consistent and organized manner at no

documents at one time, maintaining folder
and file hierarchical structure and thereafter
for updates and revisions.

time, and will maintain the folder and the file structure
for all content, up-to-date plans, and documents as well
as maintaining for accuracy and revision status and
updates in a clear and concise manner that will be easy
to locate, and review plans when DHS needs to extract
or find a file and or documents in an organized, clear,
and consistent manner.

additional cost to DHS.

174




New

Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
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Turnover & TNC-015|The Contractor shall schedule weekly No Meets on Day 1 |TTEC will own scheduling weekly turnover progress TTEC includes a turnover project team at no additional
Closeout turnover progress meetings, or more meetings via our assigned turnover team, and or more  |cost to DHS.
frequently if required. Meetings must be frequently if required. TTEC will ensure consistent and
attended by Contractor, Successor mutually agreeable meeting cadence, time, and
Contractor, DHS, and DHS's PMO. structure, including all relevant and necessary parties
including successor contractor, DHS, and DHS's PMO
team or supplied named individuals required to be at
meetings from each team.
Turnover & TNC-016|The Contractor shall provide a Monthly No Meets on Day 1 |TTEC will provide a monthly turnover report reflecting  [TTEC's dedicated turnover team will meet all deliverables
Closeout Turnover Report reflecting transition activities transition activities, milestones, deliverables, and all and requirements relative to turnover reporting. Thisis a

during the turnover period. During the final six
(6) months bi-weekly reporting is required.

outcomes during the turnover period. TTEC confirms
and will adhere to providing bi-weekly reporting during
the last 6 months of the project turnover.

standard key deliverable embedded within our
governance and project implementation and turnover
process to adhere and provide reporting to DHS, and will
be at no extra cost.
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Turnover & TNC-017|The Turnover Status Report must be used by No Meets on Day 1 |TTEC will fully comply with this requirement by utilizing a|TTEC exceeds DHS requirements by providing enhanced

Closeout the Contractor and DHS in monitoring and formal Turnover Status Reporting process to monitor transition visibility and governance tools at no additional

managing the Contractor’s progress against
the Turnover Project Plan's scheduled tasks,
deliverables and milestones, and for tracking
Contractor Turnover deliverables and
milestones submitted to DHS for approval.

and manage progress against the Transition-Out Project
Plan. During turnover activities, our team will prepare
and provide regular Turnover Status Reports to DHS that
track scheduled tasks, deliverables, milestones, and
approval status.

The Turnover Status Report will include:

* Progress against planned transition activities and
timelines

» Status of deliverables submitted for DHS review and
approval

* |dentification of risks, issues, and mitigation actions
» Updates on knowledge transfer and documentation
completion

* Data transfer readiness and transition milestones

These reports will be shared with DHS on an agreed-
upon schedule to ensure transparency, accountability,
and coordinated oversight throughout the turnover

norind

cost. TTEC will:

* Provide access to a shared transition tracking
dashboard

* Maintain milestone tracking and status updates

* Conduct regular turnover status review meetings with
DHS

* Provide proactive risk identification and mitigation
planning

* Maintain historical reporting to support auditability and
lessons learned

This enhanced reporting approach ensures DHS
maintains full visibility into transition progress and
supports a seamless, well-managed turnover process.
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Turnover & TNC-018|In the event DHS disagrees with the No Meets on Day 1 |TTEC will fully comply with this requirement. In the event|TTEC exceeds DHS requirements by maintaining a
Closeout conclusions provided in the Contractor DHS disagrees with conclusions or findings in the structured Corrective Action governance framework
Turnover Status Report, DHS will provide Turnover Status Report, our team will respond promptly |throughout the Contract term. At no additional cost, TTEC
written notice of DHS's request for the to DHS’s written notice and develop a formal Corrective |will:
Contractor’s corrective action plan (CAP) Action Plan (CAP) within the response timeframe
and include a response time, which will be specified by DHS. * Utilize standardized CAP templates aligned with CMS
determined by DHS. and industry best practices
The CAP willinclude: * Conduct formal root cause analysis methodologies
* Provide interim mitigation steps to reduce operational
* Root cause analysis risk during remediation
* Defined corrective actions * Track CAP actions within a shared reporting dashboard
* Assigned ownership and accountability * Conduct post-resolution validation reviews to ensure
e Corrective timeline sustained compliance
* Monitoring and validation measures
This disciplined approach ensures rapid issue resolution
TTEC will provide regular updates on CAP progress until |and minimizes transition risk to DHS.
resolution is achieved and accepted by DHS.
Turnover & TNC-019(The Contractor shall use or interface with No Meets on Day 1 |TTEC will comply with this requirement. The Contractor | TTEC exceeds DHS requirements by maintaining a
Closeout DHS Risk, Issue, Decision, and Action Item will utilize or interface with DHS-designated Risk, Issue, |mature risk and issue management framework aligned

management tools. The Contractor shall
document all risks, issues, decision, and
actions, and follow DHS-defined process.

Decision, and Action Item management tools as
directed by DHS.

TTEC will document all identified risks, issues,
decisions, and action items within the DHS-defined
tracking system and follow established DHS governance
processes for escalation, mitigation, monitoring, and
closure.

TTEC will ensure alignment with DHS reporting
standards and provide timely updates to maintain
transparency and accountability throughout the
turnover and contract lifecycle.

with industry best practices. At no additional cost, TTEC
will:

¢ Maintain an internal risk register

* Conduct proactive risk identification workshops during
transition activities

* Provide risk impact and mitigation scoring to support
DHS decision-making

* Offer visibility into risk and issue status

* Provide structured decision logs and action item
tracking with assigned ownership

This disciplined governance approach enhances visibility,
reduces transition risk, and ensures alignment with DHS
oversight requirements
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Turnover & TNC-020|Contractor resolution of turnover issues shall No Meets on Day 1 |TTEC will fully comply with this requirement. TTEC will  |TTEC exceeds DHS requirements by maintaining
Closeout include: ensure that all of our managed components of the CSC |proactive quality assurance and transition readiness

1. The Contractor shall ensure that the CSC
System will be error-free and complete when
turned over to DHS or the designated
Successor Contractor.

2. The Contractor shall correct, at no cost to
DHS, any malfunction that exists in the CSC
System prior to turnover, or that was caused
by the lack of support by the Contractor, as
determined by DHS.

solution, including configurations, workflows,
documentation, and operational processes, are
complete, accurate, and fully functional at the time of
turnover.

Because the CSC solution also utilizes integrations to
State-owned platforms, our responsibility will apply to
TTEC controlled configurations, integrations, and
operational support functions. We will identify,
document, and resolve any known deficiencies within
these areas prior to turnover.

At no cost to DHS, we will correct any malfunctions
attributed to the CSC system configurations,
documentation, or operational support activities that
existed prior to turnover or resulted from

our performance.

practices throughout the Contract term. At no additional
cost, TTEC will:

* Conduct pre-turnover system configuration and
documentation audits

* Provide transition readiness assessments, identifying
potential risks or gaps

* Maintain a continuous defect tracking and resolution
process

* Provide detailed transition validation checklists to
ensure completeness

* Support collaborative resolution efforts with DHS and
system vendors

This proactive approach ensures a smooth, low-risk
transition while clearly maintaining accountability for
TTEC controlled system design or solution components.
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Turnover & TNC-021|The Contractor shall provide weekly updates, No Meets on Day 1 |TTEC will fully comply with this requirement by providing |TTEC exceeds DHS requirements by implementing
Closeout or updates as necessary, to fulfill DHS's regular turnover status updates in accordance with DHS |enhanced documentation and transition reporting
requests. The Contractor shall also produce a direction. Our team will provide weekly updates, or practices at no additional cost. TTEC will:
report that lists the changes occurring from more frequently as requested by DHS, to report on
the previously updated report. Release transition activities, deliverables, and milestones. * Maintain automated version control and change
periods will be specified to the Contractor in tracking tools
writing by DHS. Status changes of all TTEC will also maintain and provide a Release Report * Provide clear change summaries highlighting impacts
documents will be denoted in the Release that clearly identifies changes and updates from to operations
Reportin a fashion that does not cause the previously submitted documentation, including updates |® Centralized location of all historical transition
Successor Contractor to review previous to configurations, procedures, and operational documentation
documents unnecessarily. materials. Status changes will be documented using * Provide structured release notes to support efficient
structured version control and change tracking to review by DHS and successor contractors
ensure transparency and minimize the need for * Conduct periodic transition status briefings to ensure
successor contractors to review prior versions alignment
unnecessarily.
This proactive approach ensures clarity, efficiency, and
All reporting will follow DHS-defined release schedules |seamless continuity during turnover.
and submission requirements.
Turnover & TNC-022|The Contractor shall provide a listing of all No Meets on Day 1 |TTEC confirms and will provide a listing of all CSC TTEC will include this requirement within our team's
Closeout CSC System production jobs executed during system production jobs executed during the previous 12 |turnover processes. There will not be an additional cost

the previous twelve (12) months. The
Contractor shall provide this inventory list of
System production jobs inventory listin a
single, comprehensive, and complete listing
to DHS for review and approval. This
documentation shall be updated and
delivered to DHS every month thereafter
through the end of the Contract Term and
shall be delivered via secure electronic media
and/or secure transmission.

months, as requested by DHS during the turnover
phase. We will include an inventory list of all jobs in a
single and comprehensive, complete listing for DHS
review and approval. We will update the list every month
thereafter with any changes or additions and
continuously review for accuracy. We commit to
delivering the inventory list via a secure electronic
transmission.

to DHS for providing and update the listing in accordance
to the requirement.
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Turnover & TNC-023|The Contractor shall provide, whenever No Meets on Day 1 |TTEC confirms and will provide, or whenever requested |TTEC includes frequent reporting throughout the contract
Closeout requested in writing by DHS, operational by DHS, our operational performance statistics reports |term in all stages, through the Implementation, Steady
performance statistics or copies of existing and copies of existing or current operational reports. State Operations, and turnover at no additional cost to
operational reports. Specific requested TTEC confirms and will adhere to the delivery of the DHS.
information must be delivered to DHS no reports no later than 2 weeks from the date that the
later than two (2) weeks from the date of the written request was sent.
written requests.
Our CSC Manager and CSC Project Director will work
together to deliver the reports to DHS timely with all
relevant current and historical performance data.
Turnover & TNC-024|The Contractor shall provide a written No Meets on Day 1 |TTEC confirms and will provide a written listing of allof |TTEC includes a listing of all skill sets, roles, titles,
Closeout statement listing all the Contractor and DHS our staff skill sets, titles, roles, and functions based on |responsibilities, and functions throughout the project
staff skill-sets, titles, and functions (resource our current volumes, experience, and any 3rd party term at no additional cost to DHS. We include this within
requirements) based on the Contractor’s relationships devoted to the operation of the CSC our governance process and is maintained through
volumes, experience, and 3rd party system supporting DHS. operational steady state periods, along with contract
relationships devoted to the operation of the turnover and close out phases and will be available to
CSC System. We will maintain this listing within our operations team |DHS at any period they would like to review.
and we will maintain and keep the listing updated
throughout the contract term.
Turnover & TNC-025|The Contractor shall provide a detailed No Meets on Day 1 |TTEC will provide a detailed organizational chart that will[TTEC will include a very detailed organizational chart at
Closeout organizational chart depicting the show our total staff supporting the CSC operation. no extra cost to DHS.
Contractor’s total staff supporting the CSC
System operation.
Turnover & TNC-026|0n a schedule to be determined by DHS, the No Meets on Day 1 |TTEC does not deploy or own CSC System hardware TTEC maintains minimal hardware ownership, which
Closeout Contractor shall package, insure, and deliver beyond our standard employee workstations. significantly reduces transition complexity, risk, and cost

all hardware used in the CSC Systemto a
location in Arkansas designated by DHS. The
Contractor shall pay all packaging, shipping,
and shipping warranty costs to transport
hardware to DHS- designated location. This
requirement shall not apply if using a SaaS
strategy. Bidders proposing a SaasS strategy
may indicate “Meets on Day 1” for this
requirementin Column F

for the State.
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Turnover & TNC-027|The Contractor shall confirm a documented No Meets in future |TTEC will meet this requirement in the future by At no additional cost, TTEC exceeds this requirement by
Closeout transfer all project materials on a medium providing a complete and documented transfer of all maintaining all project materials in a unified, fully digital,
approved by DHS. The Contractor shall be project materials using a DHS approved medium. All and version controlled SaaS environment throughout the
required to supply all hardware and/or other project artifacts, including documentation, term of the contract. This ensures that all project
medium required by DHS in the transfer of configuration information, Agile lifecycle work items, documentation, configuration details, and historical
data, files, and tables, and will be responsible and related project materials, are stored and retained  |artifacts remain organized, traceable, and readily
for all associated shipping charges. within the SaaS based ServiceNow platform as the exportable for successor use. TTEC will also align the
system of record for the project. Because the solution is |transfer process with the documented structure and
Saas, all project information is accessible digitally and |modular architecture provided by the ServiceNow
can be exported directly without requiring State product documentation, ensuring a clean, consistent,
provided devices or physical media. TTEC will furnish its |and fully accurate transition for DHS and any successor
own devices, as needed, to prepare and deliver the contractor without requiring physical media or logistics
required materials. No shipping is required because all |support.
transfers are completed electronically using secure
methods approved by DHS.
Turnover & TNC-028|The Contractor shall confirm a documented No Meets on Day 1 |TTEC will coordinate directly with DHS and the TTEC maintains a pre planned, highly coordinated
Closeout transfer to the Successor Contractor of all Successor Contractor to document and execute the transition framework that allows us to execute telecom

telecommunications network services, voice
and data services used in DHS's operations
or confirm a documented termination of the
same in the event the respective carriers or
DHS prohibit transfer and inform DHS of
either action when taken and completed.

transfer—or, when required, the termination—of all
telecommunications, voice, and data services
supporting DHS operations. In alignment with TTEC’s
standard transition management practices, we ensure
all carrier actions are fully recorded, validated, and
communicated to DHS so the State has complete
visibility into each step of the service transfer or
shutdown.

service transfers or terminations faster and with greater
accuracy than the requirement demands. In addition to
documenting every carrier action, we proactively engage
vendors, maintain audit ready records, and use
structured communication to give DHS full visibility and
assurance throughout the process—delivering a
smoother, lower risk transition at no additional cost to
the State.
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Turnover & TNC-029|The Contractor shall confirm a documented No Meets on Day 1 |TTEC will coordinate closely with DHS to document and [TTEC will maintain a continuously updated, audit ready
Closeout transfer of responsibility for all cost- execute the transfer of any cost reimbursed, asset inventory and pre coordinating transfer
reimbursed, purchased, or leased equipment purchased, or leased equipment—including associated |[documentation before contract closeout, enabling faster
to the Successor Contractor with the exact software, supplies, manuals, maintenance contracts, |and more accurate turnover than the requirement
transfer dates determined by DHS including; and licensing—to the Successor Contractor according |mandates. Our proactive vendor engagement, detailed
1. The exact date of this transfer shall depend to DHS’s specified timelines. Consistent with TTEC’s tracking of equipment and associated licenses, and
on the needs of DHS and the type of standard transition management practices, we ensure |structured communication ensure DHS receives a
equipment. allreassignment actions are fully recorded, validated, |smoother, fully transparent transfer process without any
2. The equipment, all associated software, and communicated to DHS so the State has complete |added State expense.
supplies, operating manuals, maintenance visibility into each asset’s transfer date, status, and
contracts, and all documentation used in the supporting documentation.
CSC System
3. Reassignment of the cost-reimbursement
equipment/software lease/maintenance and
software license contracts.
Turnover & TNC-032|The Contractor shall provide updates or No Meets on Day 1 |TTEC will coordinate with DHS and the Successor TTEC maintains continuously updated data, reference
Closeout replacements for all data and reference files, Contractor to provide updated or replacement data files, and documentation allowing us to provide
computer programs, and all other files, reference files, programs, and supporting complete, validated materials for parallel and
documentation that will be required by DHS documentation needed for parallel and acceptance acceptance testing faster and with fewer defects than
or the Successor Contractor to execute testing. required. Our proactive coordination across engineering,
parallel and acceptance tests. CXone, and ServiceNow teams ensures all artifacts are
accurate, compatible, and ready for immediate use by
DHS and the Successor Contractor, delivering a
smoother and more reliable transition without added
State expense.
Turnover & TNC-033|The Contractor shall include detail tasks, No Meets in future [TTEC confirms and will detail all tasks, deliverables, and [TTEC includes a project closeout and transition team, at
Closeout deliverables, and milestones for transitioning milestones for all transition work at the point of the no additional cost to DHS, and will meet all expectations

all work-in progress at the point of Contract

Period closeout.

contract period closeout.

to ensure a seamless transition.
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Turnover & TNC-034|The Contractor shall provide to DHS or the No Meets on Day 1 |TTEC will coordinate closely with DHS to provide At no additional cost to DHS, and consistent with TTEC’s

Closeout Successor Contractor, at a turnover date to updated computer programs, data sets, reference files, [standard transition practices, we maintain clean,
be determined by DHS, all updated computer and supporting documentation needed for the current, and fully documented system artifacts
programs, data, and reference files, and all Successor Contractor to operate the CSC System in throughout the contract to ensure a smooth, complete,
other documentation and records as will be production on the DHS determined turnover date. and accurate handoff whenever DHS initiates the
required by DHS or the Successor Contractor transition.
to operate the CSC System in the production
environment.

Turnover & TNC-035|The Contractor shall provide all production No Meets on Day 1 |TTEC will deliver production documentation—including |Consistent with TTEC’s standard practice, these

Closeout documentation including, but not limited to, user guides, operations m_anuals, system materials are kept current, accurate, and aligned with
user and operations manuals, training documentation, training materials, and update system functionality to ensure DHS and the Successor
materials, and system documentation (in procedures—in both hard copy and electronic formats |Contractor have complete, ready to use documentation,
hard and soft copy) needed to operate and needed to operate and maintain the CSC System. at no additional cost to DHS.
maintain the CSC System and the procedures
of updating computer programs and any
other related documentation.

Turnover & TNC-036|The Contractor shall, at the termination of No Meets on Day 1 |TTEC will coordinate with DHS to transfer all Cloud TTEC maintains cloud environments that are

Closeout the contract, turn over all Cloud Hosting Hosting accounts and configurations to DHS or the documented, continuously updated, and structured for
accounts/ configurations to DHS or it's designated Successor Contractor at the DHS defined  [seamless transfer at any point—allowing us to hand off
designated Contractor. turnover date, ensuring a complete, orderly, and fully allaccounts and configurations faster, more accurately,

documented handoff consistent with our standard and with fewer dependencies than required, ensuring
transition management practices. DHS receives a smooth, low risk transition without
additional State expense.
Turnover & TNC-037|The Contractor shall review the inventory of No Meets on Day 1 |TTEC will work with DHS to review the full inventory of  |TTEC exceeds expectations at no extra cost to DHS by
Closeout all Project and operations checklist of project artifacts and operational materials, certify maintaining a continuously updated inventory and

artifacts as evidence of a completeness of
closeout with DHS and provide for its
checklist certification of existence, and
proper packaging and delivery for formal
written acceptance by DHS including
Contract-related correspondence, tools and
databases.

completeness, and ensure all correspondence, tools,
databases, and documentation are properly packaged
and delivered for DHS’s formal closeout acceptance.

documentation repository—enabling faster, more
accurate closeout certification than required—while our
Value Agent-led coordination ensures every artifact, tool,
and record is fully validated and organized before DHS
requests it, resulting in a smoother, lower risk transition.
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Turnover & TNC-038|The Contractor shall provide, pursuant to the No Meets on Day 1 |TTEC will provide DHS with complete, itemized lists of  |Our proactive tracking of any reimbursable equipment,
Closeout Cost Reimbursement provisions, lists of all any cost reimbursed equipment, software, supplies, software, supplies, and end of contractitems ensures
costs reimbursed by DHS by SFY: forms, and end of contract payment reports by state DHS receives clearer transparency and a smoother
1. Purchased or leased equipment and fiscal year, ensuring full transparency and alignment reconciliation process without any additional State
software. with TTEC’s standard financial tracking and expense.
2. Print shop supplies, forms, and documentation practices.
specifications used within the CSC System.
3. Reports for the end-of-contract payments.
Training TRM- The Contractor shall provide draft training No Meets on Day 1 [TTEC confirms our full capability to meet the 30-day While TTEC can meet the 30 day requirement, our
Management (001 plans, curricula, syllabi, training materials, advance delivery requirement. We can deliver complete |experience in agile training environments supports a

and evaluation questionnaires to DHS for
review, feedback, comments, and approval, a
minimum of thirty (30) calendar days prior to
delivery of a training session.

training packages 30+ days prior to each training
session if DHS prefers this approach.

more collaborative approach that provides DHS earlier
visibility, stronger alignment, and higher quality
outcomes. We recommend progressive content delivery
rather than waiting to submit all materials at once. TTEC
will share a curriculum roadmap at kickoff, provide
training modules for rolling review, and align updates to
the evolving CSC System so materials match final
functionality. This approach enables continuous
feedback, early risk identification, and more manageable
review cycles, ensuring DHS maintains full oversight
while reducing rework and improving deliverable quality.
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Training TRM- The Contractor shall update all training Yes - See Meets on Day 1 [TTEC confirms our full capability to meet the 30- TTEC’s proposalincludes a dedicated full time
Management (002 materials and online training modules and Attachment C business-day requirement for updating training Instructional Designer embedded in the CSC program
provide training to all users affected by materials and delivering training following system post launch—fully assigned to Arkansas DHS and not
completed changes no later than thirty (30) modifications. Our established processes, dedicated  |[shared across other clients. This role provides real time
business days after the implementation of resources, and proven methodologies ensure rapid curriculum updates aligned with policy, procedure, and
the modification and/or enhancement. UAT response to system changes while maintaining quality ~[system changes; proactively identifies training gaps;
shall not be considered complete until standards. collaborates with DHS during UAT to build materials in
training materials are finalized, approved by parallel; manages the on demand training hub (videos,
DHS, and distributed. guides, FAQs); maintains continuous knowledge base
updates; and analyzes training effectiveness. Because
the resource is 100% dedicated, updates start
immediately upon notification, without waiting for
shared resource scheduling—ensuring faster turnaround
and consistently accurate training.
Training TRM- The Contractor shall provide the final version No Meets on Day 1 |TTEC confirms our full capability to meet the 15- TTEC_’S proposalincludes a dedicated full time
Management (003 of training materials to DHS within fifteen business-day requirement for updating training Instructional Designer embedded in the CSC program

(15) calendar days of receipt of the identified
change(s) or sooner if there is a scheduled
training session that shall be impacted.

materials following changes. Our established
processes, dedicated resources, and proven
methodologies ensure rapid response to changes while
maintaining quality standards.

post launch—solely focused on Arkansas DHS, not
shared across clients. This role ensures real time
curriculum updates aligned with policy, procedure, and
system changes; proactive identification of training gaps;
coordination with DHS during UAT to prepare materials in
parallel; management of the on demand training hub;
ongoing-knowledge base updates; and continuous
training effectiveness analysis. Because this resource is
fully dedicated, updates begin immediately upon
notification, without waiting in a production
gueue—ensuring faster turnaround, greater accuracy,
and always current training for CSC staff.

185




New

Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D - Indicator Met? Identified Timeline Extra Cost to DHS
Training TRM- The Contractor shall provide a No Meets on Day 1 |TTEC confirms our capability to provide a TTEC brings proven experience launching complex
Management (004 comprehensive training rollout schedule that comprehensive training rollout schedule addressing all |contact center programs in healthcare, government, and

includes all the courses, the training
locations, the enrollment process, the pre-
training course instructions, the training
materials, and any supporting infrastructure
and equipment, passwords, log-on, and
connectivity to the computing environment.
Include the mechanisms to address
questions, or resolve issues, including
defects that may be identified during the
training courses.

required elements. Our detailed rollout plan iwill
ntegrate courses, logistics, enrollment, technical
infrastructure, and support mechanismsinto a
seamless training deployment framework ensuring CSC
agent readiness for the January 1, 2027 launch.

regulated environments—ensuring a seamless training
rollout with zero disruption to Arkansas residents. We
mitigate risk early by validating infrastructure,
provisioning access, and completing readiness testing
before training begins. Our white glove coordination
manages all logisti(-:s from enrollment through nesting,
supported by mylti layered assistance that resolves
issues quickly and provides DHS full visibility into
progress and at risk learners. TTEC delivers scalable,
sustainable operations for ongoing hiring and seasonal
ramps, backed by 700+ global learning professionals and
methodologies refined across 200+ successful contact
center launches.
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Training TRM- The Contractor shall maintain No Meets on Day 1 |TTEC confirms full capability and commitment to TTEC's training documentation approach reflects 40+
Management (005 documentation of participation in facilitated maintain comprehensive, auditable training years of operational maturity launching complex contact

training, including training course name,
trainer’s name, date and location of the
training, DHS's identified training invitees,
persons participating in the training, persons
completing or not completing training, and
proficiency test results for each trainee.

documentation meeting and exceeding all requirement
elements. Our enterprise-grade Learning Management
System (TTEC Talent) combined with robust
administrative processes ensures complete, accurate,
and accessible records of all training activities from
enrollment through post-training performance tracking.

center programs where comprehensive record-keeping
proved essential to program success. Our experience
with 200+ program launches across healthcare,
government, and regulated industries taught us that
robust documentation systems aren't administrative
overhead—they're strategic assets enabling real-time
course correction, proactive risk mitigation, and data-
driven optimization.

We've learned that programs with sophisticated tracking
infrastructure identify at-risk agents earlier than those
relying on basic attendance sheets, enabling intervention
before failure becomes inevitable. Our enterprise-grade
Learning Management System, analytics platform, and
training closed-loop processes weren't built for Arkansas
CSC specifically—they're battle-tested tools refined
through hundreds of implementations, now included at
no extra cost because they're foundational to how TTEC
operates. We bring institutional knowledge from
analogous programs, ensuring Arkansas CSC benefits
from hard-won lessons across decades of training

nnoratinne aveollonco
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D - Indicator Met? Identified Timeline Extra Cost to DHS
Training TRM- The Contractor will provide at least thirty (30) No Meets on Day 1 |TTEC confirms full capability and commitment to While we can meet the 30 day requirement, based on our
Management (006 days prior to delivery of a training session the provide all training materials at least 30 days prior to extensive experience implementing training programs in

Contractor’s designated training for DHS end-
users; plans, curricula, syllabi, training
materials, and course evaluations or
qguestionnaires for DHS review, input, and

approval.

delivery, ensuring DHS has adequate time for thorough
review, input, and approval.

dynamic, agile development environments, we
recommend an enhanced collaborative approach that
provides DHS with greater control, earlier visibility, and
higher quality outcomes.

TTEC's Recommended Enhanced Approach

Rather than waiting to submit completed materials 30
days before training, TTEC proposes providing DHS with
early access to our curriculum development process
through progressive content delivery. This approach
offers significant advantages:

Benefit 1: Early Strategic Alignment

* What we'll deliver: Complete curriculum roadmap and
design plan at project kickoff

* Value to DHS: Ensures alignment on training approach,
structure, and learning objectives before detailed content
development begins

e Qutcome: Avoids costly late-stage rework by confirming
the strategic direction early

Benefit 2: Continuous Review Cycles

* What we'll deliver: Training content modules submitted

for DHS roview ac nach ic camnloatad (knlling hacic
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D - Indicator Met? Identified Timeline Extra Cost to DHS
Testing TSM-001|The Contractor shall test (working with DHS) No Meets on Day 1 |TTEC will comply with the requirement to work with DHS |TTEC exceeds expectations at no extra cost to DHS by
Management for basic system/network performance prior to test basic system performance prior to any extensive |performing deeper, cor_1tinuous pre upgrade

to any extensive upgrade, new release, or
scheduled integration/system test and taking
corrective action according with findings.

upgrade, new release, or scheduled integration/system
test. These checks ensure that the CSC System
environment is stable and capable of supporting
upcoming changes.

TTEC conducts pre upgrade performance validation
leveraging Nice CXone monitoring, ServiceNow Change
Management, and internal engineering tools to assess
system availability, and baseline performance metrics.
Any issues identified during these tests are
documented, reviewed with DHS, and, if necessary,
corrected before upgrades proceed. i

TTEC is committed to ensuring a stable, well validated
environment ahead of any system change to protect
DHS operations and minimize risk.

validation—using automated monitoring, advanced
diagnostics, and cross platform checks—to identify and
resolve issues before DHS ever encounters them. This
proactive validation approach ensures a more stable
environment and reduces DHS’s risk and effort beyond
the basic requiremen.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D - Indicator Met? Identified Timeline Extra Cost to DHS
Testing TSM-002|The Contractor shall develop, maintain, and No Meets on Day 1 |TTEC will comply with all required DHS requirements TTEC will comply with all required DHS requirements
Management submit, for DHS approval, all SDLC needed to develop, maintain, and submit all SDLC needed to develop, maintain, and submit all SDLC

documentation, including but not limited to:

1. Allrequirements

2. Test planning

3. Technical specifications

4. Test results as updated or following each
approved project milestone.

documentation for DHS review and approval. TTEC
follows a structured SDLC process supported

by ServiceNow Change Management and technical
design repositories integrated with Nice CXone.

TTEC will provide DHS with the following
documentation, updated at each approved project
milestone:

* Requirements Documentation - Clear, validated
business and technical requirements, maintained
collaboratively with DHS and stored in ServiceNow for
traceability.

e Test Planning - Comprehensive test plans covering
functional, integration, performance, and user
acceptance criteria.

* Technical Specifications - Detailed design documents
defining configurations, interfaces, workflows, and
CXone system behavior.

* Test Results - Documented results following each
milestone, including defect logs, resolutions, and DHS

annrnval ovidoncao

documentation for DHS review and approval. TTEC
follows a structured SDLC process supported

by ServiceNow Change Management and technical
design repositories integrated with Nice CXone.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Testing TSM-003|The Contractor must conduct the following No Meets on Day 1 |TTEC’s UAT approach is built on transparency and TTEC exceeds expectations at no extra cost to DHS by
Management testing: operational excellence to ensure the CSC System is providing extended UAT flexibility, deeper technical
1. Development & Unit Testing fully validated by DHS before production deployment.  |support, and more robust validation than i
2. System Testing Our System Implementation Plan allocates UAT required—offering longer testing windows when needed,
3. Integration Testing timelines based on the complexity of the integrated supplying refreshed test data, and delivering re_al time
4. Regression Testing ServiceNow, CXone, and Omilia platform. UAT durations|engineering, CXone, and ServiceNow support throughout
5. Disaster Recovery/Business Continuity aretailored to the scépe of work, manual test case the entire UAT period. This proactive, resource rich
6. Production Simulation volume, and module integration complexity, prioritizing |approach ensures DHS can test more thoroughly and
7. Performance/Load/Stress testing end to end validation across CRM, telephony, and IVA  |confidently.
8. System Security and 508 Compliance components. If DHS requires more time to complete
testing testing, TTEC will extend the UAT window at no
9. Post-Production Verification additional cost.
To support an efficient UAT experience, the environment
will be available Monday-Friday from 7:00 AM to 7:00
PM, with all upgrades and patches performed outside
this window. TTEC provides full support, including
refreshed test data and access to tracking tools within
the DHS Jira instance. Through this disciplined,
user focused approéch, we ensure a seamless,
compliant, and DHS validated transition to production.
Testing TSM-004|The Contractor shall conduct system Yes - See Meets on Day 1 |TTEC will comply with DHS requirements to conduct TTEC exceeds expectations at no extra cost to DHS by
Management integration test (SIT) walkthroughs, including | Attachment C System Integration Test (SIT) walkthroughs for all CSC  |providing deeper analysis, richer evidence, and real time

test plans and test results, for all CSC System
changes to demonstrate to DHS that all CSC
System functions have been completely and
accurately planned, developed, and tested. If
defects are identified, the Contractor shall
document, track, and resolve as validated by
DHS. DHS reserves the right to request and
review detailed evidence of all test results
and the number of attempts made in
retesting a change.

System changes. We provide DHS with complete SIT
plans, scenarios, and test results to confirm each
change is properly planned, developed, and validated.
SITis led by TTEC testers, in collaboration with DHS, and
overseen by project management. Using NICE CXone
and ServiceNow Test Management, TTEC ensures full
traceability from requirements through execution.
Walkthroughs include test goals, executed cases, and
identified defects. All defects are documented and
resolved in ServiceNow. DHS may request logs,
screenshots, and full test evidence records at any time.

tooling during SIT walkthroughs than required—using
CXone and ServiceNow to deliver proactive insights, full
traceability, and immediately accessible test artifacts
before DHS even requests them—resulting in faster
validation and stronger system assurance without any
added State expense.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D - Indicator Met? Identified Timeline Extra Cost to DHS
Testing TSM-005|The Contractor must receive Implementation |- See Attachme| Meets on Day 1 |TTEC will comply with DHS requirements for release TTEC exceeds expectations at no extra cost to DHS by
Management Acceptance approval from DHS for each governance, including obtaining Implementation applying more rigorous release controls than

scheduled Implementation / release no later
than the Acceptance Date in the
Implementation Plan. The Contractor must
define and lock in the contents of a release at
least ten (10) business days prior to UAT.
Minimum UAT is ten (10) business days plus
five (5) business days of regression testing.
Upon mutual agreement, the testing window
may be shortened or lengthened. DHS
reserves the right to extend UAT testing.

Acceptance from DHS for each scheduled
implementation by the Acceptance Date defined in the
approved Implementation Plan.

TTEC will lock the contents of each release at least ten
(10) business days prior to UAT, ensuring clear scope,
stable configuration, and full alignment between DHS
and TTEC prior to testing. The minimum UAT period will
be ten (10) business days, followed by five (5) business
days of regression testing, unless DHS and TTEC
mutually agree to adjust the testing window. TTEC
acknowledges that DHS reserves the right to extend UAT
as needed.

Allrelease planning, scope management, and testing
milestones are managed through ServiceNow Change
and Test Management, with functional and performance
validation supported by Nice CXone tools.

required—using proactive scope locking, advanced
CXone and ServiceNow validation, and continugus
coordination led by our Value Agent to ensure every
release is fully stabilized, transparent, and DHS ready
well before UAT begins. This heightened discipline and
early alignment reduce risk, accelerate testing readiness,
and improve overall release quality.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Testing TSM-006|The Contractor shall ensure that the System |- See Attachme| Meets on Day 1 |TTEC will comply with DHS requirements to conduct TTEC exceeds expectations at no extra cost to DHS by
Management Implementation Plan allocates sufficient System Integration Test (SIT) walkthroughs for all CSC  |delivering deeper analysis, richer evidence, and real time
time to DHS' User Acceptance Testing (UAT) System changes. We provide DHS with complete SIT traceability during SIT walkthroughs—using integrated
activities relative to the detailed scope of plans, scenarios, and test results to confirm each CXone and ServiceNow tools to proactively surface
work, requirements and gaps, the number of change is properly planned, developed, and validated. |insights, defects, and test artifacts before DHS even
manually executed test cases, and the SITis led by TTEC testers, in collaboration with DHS, and |requests them—resulting in faster, more reliable
complexity of module integration. The overseen by project management. Using NICE CXone  |validation.
Contractor shall be responsible for extending and ServiceNow Test Management, TTEC ensures full
the time allocated to UAT user acceptance traceability from requirements through execution.
testing if the proposed testing duration is not Walkthroughs include test goals, executed cases, and
deemed sufficient and approved for DHS to identified defects. All defects are documented and
validate the module. The UAT environment resolved in ServiceNow. DHS may request logs,
must be available daily, Monday through screenshots, and full test evidence records at any time.
Friday, between the hours of 7:00 AM to 7:00
PM. Allupgrades, deployments, patching,
etc. must be completed outside this testing
window
CSC System |CSC-001|The Contractor shallimplement a No Meetson Day 1 ) TTEC exceeds expectations at no extra cost to DHS by
comprehensive CRM that supports the enriching the ServiceNow based CRM with enhanced
operations of the CSC, serving as a central TTEC meets this requirement at Go Live by automation, deeper CXone integration, and real time
platform for managing all customer implementing ServiceNow Public Sector Digital Services |analytics—providing DHS with a more powerful, fully
interactions. Pro Plus as the comprehensive CRM platform for the unified system of record than the requirement mandates.
CSC. ServiceNow serves as the single system of record |Our standard practice includes proactive optimization,
for all customer interactions, capturing case details, continuous monitoring, and advanced configuration to
contact history, notes, tasks, and workflow actions, and |deliver faster insights, stronger case accuracy, and
integrating with omnichannel interfaces and State greater operational transparency.
systems so that allinbound and outbound contacts are
centrally managed.
CSC System |[CSC-002|CSC staff and State staff handling SNAP No Meets on Day 1 |Implementation, licensing and training will be TTEC exceeds expectations at no extra cost to DHS by

inquiries must have access to use the CRM
on or before January 1, 2027, while remaining
State staff must have access to use the CRM
in a reasonable amount of time following

January 1, 2027.

completed on or before January 1, 2027, for CSC staff
and State SNAP staff. Remaining State staff will have
access at a mutually agreed upon date shortly after
January 1, 2027

accelerating readiness activities —providing early
access, expanded training support, and proactive
coordination—so CSC and State SNAP staff not only
meet the January 1, 2027 deadline but are fully prepared

ahead of schedule.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS

CSC System [CSC-003|The Contractor must provide a robust and No Meets on Day 1 |Contractor will deploy Nice CXone as the scalable At no additional cost, TTEC enables enhanced
scalable telephony system that supports high telephony system. Nice CXone is built in the Cloud and  |capabilities such as real time congestion monitoring,
call volumes, ensures reliability, and provides an active-active architecture that is resilient automated overflow routing, predictive analytics to
facilitates quality service delivery. and auto scales to meet demand. The CXone agent will |anticipate high volume periods, and CXone’s native

be embedded in ServiceNow providing agents one load balancing features. The Contractor also provides
application to login, manage interactions, and manage |DHS with proactive reliability reporting and continuous
beneficiary records. CXone will manage and route voice |optimization recommendations, improving overall

and digital interactions providing simplified interaction |service quality beyond baseline requirements.

and agent reporting.

CSC System [CSC-004{The system must record and retain calls in No Meets on Day 1 |Nice CXone can be configured with rules to record voice |At no additional cost, TTEC enables enhanced analytics
accordance with State records retention and digital interactions. Users, including State staff, including speech analytics, sentiment indicators, and
policies. A limited number of State staff, ten with the appropriate permissions can supervise and agent performance dashboards. CXone’s granular
or fewer, must have the ability to access calls report on system interactions as required by the RFP.  [permissioning and ServiceNow integrated workflows
in real time, but State staff may request Retention of call recordings is configurable. streamline call copy requests and maintain full audit
copies of recorded calls. The telephony trails. TTEC also provides DHS with automated reports
system shall have the ability to track and and trend dashboards that exceed the minimum
report on the phone metrics required in this requirement for standard telephony tracking and
RFP. retention.

CSC System |CSC-005|The telephony system shall have the ability to No Meets on Day 1 |Nice CXone includes the ability to track and reporton  [At no additional cost, TTEC enables enhanced analytics,

track and report on the phone metrics
required in this RFP.

interaction metrics. Included are static reports and the
ability to create custom reports without specialized
skills. Reports can be run on demand or scheduled for
delivery at periodic intervals. Dashboards provide real
time visibility into contact center activity.

including CXone’s performance dashboards, heatmaps,
and trend analysis. TTEC also integrates call metrics into
ServiceNow PSDS Pro Plus to provide DHS with unified
operational reporting across channels, exceeding the
minimum requirement for telephony only metric
tracking.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
CSC System |CSC-006|The Contractor shallimplement an IVR No Meets on Day 1 |Contractor willimplement a voice and web chat IVA At no additional cost, TTEC configures enhanced
system that allows customers to access key utilizing Omilia to serve as the entry point for self service options within the contact center platform,
information and directs customers to the beneficiaries to self service 24x7. Callers will have the |provides continuous updates to IVR content, and stores
correct agent without speaking to a person. ability to exit the IVA and transfer to a traditional IVR for |caller language preferences in ServiceNow PSDS Pro Plus
The IVR shall ensure multilingual routing to an agent. The agent will see the callers intent |to improve future routing. TTEC also performs proactive
functionality to ensure accessibility for all to better understand and serve the callers needs. multilingual quality checks and provides DHS with
individuals. At a minimum, language options English, Spanish and Marshallese will be supported recommendations for optimizing IVA/IVR navigation and
must include English, Spanish, and initially with additional languages available. Contractor [expanding language access beyond the minimum
Marshallese with the ability to expand to will engage an Arkansas-based Marshallese interpreter |requirement.
additional languages as needed. The service approved by DHS.
Contractor shall provide all translations,
recordings, and any other tools necessary for
multilingual functionality. The Contractor
must work with an Arkansas-based
Marshallese interpreter that is approved by
DHS.
CSC System [CSC-007|Contractor shall provide be able to provide all No Meets on Day 1 |TTEC meets this requirement at Go Live using TTEC provides multilingual functionality across all
CSC services in English and, at a minimum, ServiceNow Public Sector Digital Services Pro Plusas  |channels (voice, chat, email, web) at no extra cost.
live interpretation for Spanish and the CRM and NICE CXone as the CCaaS platform. NICE |Language preferences are stored in ServiceNow to
Marshallese. The Contractor shall provide all CXone supports multilingual IVR, routing, and optimize future interactions. TTEC continuously
translations, recordings, and any other tools interpreter bridging on Day 1, enabling live English, maintains and updates all translated materials and IVR
necessary for multilingual functionality. The Spanish, and Marshallese support. All required prompts and provides multilingual quality monitoring and
Contractor must work with an Arkansas- translations, IVR recordings, and multilingual scripts are [culturally validated content, exceeding baseline
based Marshallese interpreter that is produced by the Contractor before launch. The requirements without additional cost to DHS.
approved by DHS. Contractor will work with the DHS approved
Arkansas based Marshallese interpreter and integrate
them directly into NICE CXone call flows and
ServiceNow case workflows.
CSC System |CSC-008[The Contractor shall collaborate with DHS on No Meets on Day 1 |Contractor will collaborate with DHS on an annual basis |At no additional cost, TTEC conducts quarterly (not just

an annual basis to review and update IVR
scripts and menus based on contact
patterns, common issues, and feedback.

to review and update IVA and IVR based on contact
patterns, common issues, and feedback.

annual) IVA/IVR performance reviews using analytics,
heatmaps, and sentiment insights. TTEC also provides
DHS with recommended optimizations, updated script
drafts, and trend reports, ensuring continuous
improvement beyond the required annual review cycle.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
CSC System |CSC-009|The Contractor shall ensure customers can No Meets on Day 1 |TTEC meets this requirement at Go Live by enabling At no additional cost, TTEC enables automated
send documents in real-time to CSC staff. real time document transfer through ServiceNow Public [document routing, real time notifications to agents, and
Sector Digital Services Pro Plus. Customers can upload |secure attachments stored directly in ServiceNow for
documents during live interactions, and CSC staff audit and case continuity. TTEC also provides DHS with
immediately receive them within the associated case enhanced reporting on document submissions and
record. When customers are engaged via voice or chat, [integrates document events into customer history to
agents can generate a secure upload request link, improve service quality beyond the required baseline.
allowing documents to be sent and viewed in real time.
CSC System [CSC-010[The Contractor shall use a community No Meets on Day 1 |TTEC is coordinating with findhelp.org to provide TTEC exceeds expectations at no extra cost to DHS by not

resource database (e.g., findhelp.org,
restorehope.io/hopehub, etc.) to provide
customers with referrals to resources in their
communities. The Contractor shall ensure
that the community resource database is up-
to-date and accurate. The Contractor must
propose a community resource database to
use, however, the State must approve it and
reserves the right to require the use of a
specific community resource database. In
the event that the State wishes to use a
different community resource database than
the one proposed by the Contractor, the
State may reduce the Contract remuneration
and furnish the tool directly.

community resource database services. Findhelp will
provide a staff site available in a web browser for the
CSC to use to match services to callers. Furthermore,
findhelp will be integrated into ServiceNow so that CSC
agents can use ServiceNow as the single pane of glass
rather then opening separate browser window. Future
state caninclude a DHS branded public community
page (ie communityresources.arkansas.gov) as well as
a providing callers self help access to the community
resource through the IVA.

only integrating findhelp.org into ServiceNow for a
seamless, single pane of glass experience, but also
enab-ling enhanced future capabilities—such-as a

DHé branded public resource portal and IVA based
self service access—without requiring additional
investment from the State. This proactive, value added
configuration providés DHS with a more powerful,
scalable community resource solution than the
requirement mandates, delivered as part of TTEC’s
standard service.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS

CSC System [CSC-011{The CSC System shall allow customers to No Meets on Day 1 |TTEC meets this requirement at Go Live by enabling At no additional cost, TTEC provides omnichannel history
reach out to the CSC by phone call, text, customer outreach across phone, text, chat, and email |within ServiceNow, allowing agents to see all prior
chat, and email. through NICE CXone a_nd ServiceNow Public Sector interactions across phone, text, chat, and emailin a

Digital Services Pro Plus. CXone supports voice calls, single timeline. TTEC also enables proactive notifications
SMS/texting, and web chat channels, while ServiceNow [(SMS/email), digital channel expansion capabilities, and
supports integrated email intake, case creation, chat cross channel analytics to enhance accessibility and
routing, and omnichannel workflows. All channels feed [service quality beyond the minimum requirement.

into a unified ServiceNow case record, enabling CSC

staff to manage interactions consistently.

CSC System |CSC-012[The CRM shall notify users if a customer has No Meets on Day 1 |Agents will utilize a Nice CXone agent embedded in At no additional cost, TTEC configures automated alerts,
any outstanding requests from the State (e.g. ServiceNow to provide a single pane of glass workflows, and visual flags in ServiceNow to ensure
requested documentation) so CSC or State experience. As the customer navigates the IVA and IVR, |outstanding requests surface across all interaction
staff interacting with that customer may information is gathered to identify the customer channels. TTEC also integrates these alerts with NICE
proactively raise the requested information. including phone number and/or other authentication CXone so that agents receive r_eal time context at call

information. Customer information is passed to the start, and provides DHS with reporting on unresolved
CRM as a screen pop. Business rules written in requests and customer follow up trends, exceeding
ServiceNow will identify to the agent any outstanding baseline requirement expectations.
requests allowing proactive interaction with the
customer.

Verification & |VOC-001{The Contractor shall, at State direction, No Meets on Day 1 |Automated outbound campaign communications is TTEC exceeds expectations at no extra cost to DHS by

Outbound
Contact
Center

program automated outbound
communications via recorded telephone
calls, text messages, email or other CSC
System communication methods capable of
outbound contact. The recordings/messages
of these communications, their frequency
and duration are subject to State review and
approval. Itis expected that most outbound
communication will be executed
automatically using software and/or artificial
intelligence to initiate proactive outreach
customers primarily via calls and other
modalities (e.g., email, text, chat, mail, etc.)
as needed.

included in scope. Scope includes the configuration of 2
voice, 2 SMS and 2 email campaigns. Additional
campaigns can be configured. Campaigns can be
agentless campaigns or agent involved campaigns.
Agents campaigns have a variety of predictive and
preview modes depending on the type of campaign
desired. Contractor will work with State to determine
type, frequency and scope of campaigns.

offering a far more flexible and capability rich outbound
campaign engine than required—configuring multiple
voice, SMS, and email campaigns with agentless or
agent assisted modes and advanced dialing

strategies—while collaborating closely with DHS to
fine tune campaign type, frequency, and scope,

delivering greater reach and efficiency.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Verification & |VOC-002The Contractor shall have the ability to No Meets on Day 1 |Initial language support will include English, Spanish TTEC exceeds expectations at no extra cost to DHS by
Outbound program outbound communications in and Marshallese. Additional languages are available. offering immediate access to additional languages
Contact multiple languages and tailor the beyond English, Spanish, and Marshallese, leveraging our
Center communication to the language of the multilingual talent pool and interpreter service

recipient based on their profile in the CSC
system. Language support shallinclude, but
not be limited to, English, Spanish and
Marshallese.

integrations to expand. This flexibility allows DHS to scale
language support quickly and meet emerging community
needs.

Verification & [VOC-003|{If the outbound communication requests a Yes Meets on Day 1 |For agentless campaigns, the recipient can be TTEC enables richer, more dynamic agentless
Outbound person contact the State, the CSC shall be presented with options for additional communication, |outreach—allowing recipients to seamlessly transition
Contact equipped to receive that return contact including talking to an agent or interacting with an IVA.  [from automated messages to live agents or IVA
Center through all available CSC modalities of Actions performed by the agent or IVA can update other |interactions, with all actions automatically updating
communication (e.g. email, phone, text) and state systems. State systems—providing a more efficient, responsive,
any information or documentation received and fully integrated experience without additional State
as a result of these return contacts must be expense.
logged into the appropriate State systems
(e.g. ARIES or CSC System) , including but not
limited to the uploading of electronic
document into a State system or in near-real
time with the persons return contact. The
CSC System must also log if this return
contact satisfies any need for continued
outbound contact.
Verification & |VOC-004|Contractor must be able to automatically Yes Meets on Day 1 |Contact lists and CRM can be updated in near real time |TTEC uses advanced, real time APl integrations in NICE

Outbound
Contact
Center

update its list of outbound contacts in near-
realtime.

through the use of APIs available in Nice CXone and
ServiceNow.

CXone and ServiceNow to automatically sync contact
lists and CRM records faster and more accurately than
required, ensuring outreach data is always current
without manual intervention or added State expense.
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Primary Master Description Performance | Requirement Explain How Requirement Is or Is Not Met in the Explain How Contractor Exceeds Expectations at No
Category ID D Indicator Met? Identified Timeline Extra Cost to DHS
Verification & |VOC-005|Starting in a pilot basis, the Verification & No Meets on Day 1 |This can be conducted by agentless or agentinvolved  TTEC enables a more flexible, user friendly outreach
Outbound Outbound Contact Center shall begin outbound campaign depending on the State's desire. If |experience than required—offering advanced agentless
Contact performing outbound communication to only a verbal acknowledgement from the beneficiaryis [and IVA driven interactions that can capture beneficiary
Center obtain documentation verifying the status of

ARHome beneficiaries as either exempt,
compliant, or non-compliantin accordance
with he Medicaid Community Engagement
Requirements detailed in Section 71119 of
P.L 119-21. These procedures shall also be
used to meet the State's requirement to
redetermine eligibility not less than every six
months under Section 71107 of the new law.
These duties shall be performed on the
population of beneficiaries for which the
State was unsuccessful in automatically
verifying beneficiary status.

required, an agentless campaign can ask the questions
and record the results (ie press 1 if true, press 2 if false).
The inquiry could also run through an IVA providing a
conversational experience to the beneficiary.

acknowledgments and update State systems
automatically, delivering greater efficiency and
engagement without any added State expense.

Verification & |VOC-006/The CSC shall conduct an outbound calling No Meets on Day 1 |A prenatal campaign can be executed as an agentless |TTEC exceeds expectations at no extra cost to DHS by

Outbound campaign to encourage women to go to campaign or agent campaign. An agentless campaign |enabling more sophisticated prenatal outreach

Contact prenatal appointments and to offer can play a prescribed message with the optionto talk  |options—such as fully automated, agentless campaigns

Center assistance finding a provider. with a live agent. with seamless escalation to a live agent—delivering a
more flexible, responsive, and efficient workflow.

Verification & [VOC-007|Monthly texts (for a maximum of 12 months Yes Meets on Day 1 |This campaign can be configured to play the same

Outbound
Contact
Center

for each enrollee) must be sent to newly
enrolled moms: 1 text per month x 12 months
for an estimated 25,000 women.

message to all recipients each month, or play the
messages in sequence so that each recipient would
hear the same message for month 1, etc. Sequencing of
messages would be managed in ServiceNow.

TTEC enables more advanced, automated

message sequencing options than require_d—using
ServiceNow to manage monthly and multi month
progression logic so beneficiaries receive the right
message at the right time—providing DHS with a more
dynamic, scalable outreach capability without any
additional State expense.
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Communication Management Plan

Project Schedule

Status Report

Performance Management Plan

Disaster Recovery/Business Continuity & Contingency
Plan

Interview Plan

Section/Column

CONTRACT and LEGAL DOCUMENTATION
CONTRACT and LEGAL DOCUMENTATION
CONTRACT and LEGAL DOCUMENTATION
CONTRACT and LEGAL DOCUMENTATION
CONTRACT and LEGAL DOCUMENTATION

CONTRACT and LEGAL DOCUMENTATION

KICKOFF PREPARATION & EXECUTION
KICKOFF PREPARATION & EXECUTION
KICKOFF PREPARATION & EXECUTION

KICKOFF PREPARATION & EXECUTION
KICKOFF PREPARATION & EXECUTION
KICKOFF PREPARATION & EXECUTION

KICKOFF PREPARATION & EXECUTION

KICKOFF PREPARATION & EXECUTION

KICKOFF PREPARATION & EXECUTION

KICKOFF PREPARATION & EXECUTION
KICKOFF PREPARATION & EXECUTION
KICKOFF PREPARATION & EXECUTION
KICKOFF PREPARATION & EXECUTION
PROJECT MANAGEMENT EXECUTION
PREPARATION

PROJECT MANAGEMENT EXECUTION
PREPARATION

PROJECT MANAGEMENT EXECUTION
PREPARATION

PROJECT MANAGEMENT EXECUTION
PREPARATION

PROJECT MANAGEMENT EXECUTION
PREPARATION

OPERATIONS - CLIENT ENGAGEMENT
OPERATIONS - CLIENT ENGAGEMENT

OPERATIONS - CLIENT ENGAGEMENT

OPERATIONS - CLIENT ENGAGEMENT

DELIVERABLES SUMMARY - PROJECT
MANAGEMENT
DELIVERABLES SUMMARY - PROJECT
MANAGEMENT
DELIVERABLES SUMMARY - PROJECT
MANAGEMENT
DELIVERABLES SUMMARY - PROJECT
MANAGEMENT
DELIVERABLES SUMMARY - PROJECT
MANAGEMENT
DELIVERABLES SUMMARY - PROJECT
MANAGEMENT
DELIVERABLES SUMMARY - PROJECT
MANAGEMENT
DELIVERABLES SUMMARY - PROJECT
MANAGEMENT
DELIVERABLES SUMMARY - PROJECT
MANAGEMENT
DELIVERABLES SUMMARY - PROJECT
MANAGEMENT
DELIVERABLES SUMMARY - PROJECT
MANAGEMENT

Start Date

6/8/2026
6/8/2026
6/22/2026
7/3/2026
7/3/2026

71312026

6/18/2026

6/18/2026

6/18/2026

6/18/2026

6/22/2026

6/22/2026

6/23/2026

6/24/2026

6/26/2026

6/29/2026
6/30/2026
6/30/2026
7/14/2026

6/23/2026

7/1/2026

7/1/2026

7/2/2026

71712026

6/29/2026

6/29/2026

6/29/2026

6/29/2026

7/1/2026

7/1/2026

7/1/2026

7/1/2026

7/1/2026

7/1/2026

7/1/2026

7/1/2026

7/1/2026

7/1/2026

7/1/2026

Due Date

7/1/2026
7/1/2026
7/3/2026
71712026
71712026

71712026

6/19/2026
6/19/2026

6/19/2026

6/19/2026
6/23/2026

6/24/2026
6/25/2026
6/26/2026

6/30/2026

6/30/2026
7/2/2026
7/10/2026
7117/2026

7/1/2026
7/6/2026
71712026
7/6/2026
7/10/2026

7/10/2026
7/10/2026

7/10/2026
7/10/2026
7/10/2026
7/30/2026
7/30/2026
7/30/2026
7/30/2026
7/30/2026
7/30/2026
7/30/2026
8/9/2026

9/28/2026

202

Parent task

Blocked By (Dependencies) Blocking (Dependencies) Percent Complete RYG

Notes

Owner

Contract and Legal
Contract and Legal
GPM

Solutioning

GPM Director

Solutioning

GPMPM
GPMPM
GPMPM

GPMPM
GPMPM
GPMPM

GPMPM

GPMPM

GPMPM

GPM Director
GPMPM

GPMPM

GPM PM, Ops, CSP

GPMPM

GPMPM

GREF, GPM PM

GPMPM

GPMPM

Service Delivery
Service Delivery

Service Delivery

Service Delivery

Service Delivery

GPM

GPM

GPM

GPM

GPM

GPM

GPM

Service Delivery

Service Delivery

Service Delivery



TaskID

1213336761984134

1213440783101605

1213442863937647
1213442871007184
1213442871007194
1213372578049486
1213372578049501
1213442873580560
1213442873580575
1213442873580590
1213395276191380

1213395276191395

1213440783101620
1213440783101624
1213440783101626

1213395276191525

1213395276193752

1213362594282290

1213362594282296

1213362594791914
1213362594295271

1213362594247711

1213362594791920

1213362594247717

1213408197484012

1213408197484020

1213408199651059

1213407809189990

1213407809189992

1213407809189994

1213402720221295

1213436371909067

1213436371909070

1213436652671725

1213436652671735

1213436652671745

1213436654593069

1213436654593084

1213436371909094

1213436654593099

1213436655201040

Name

Transfer of Operations Plan

CSC SYSTEM DELIVERABLES

Assets Management Plan

Assets Inventory

Interface Management Plan
Interface Control Document
System Implementation Plan

Test Management Plan

System Training Management Plan
System Security and Privacy Plan
Ransomware Recovery Plan
Disaster Recovery/Business Continuity & Contingency
Plan

System Documentation

Required State Interfaces
Complete

Requirements Traceability Matrix

Requirements Validation

[w)
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Implementation

UAT Testing and Training Readiness Validation

Train-the-trainer

Wave 1 Training Implemenation

Wave 1 Production Readiness Validation

Wave 1 GolLive/Nesting

Hypercare

Initiate and License Purchase

Plan - Discovery/Workshops

Implementation - Build/Execute

UAT to Cutover

Train-the-trainer

Training Readiness Validation (ServiceNow)

Wave 1 Training Implemenation

Wave 1 Production Readiness Validation

Section/Column

DELIVERABLES SUMMARY - PROJECT
MANAGEMENT

DELIVERABLES SUMMARY - PROJECT
MANAGEMENT

CSC SYSTEM DELIVERABLES

CSC SYSTEM DELIVERABLES

CSC SYSTEM DELIVERABLES

CSC SYSTEM DELIVERABLES

CSC SYSTEM DELIVERABLES

CSC SYSTEM DELIVERABLES

CSC SYSTEM DELIVERABLES

CSC SYSTEM DELIVERABLES

CSC SYSTEM DELIVERABLES

CSC SYSTEM DELIVERABLES

CSC SYSTEM DELIVERABLES
CSC SYSTEM DELIVERABLES
CSC SYSTEM DELIVERABLES

CSC SYSTEM DELIVERABLES

CSC SYSTEM DELIVERABLES

PROJECT BILLING

PROJECT BILLING

PROJECT BILLING
PROJECT BILLING

ID MANAGEMENT
ID MANAGEMENT
ID MANAGEMENT

Phase I: DIGITIAL READINESS - OUTBOUND
VERIFICATION (NICE CXone)
Phase |: DIGITIAL READINESS - OUTBOUND
VERIFICATION (NICE CXone)
Phase I: DIGITIAL READINESS - OUTBOUND
VERIFICATION (NICE CXone)
Phase |: DIGITIAL READINESS - OUTBOUND
VERIFICATION (NICE CXone)
Phase I: DIGITIAL READINESS - OUTBOUND
VERIFICATION (NICE CXone)
Phase |: DIGITIAL READINESS - OUTBOUND
VERIFICATION (NICE CXone)
Phase I: DIGITIAL READINESS - OUTBOUND
VERIFICATION (NICE CXone)
Phase |: DIGITIAL READINESS - OUTBOUND
VERIFICATION (NICE CXone)
Phase I: DIGITIAL READINESS - OUTBOUND
VERIFICATION (NICE CXone)

Phase II: DIGITIAL READINESS - BENEFICIARY LINE

(SERVICENOW)

Phase II: DIGITIAL READINESS - BENEFICIARY LINE

(SERVICENOW)

Phase II: DIGITIAL READINESS - BENEFICIARY LINE

(SERVICENOW)

Phase II: DIGITIAL READINESS - BENEFICIARY LINE

(SERVICENOW)

Phase II: DIGITIAL READINESS - BENEFICIARY LINE

(SERVICENOW)

Phase II: DIGITIAL READINESS - BENEFICIARY LINE

(SERVICENOW)

Phase II: DIGITIAL READINESS - BENEFICIARY LINE

(SERVICENOW)

Phase II: DIGITIAL READINESS - BENEFICIARY LINE

(SERVICENOW)

Start Date

5/18/2026

5/18/2026

7/1/2026
7/1/2026
7/1/2026
7/1/2026
7/1/2026
7/1/2026
7/1/2026
7/1/2026
7/1/2026

11/2/2026
11/30/2026

5/18/2026

5/18/2026

6/11/2026

6/25/2026

7/8/2026
11/23/2026

6/15/2026
6/22/2026

6/29/2026

6/29/2026

7/13/2026

8/10/2026

9/28/2026

10/5/2026

10/26/2026

11/18/2026

11/23/2026

11/30/2026

6/29/2026

7/13/2026

8/3/2026

10/26/2026

11/2/2026

11/16/2026

11/23/2026

12/16/2026

Due Date

6/29/2026

8/19/2026
8/19/2026
8/29/2026
8/29/2026
8/29/2026
9/13/2026
9/13/2026
9/13/2026
10/28/2026

11/20/2026

12/15/2026

8/9/2026
8/9/2026
6/24/2026

6/26/2026

7/14/2026
11/23/2026

6/19/2026
6/26/2026

7/3/2026
7/10/2026
8/7/2026
9/25/2026
10/2/2026
10/23/2026
11/20/2026
11/20/2026
11/27/2026
12/11/2026
7/10/2026
9/4/2026
11/6/2026
11/20/2026
11/6/2026
11/20/2026
12/18/2026

12/18/2026

203

Parent task

Blocked By (Dependencies) Blocking (Dependencies) Percent Complete RYG

Notes

Owner

Service Delivery

Service Delivery

Service Delivery
GPM
GPM
GPM
GPM
GPM
GPM
GPM
Service Delivery

Service Delivery

IT PM, Digital

Service Delivery

Service Delivery

GPMPM

ITPM

Service Delivery, Finance Lead
Service Delivery

ID Management
ID Management

ID Management

Digital Team

Digital Team

Digital Team

Digital Team

Digital Team

Learning Delivery

Digital Team

Learning Delivery

Digital Team

Digital Team

Digital Team

Digital Team

Digital Team

Digital Team

Digital Team

Learning Delivery

Digital Team



TaskID

1213436655201055

1213399764153525

1213362594800678

1213362595614983

1213362595614995

1213362594224337
1213362594224343
1213362594224349

1213362594791797

1213362595614989

1213362594798303

1213362594798309

1213362594798315

1213362594798327

1213362594800648

1213362594800654

1213362594800660

1213362594800666

1213362594800672

1213362594798321
1213362594791791

1213362594791803

1213362594791809

1213362595593651
1213362595593657
1213362595593663
1213362595593669
1213362595593675
1213362595593681
1213362595596129
1213362595596135
1213362595596141
1213362595590411
1213362594294768
1213362594294782
1213362594294774

1213362594294788

1213407807634436

1213362594295100

1213362594295106

1213362594295112

1213362594795374

1213362594795380

1213407809189982

Name

Wave 1 GolLive/Nesting

Hypercare

Assign ITPM

Complete IT kickoff, assemble technical project team

Complete Hiring (Offers Extended)

Lock Roster

Submit ticket to process new hire roster

Submit Roster to Client for ID Provisioning

Confirm shipping of G&A equipment

Confirm Wave 0 TTE training needs are in place.
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Section/Column

Phase II: DIGITIAL READINESS - BENEFICIARY LINE

(SERVICENOW)

Phase II: DIGITIAL READINESS - BENEFICIARY LINE

(SERVICENOW)
TECHNOLOGY - LAUNCH KICKOFF

TECHNOLOGY - LAUNCH KICKOFF

TECHNOLOGY - LAUNCH KICKOFF

TECHNOLOGY - LAUNCH KICKOFF
TECHNOLOGY - LAUNCH KICKOFF
TECHNOLOGY - LAUNCH KICKOFF

TECHNOLOGY - LAUNCH KICKOFF
TECHNOLOGY - LAUNCH KICKOFF
TECHNOLOGY - REQUIREMENTS GATHERING
TECHNOLOGY - REQUIREMENTS GATHERING
TECHNOLOGY - REQUIREMENTS GATHERING

TECHNOLOGY - REQUIREMENTS GATHERING

TECHNOLOGY - REQUIREMENTS GATHERING

TECHNOLOGY - REQUIREMENTS GATHERING

TECHNOLOGY - REQUIREMENTS GATHERING
TECHNOLOGY - REQUIREMENTS GATHERING
TECHNOLOGY - REQUIREMENTS GATHERING

TECHNOLOGY - REQUIREMENTS GATHERING
TECHNOLOGY - EXECUTION

TECHNOLOGY - EXECUTION

TECHNOLOGY - EXECUTION

TECHNOLOGY - EXECUTION

TECHNOLOGY - EXECUTION

TECHNOLOGY - EXECUTION

TECHNOLOGY - EXECUTION

TECHNOLOGY - UAT/INTEGRATION TESTING
TECHNOLOGY - UAT/INTEGRATION TESTING
TECHNOLOGY - UAT/INTEGRATION TESTING
TECHNOLOGY - UAT/INTEGRATION TESTING
TECHNOLOGY - UAT/INTEGRATION TESTING
TALENT ACQUISITION PREPARATION
TALENT ACQUISITION PREPARATION
TALENT ACQUISITION PREPARATION
TALENT ACQUISITION PREPARATION

TALENT ACQUISITION PREPARATION

WAVE 0 G&A HEADCOUNT (#TL, #QA, #TR, #Mgr,

#0ther)

WAVE 0 G&A HEADCOUNT (#TL, #QA, #TR, #Mgr,

#Other)

WAVE 0 G&A HEADCOUNT (#TL, #QA, #TR, #Mgr,

#0ther)

WAVE 0 G&A HEADCOUNT (#TL, #QA, #TR, #Mgr,

#Other)

WAVE 0 G&A HEADCOUNT (#TL, #QA, #TR, #Mgr,

#0ther)

WAVE 0 G&A HEADCOUNT (#TL, #QA, #TR, #Mgr,

#Other)

WAVE 0 G&A HEADCOUNT (#TL, #QA, #TR, #Mgr,

#0ther)

Start Date

12/21/2026

12/23/2026

6/1/2026

6/8/2026

6/15/2026

6/15/2026
6/15/2026
6/15/2026

6/15/2026

6/22/2026

5/18/2026

5/18/2026

5/18/2026

5/18/2026

5/18/2026

5/18/2026

5/18/2026

5/18/2026

5/18/2026

7/13/2026
8/31/2026

8/31/2026

8/31/2026

8/31/2026
8/31/2026
10/5/2026
10/5/2026
11/2/2026
11/2/2026
11/2/2026
11/2/2026
11/2/2026
7/1/2026
7/1/2026
10/12/2026
10/12/2026

10/12/2026

6/30/2026

8/3/2026

9/11/2026

9/11/2026

9/11/2026

9/14/2026

Due Date

12/21/2026

1/15/2027
6/5/2026

6/12/2026

6/22/2026

6/22/2026
6/22/2026
6/22/2026

6/22/2026
6/12/2026
6/26/2026
6/26/2026

6/26/2026
6/26/2026
6/26/2026
6/26/2026

6/26/2026
6/26/2026
6/26/2026

7/31/2026
9/30/2026

9/30/2026

9/30/2026

9/30/2026
9/30/2026
10/12/2026
10/12/2026
11/25/2026
11/25/2026
11/25/2026
11/25/2026
11/25/2026
7/10/2026
7/10/2026
10/15/2026
10/15/2026

10/15/2026
7/10/2026
9/10/2026
9/11/2026
9/11/2026
9/11/2026

9/24/2026

204

Parent task

Blocked By (Dependencies) Blocking (Dependencies) Percent Complete RYG

Notes

Owner

Learning Delivery

Digital Team

Solutions Engineer
Solutions Engineer

Solutions Engineer

Solutions Engineer

Solutions Engineer

Solutions Engineer

Solutions Engineer
Solutions Engineer
Solutions Engineer

ITPM
ITPM

ITPM

ITPM

ITPM
ITPM
ITPM
ITPM
ITPM
ITPM
ITPM
ITPM
ITPM
TA
TA
TA
TA

TA

TA

TA

TA

TA

TA

TA



TaskID

1213336791416226

1213336791416232

1213333833767720

1213333833767726

1213333833767732

1213436878031943

1213436888408848

1213436888391588

1213436888391603

1213436885876973

1213333833767738
1213333833767744
1213362594294737
1213362594294743

1213362594294755

1213362594294761

1213333833779202

1213362594295151

1213362594295157

1213362594295163

1213333833767831

1213333833780574

1213333833780578

1213333833780582
1213336804174111
1213336804174115
1213333833767839
1213336804174119
1213336804174123
1213336804174127
1213336804174131
1213336804174135
1213333833780557

1213336804174139

1213336791461021

1213336791461025

1213336791461029

1213336791461033

1213333833780565

1213336791461037

1213336791461041

1213336791461045

Name

Complete Hiring (Offers Extended)

Confirm shipping of G&A and agent equipment

Define reporting needs
Determine delivery method (client reporting)
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Section/Column

WAVE 1 HEADCOUNT (#FTE, TL, #QA, #TR, #Mgr,
#Other)

WAVE 1 HEADCOUNT (#FTE, TL, #QA, #TR, #Mgr,
#0ther)

WAVE 1 HEADCOUNT (#FTE, TL, #QA, #TR, #Mgr,
#Other)

WAVE 1 HEADCOUNT (#FTE, TL, #QA, #TR, #Mgr,
#0ther)

WAVE 1 HEADCOUNT (#FTE, TL, #QA, #TR, #Mgr,
#0Other)

WAVE 2 HEADCOUNT (#FTE, TL, #QA, #TR, #Mgr,
#0ther)

WAVE 2 HEADCOUNT (#FTE, TL, #QA, #TR, #Mgr,
#Other)

WAVE 2 HEADCOUNT (#FTE, TL, #QA, #TR, #Mgr,
#0ther)

WAVE 2 HEADCOUNT (#FTE, TL, #QA, #TR, #Mgr,
#0Other)

WAVE 2 HEADCOUNT (#FTE, TL, #QA, #TR, #Mgr,
#0ther)

REPORTING PREPARATION

REPORTING PREPARATION

REPORTING PREPARATION

REPORTING PREPARATION

OPERATIONS - ASSOCIATE SCORECARD

OPERATIONS - ASSOCIATE SCORECARD

OPERATIONS - ASSOCIATE SCORECARD
OPERATIONS - CPI SCORECARD (CLIENT
PERFORMANGCE INDICATOR)
OPERATIONS - CPI SCORECARD (CLIENT
PERFORMANCE INDICATOR)
OPERATIONS - CPI SCORECARD (CLIENT
PERFORMANGCE INDICATOR)

TTEC PERFORM (If Applicable)

TTEC PERFORM (If Applicable)

TTEC PERFORM (If Applicable)

TTEC PERFORM (If Applicable)

Start Date

9/7/2026

10/16/2026

10/16/2026

10/16/2026

10/19/2026

9/28/2026

11/6/2026

11/6/2026

11/6/2026

11/9/2026

7/6/2026

7/6/2026

7/6/2026
7/10/2026

10/12/2026

10/12/2026

10/12/2026

8/10/2026

10/12/2026

11/9/2026

Due Date

10/15/2026
10/16/2026
10/16/2026
10/16/2026
10/27/2026
11/5/2026
11/6/2026
11/6/2026
11/6/2026

11/13/2026

7/10/2026
7/10/2026
7/10/2026
7/31/2026

10/23/2026

10/23/2026
10/23/2026

8/21/2026
10/23/2026

11/20/2026

205

Parent task

Discovery

Discovery

Discovery
Discovery
Discovery

Kickoff
Kickoff
Kickoff
Kickoff
Kickoff

Taxonomy and Skill
Requirements
Taxonomy and Skill
Requirements
Taxonomy and Skill
Requirements
Taxonomy and Skill
Requirements
Taxonomy and Skill
Requirements

Coaching and Behavior

Tree Requirements

Coaching and Behavior

Tree Requirements

Coaching and Behavior

Tree Requirements

Blocked By (Dependencies) Blocking (Dependencies) Percent Complete RYG

Notes

Owner

TA

TA

TA

TA

TA

TA

TA

TA

TA

TA

Service Delivery, Reporting Analyst
Service Delivery, Reporting Analyst
Service Delivery, Reporting Analyst
Service Delivery, Reporting Analyst

Service Delivery

Service Delivery
Service Delivery

Service Delivery

Service Delivery

Service Delivery



TaskID

1213336791461049

1213362594282282
1213362594791926
1213362594791930
1213362594791934
1213362594791938

1213333833779184

1213333833779178

1213333833779196
1213362594247732
1213362594247738

1213362594791854

1213362594791848
1213362594256726
1213362594791865
1213362594791877
1213333833767943

1213336791440010

1213440783101450

1213440783101456

1213336791440028

1213362594794164

1213440783101461

1213440783101463

1213336791440016

1213336791440022

1213440783101454

1213440783101476

1213362594794170

1213362594794176

1213333833769139

1213333833769145

1213362594276108

1213362594276114

1213333833742818
1213333833742836
1213333833742830
1213333833767751
1213333833767763
1213362594248803
1213362594248809

1213362595593607

1213362595593613

1213362594248821

1213362594248827

1213362594248833

Name

Technology - New Logo
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Section/Column

TTEC PERFORM (If Applicable)

QUALITY

QUALITY

QUALITY
QUALITY
QUALITY

WORKFORCE MANAGEMENT (WFM)

WORKFORCE MANAGEMENT (WFM)
WORKFORCE MANAGEMENT (WFM)
WORKFORCE MANAGEMENT (WFM)
WORKFORCE MANAGEMENT (WFM)
WORKFORCE MANAGEMENT (WFM)

LEARNING & DEVELOPMENT PREPARATION

LEARNING & DEVELOPMENT PREPARATION
LEARNING & DEVELOPMENT PREPARATION
LEARNING & DEVELOPMENT PREPARATION

LEARNING & DEVELOPMENT PREPARATION

LEARNING & DEVELOPMENT PREPARATION

LEARNING & DEVELOPMENT PREPARATION

LEARNING & DEVELOPMENT PREPARATION

LEARNING & DEVELOPMENT PREPARATION
LEARNING & DEVELOPMENT PREPARATION
LEARNING & DEVELOPMENT PREPARATION
TRAINING DELIVERY READINESS
TRAINING DELIVERY READINESS
TRAINING DELIVERY READINESS
TRAINING DELIVERY READINESS

TRAINING DELIVERY READINESS

TRAINING DELIVERY READINESS

WAVE 0 G&A TRAINING
WAVE 0 G&A TRAINING
WAVE 0 G&A TRAINING
WAVE 0 G&A TRAINING
WAVE 1 (#FTE, # any G&A) READINESS
WAVE 1 (#FTE, # any G&A) READINESS
WAVE 1 (#FTE, # any G&A) READINESS

WAVE 1 (#FTE, # any G&A) READINESS

WAVE 1 (#FTE, # any G&A) READINESS

WAVE 1 Training

WAVE 1 Training

WAVE 1 Training

Start Date

8/10/2026

8/10/2026

8/24/2026
8/31/2026
11/9/2026

9/28/2026

8/31/2026
10/12/2026
11/16/2026
11/23/2026
11/23/2026

7127/2026

7/127/2026

7/127/2026

7127/2026

7/127/2026

7127/2026

7/127/2026

7127/2026

7/127/2026

7/127/2026

9/7/2026

9/25/2026

11/9/2026

11/9/2026

11/9/2026

11/9/2026

11/20/2026

9/14/2026
9/25/2026
9/8/2026
9/28/2026
10/19/2026
10/29/2026
10/29/2026

11/2/2026

11/2/2026

10/30/2026

11/2/2026

11/2/2026

Due Date

8/21/2026

8/21/2026

8/28/2026
9/4/2026
11/20/2026

10/2/2026

9/4/2026
10/14/2026
11/20/2026
11/25/2026
11/25/2026

8/28/2026

8/28/2026
8/28/2026

8/28/2026
8/28/2026
8/28/2026
8/28/2026
8/28/2026

8/28/2026
8/28/2026
9/25/2026
10/30/2026
11/20/2026
11/20/2026

11/20/2026
11/20/2026

11/20/2026

9/25/2026
9/25/2026
9/9/2026
10/9/2026
10/19/2026
10/29/2026
10/29/2026

11/2/2026
11/2/2026
10/30/2026

11/4/2026

11/27/2026
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Parent task

Coaching and Behavior
Tree Requirements

Technology - New Logo
Technology - New Logo
Technology - New Logo
Technology - New Logo

Blocked By (Dependencies) Blocking (Dependencies) Percent Complete RYG

Notes

Learning Delivery

Learning Delivery

Learning Delivery

Owner

Quality Assurance

Quality Assurance
Quality Assurance
Quality Assurance

WFM

WFM
WFM
WFM, IT
WFM
WFM

Learning & Development

Learning & Development
Learning & Development

Learning & Development

Learning & Development

Learning & Development

Learning & Development

Learning & Development

Learning & Development
Learning & Development
Learning & Development
ITPM

Learning Delivery
Learning Delivery

Learning Delivery

Learning Delivery

ITPM

Learning Delivery
Learning Delivery
Learning Delivery
Learning Delivery
Learning Delivery
Onboarding Guides
Learning Delivery

ID Management

Learning Delivery



TaskID

1213362594236217

1213362594236223

1213362594236235

1213362595606824

1213333833592911

1213362594293432

1213362594246457
1213362594246463
1213362594246469
1213362594246476
1213362594246482

1213362594295247

1213362594256714
1213336804160500
1213362594793157
1213362594276120

1213436371909217

1213436371909222

1213362594256720

1213336804160506

1213336804160512

1213437883670079

1213437883670089

1213362595591473

1213362595591491

1213362595591479

1213362595591485
1213362595591497
1213362594793127

1213362594793133

1213362594793139

1213362594793145

1213362594793151

1213362594295253

1213362591806890

1213362594295259
1213362594295265

1213362594295277

1213362595606765

1213362595606771

1213362591806878

1213362591806884

1213333833767949

1213336804160518

Name

Section/Column

WAVE 1 Training
WAVE 1 Training
WAVE 1 Training
WAVE 1 Training

WAVE 1 Training

! VALIDATE REPORTING DASHBOARD !

! VALIDATE REPORTING DASHBOARD !
! VALIDATE REPORTING DASHBOARD !
! VALIDATE REPORTING DASHBOARD !
! VALIDATE REPORTING DASHBOARD !
! VALIDATE REPORTING DASHBOARD !

! VALIDATE REPORTING DASHBOARD !

NESTING PREPARATION
NESTING PREPARATION
NESTING PREPARATION
PRODUCTION PREP, PLAN & GO LIVE

PRODUCTION PREP, PLAN & GO LIVE
PRODUCTION PREP, PLAN & GO LIVE

PRODUCTION PREP, PLAN & GO LIVE

GO LIVE WAVE 1 - OUTBOUND VERIFICATION

GO LIVE WAVE 1 - OUTBOUND VERIFICATION

GO LIVE WAVE 2 - BENEFICIARY LINE
GO LIVE WAVE 2 - BENEFICIARY LINE
STABILIZATION PREPARATION
STABILIZATION PREPARATION

STABILIZATION PREPARATION

STABILIZATION PREPARATION
STABILIZATION PREPARATION
STABILIZATION PREPARATION

STABILIZATION PREPARATION
STABILIZATION PREPARATION

STABILIZATION PREPARATION

STABILIZATION PREPARATION
1-30 DAYS PRODUCTION

1-30DAYS PRODUCTION

1-30DAYS PRODUCTION
1-30DAYS PRODUCTION

1-30 DAYS PRODUCTION

1-30DAYS PRODUCTION
31-60 DAYS PRODUCTION

31-60 DAYS PRODUCTION

31-60 DAYS PRODUCTION

PROJECT CLOSURE
PROJECT CLOSURE

Start Date

11/23/2026

11/23/2026

11/25/2026

11/26/2026

11/26/2026

11/2/2026

11/2/2026
11/2/2026
11/2/2026
11/2/2026
11/2/2026

11/2/2026

10/12/2026
10/12/2026
10/19/2026
11/16/2026

11/16/2026

11/16/2026

11/23/2026

11/30/2026

12/1/2026

12/21/2026

12/22/2026

11/16/2026

11/18/2026

11/18/2026

11/18/2026
11/18/2026
11/18/2026

11/18/2026

11/18/2026

11/18/2026

11/18/2026

1/4/2027

1/4/2027

1/8/2027
1/8/2027

1/8/2027

1/8/2027

2/8/2027

2/11/2027

2/11/2027

3/22/2027

3/22/2027

Due Date

11/27/2026
11/27/2026
11/26/2026
11/26/2026

11/27/2026

11/20/2026

11/20/2026
11/20/2026
11/20/2026
11/20/2026
11/20/2026

11/20/2026

10/23/2026
10/16/2026
10/23/2026
11/20/2026

11/20/2026
11/20/2026
11/27/2026
11/30/2026
12/3/2026
12/21/2026
12/24/2026
11/17/2026

11/18/2026

11/18/2026

11/18/2026
11/18/2026
11/18/2026

11/18/2026
11/18/2026

11/18/2026

11/18/2026

1/8/2027

1/8/2027

1/12/2027
1/8/2027

1/8/2027

1/8/2027
2/10/2027

2/11/2027
2/11/2027

3/26/2027
3/26/2027
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Parent task

Blocked By (Dependencies) Blocking (Dependencies) Percent Complete RYG

Notes

Learning Delivery
Learning Delivery

Learning Delivery

Learning Delivery, GPM

Learning Delivery

Owner

WFM

WFM

WFM

Service Delivery, Reporting Analyst
WFM

Service Delivery

Service Delivery

Learning Delivery
Service Delivery
Service Delivery
Service Delivery

Service Delivery
Learning Delivery
GPMPM

GPM

Operations

GPM

Operations

GPM

GPM

Service Delivery

Service Delivery
Service Delivery
Quality Assurance, Service Delivery

Service Delivery

Service Delivery

Service Delivery

Service Delivery

GPM

Service Delivery

Service Delivery
Service Delivery

Service Delivery

Service Delivery
GPM
GPM

Service Delivery

GPM Director

GPM Director



Task ID Name Section/Column Start Date Due Date Parent task Blocked By (Dependencies) Blocking (Dependencies) Percent Complete RYG Notes Owner

1213333833767960 __ PROJECT CLOSURE 3/22/2027 3/26/2027 GPM
1213333833767966 -_ PROJECT CLOSURE 312912027 313112027 cem
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Operations
FTE Count:
Headcount:

102
117

FTE
Heads

PT Hours/Week: 40 hours/week, full time. Discuss and confirm working hour per week if Part Time is in scope.

Hours of Operation:

Seat Share Ratio:
Capacity - Peak Seat Estimate:

*Training Attrition includes: (TTF + Product Training)

* Nesting and Production Attrition to be provided seperately from Ops/WFM

Note: For overnight shipping follow the
process to get approvals, once approved
you can adjust your number of "Ship"

GEO name and validate timelines

TA throughput Original sourcing and weekly deliverable
Weekly Attrition (Agen Weekly Attrition (G&A):
Attrition Assumptions Agent G&A
Roster Lock to Day 1 training Attrition 1% 15%
Outbound Verification - Ramp Training Attrition
. 1% 20%

(TTF & Training)
penericiary Line - Kamp iraining Attrituon (1ir/
Trainino) 1% 20%
Long Term Production Attrition - Monthly 5% 5% 1.2% 1.2%
Support Staff

Ratios 1 to # Headcount Location:

Team Lead 18 5.67 Subtract hybrid headcount

TL Hybrid 35 2.91

Ops Mgr 100 1.02

QAS 35 2.91

WEM #DIV/0!

Trainer - permanent 100 1.02

Temp Trainers 25 4.08 Subtract perm trainer

GLD/ TTF - Duration [Product Training -  [Nesting - Duration
(days) Duration (days) (days) Students per Room
G&A 6 20 5 25
Agent 1 20 5 25
Product
Training |Nesting /|Production

Country IT Solution Tech Delivery Meth(Ship Received Tech Test Recovery |Comms |TTF Start Go Live |[Start
Durations for Shipping by Geo listed below - Copy the appropriate information into the blue section for your project
US (FedRamp) FedRamp (NIST) Ship 3 7 8 9 9 10 11 31 36
Client Client Ship 4 8 9 10 10 11 12 32 37
GEO 1 - B&M B&M B&M N/A 5 6 26 32
GEO 2 - B&M B&M B&M N/A 5 6 26 31
Client Pick-up 5 6 26 31
G&A B&M B&M N/A 5 11 31 36
if the holiday impacts any of the following timelines, enter the date in the corresponding cell
Holidays Equipment Fulfillment Shipping TCI Recovery |Training Nesting
New Year's Day Fri 01/01/27
Dr. Martin Luther King's bday
George Washington Bday
M ial D

cmora_ Jay Note: Insert your holiday "Calendar Date" in all columns, if
Independence Day , o .
Labor Day you don't want activity to take place on a Holiday day.
Thanksgiving Day Thu 11/26/26
Christmas Eve Thu 12/24/26
Christmas Day Fri 12/25/26
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TBD

Client: Arkansas DHS CSC CPP Code:
Program/LOB Name: Arkansas DHS CSC Location Code: TBD
Location: US Work from HomeR Portfolio Owner TBD
Version: Solutions Directional Plan v2.0 Delivery Owner TBD
, = = '
<= s g€, ® 238 3 £
3 s 3 5 FEPEE £© I8 o 3 Recovery/
w 1 1
8 & B 8 g ° £ - e =EF°E é 2 @ 2 w 2 » 8 2 Equipment Results Product
= - B ' 7)) [ 7)) w =
LOB/Skilland  Location/Coun  Delivery > £ % g = g E 2 gﬂ E ‘;'E ‘;E TESTET ‘i.fo T g T | Roster Equipment Delivery/Pickup ~ TCI/ Tech  Recovery Comms Training -
Wave # Language try Method o282 S 8 DR E PEBESBE22 2225 £ & ° lockDate ShipDate Date Test Date Date Date  TTF- Start Date Start Date
Wave 0 (G&A) US (FedRamp) Ship 2 2,43 0 0 0 11 [ Fri09/11 | 9/16/2026 9/22/2026 9/23/2026 | 9/24/2026 | 9/24/2026 Fri 09/25 Mon 09/28
Outbound
Wave 1 Vel:i fi:ali?on US (FedRamp)  Ship 1 24 20 16 16 19 | Fri10/16 Wed 10/21 Tue 10/27 Wed 10/28 | Thu10/29 | Thu10/29 |  Fri10/30 | Mon 11/02
Wave 2 Beneficiary Line | US (FedRamp) Ship 5 128 109 87 86 91 | Fri 11/06 | Wed 11/11 Tue 11/17 Wed 11/18 | Thu 11/19 | Thu 11/19 Fri 11/20 Mon 11/23
6 2 0 2 4 3 0 0 129 0 O 0 102 0 110
LOB Name Planned Graduates
Outbound Verification
Cumulative Prod Heads
Heads in Prod After Long Tern
Panned TL Adds
TL in Prod
TL Count After Long Term Proc
Planned Trainer Adds
Trainer in Prod
Trainer Count After Long Term
Planned QA Adds
QA in Prod
QA Count After Long Term Pro
LOB Name Planned Graduates
Beneficiary Line
Cumulative Prod Heads
Heads in Prod After Long Tern
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Number of Business Days

Client Award & Legal Execution 28 7/1 Awardl
Client Joint and other Deliverables 35 7/27 Joint Status Meeting | Transfer of Operational | | DHS Training Delivery Window
Technology - SE/IT PMO 81 9/11 ITSD, Procurement, Image Readiness, Deployment, Training Set up - Wave 0 (G&A) Wave 1 Technology Set up IWave 2 Technology Set ud
Digital Readiness 81 9/11 Design | Build/Training Knowledge Transfer/Material Readiness | NICE Cxone UAT/T3/Cutover ServiceNow - UAT/T3/Cutover
Training Development 63 8/24 Learning Material Development |DHS | T3, Material Readiness WO Training Delivery
TA - Agent Hiring - Wave 1 112 10/12 Job Description, Sourcing, Interview - Wave 1 | W1 RL [W1 Shigwave 2| W2 RL [w2 Ship
TA - G&A Hiring 77 9/7 Job Description, Sourcing, Interview | WoRL |Wo0 Ship
Learning Delivery Readiness - CSC Staff 98 9/28 Learning Delivery Readiness, T3, System and Training Material Access | TTF/GLD |Wave 0 Product Training |W1 TTF|Wave 1 Product|Wave 2 Product Training |
Learning Delivery Readiness -DHS Staff 154 11/23 DHS Training - CSC Systems
Agent Golive/Wave 1 161 11/30 utbound
Start Date: 6/22 Week 1 Week 2 ' Week 3 ' Week 4 Week 5 Week 6 Week 7 Week 8 Week 9Week 1( Week 11Week 12Week 12Week 14Week 1=Week 1€Week 17Week 1é§Week 1¢Week 2(Week 21Week 22Week 22Week 24Week 2EWeek 2€
Nesting 6/29  7/6 7/13  7/20 7/27 8/3  8/10 8/17 8/24 8/31 9/7 | 9/14 9/21 9/28 10/5 10/12 10/19 10/26 11/2 11/9 | 11/16 11/23 11/30 12/7 | 12/14 12/21
(Go Live) Full
PRV Week Of Date Production

Mon 10/19 Mon 10/26 | Mon 11/02 RL ship FTF/GLDY 1 Product Training (BT roductio

Mon 11/23 Mon 11/30 | Mon 12/07 RL Ship  TTF Product Training NestingM

Mon 12/14 Mon 12/21 | Mon 12/28 RL Ship  TTF Product Training Nesting

16
16 16 16
1 Prod Attrition 16 16 15
7 7 6 6 6
1 Attrition 7 6 6 6 5
| Prod Attrition
'd Attrition
1 Prod Attrition
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1

3eneficiary
Week 27 Week 2éWeek 2€Week 3(Week 31Week 32Week 33Week 34Week 3EWeek 3€Week 37Week 3¢Week 3SWeek 4(Week 41Week 42Week 42Week 44Week 45

12/28 1/4 1/11  1/18  1/25 2/1  2/8 2/15  2/22 3/1 | 3/8 3/15 3/22 3/29 4/5 4/12 4/19 4/26 5/3

15 15 15 15 15 15 14 14 14 14 14 14 13 13 13 13 13 13 13
15 15 15 15 15 14 14 14 14 14 14 13 13 13 13 13 13 13 12
86

86 85 84 83 82 81 80 79 78 77 77 76 75 74 73 72 71 71 70
85 84 83 82 81 80 79 78 77 77 76 75 74 73 72 71 71 70 69
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€
Telélech

Client - Project Name

Version Control Tracker

Initial Plan: Headcount assumptions based on:

Requestor or

Version Date Source Category Summary of Change Status Conditional Approval Details - If Applicable Approvers (Name / Functional Area)
1.0 2/11/26 Initial Build Pending
**Break out the IT areas - Engage, Digital - and what they need to approve/review.
TeleTech Global Business Operations Template Last Modified: 6.26.08
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Arkansas DHS CSC

A
Week Week 1 Week | Week | Week | Week | Week | Week | Week | Week | Week | Week | Week | Week | Week | Week | Week | Week | Week
o | 2 |3 | 4 | 5 | 6| 7| 8 | 9 10 11| 12| 13|14 15| 16 | 17 | 18
Overal
| Milestones 6/29 7/6 | 7/13 | 7/20 7/27 8/3 8/10 8/17 | 8/24 | 8/31 | 9/7 | 9/14 9/21 9/28 10/5 10/12 10/19 10/26
Status
© [ Client Award & Legal Execution - 7/1/2026 Legal Contract
@© Operational Set Up - Staffing, CPP, Capacity validation, Reporting Requirenr PMO
© Joint Status Meetings State Joint Status Meetings
@) Technology - Requirements, Procurement, Image Readiness, Training Set UTechnoIogy ITSD, Procurement, Image Ready, Deployment, Training Set up - Wave 0 Wave 1 Technology Set up Wave
© Digital - Requirements, Licences, UAT, Training Material Digital Design Build/Training Knowledge Transfer/Material ‘ UAT/T3/Cutover
@© G&A and Key Personnel Recruiting - Sourcing, Interviews/Assessments, Off TA Job Description, Sourcing, Interview Wave 0 RL
© Wave 1 Agent Recruiting (Outbound) - Sourcing, Interviews/Assessments, (TA Job Description, Sourcing, Interview W1RL
© Wave 2 Agent Recruiting (Beneficiary Line) - Sourcing, Interviews/Assessm¢TA \ \ \ \ \ \ | Wave 2 Sourcing
@© Training Development - Curriculum, Asessments, Train the Trainer Training Learning Material Development DHS T3, Material Readiness
@© Transfer of Operational Plan State Transfer of Operational
© Wave0-GLD, TTE, Product, Nesting & Production Training TTF GLD Product Trainin
© Wave 1 (Outbound Verification) - TTF, Product, Nesting & Production Training TTF
© Wave 2 (Beneficiary Line) - TTF, Product, Nesting & Production Training
@© |DHS Training
© | CSC Full Production - all waves Operations
\ 4

Overall Status Legend:

<0000

Not Started

In progress and on track to complete within established timeline

In progress, potential delay, risks with meeting established timeline
Delayed, known issue impacting timelines and milestone dependancies
Completed

216



Week
19

Week

20

Week
21

Week  Week Week Week Week
22 23 24 25 26

Week
27

Week
28

11/2

11/9 11/16 11/23 11/30| 12/7 12/14 12/21 12/28 1/4

2 Tech Set up

W2 RL

g

Ne

Product Training

Golive Prod

TTF

Product Training Golive Prod

DHS Training Delivery Window

‘ ‘ ru
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()
Telelech.

Arkansas DHS CSC

Version Control Tracker

Initial Plan: Headcount assumptions based on:

Requestor or

Version Date Category Summary of Change
Source
1.0 2/11/26 Initial Build Overall Implementation Timeline across functional areas
2.0 2/26/26 Change in Trng Plan Added the Training Development Timeline
TeleTech Global Business Operations Template Last Modified: 6.26.08
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Project Name:

Kick Off:
Go lLive:

Key Discussions & Summary:

o XX
o XX
o XX
o XX

Upcoming Milestone & Deliverables:
* [Owner]: Xx
* [Owner]: Xx

High Level Project Scope:

Project Type:
Portfolio:

Size FTE:
Region:

Work Type(s):
Channel(s):

Next Go Live:

Functional Area:

(Dept): What/Why * Impact #1 * Plan/Opfion#1 . Jones
e Impact #2 * Plan/Opftion#2 ’

(Dept): What/Why * Impact #1 * Plan/Opftion #1 . Jones
e Impact #2 + Plan/Opftion #2 ’

(Dept): What/Why e Impact #1 * Plan/Opftion #1 . Jones
* Impact #2 + Plan/Opftion #2 ’

Contract Compliance:
Capacity/GREF:

IT:

TA:

L&D:

Ops:

WFM:

Current:
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-ttec Request for Proposal
= public Sector Customer Service Center

LI Rttt o CSC Project Director

Summary of Qualifications

q is a seasoned public health and program management executive with
extensive leadership experience across state government and national public health
initiatives. She has overseen multi-unit Medicaid and human services operations, directed
strategic planning and policy development, led statewide quality improvement initiatives, and
managed complex, multi-stakeholder projects for Arkansas DHS and the CDC Foundation.
Her expertise spans CMS compliance, contract deliverables, program evaluation, and
organizational change management, supported by strong communication, stakeholder
engagement, and workforce development skills. A doctorate-level leader with deep Medicaid
experience, she brings the strategic oversight, operational governance, and cross-functional
leadership required to direct a large-scale customer service and CRM-driven environment.

Key Proficiencies

= Program & Project = Quality Improvement & = Policy Development &
Management Leadership Performance Optimization Regulatory Interpretation

= Stakeholder &
Cross-Functional
Collaboration

= Medicaid Policy, Operations
& Compliance

= Complex Problem-Solving &
Crisis Management

= Strategic Planning & = Workforce Development, = Data Analysis, Evaluation &
Organizational Leadership Training & Mentorship Reporting

Work Experience

Company Name: Arkansas Department of Human Services

City, State: Little Rock, AR

Title: DHS Division Manager, Division of Developmental Disabilities

Date of Employment: September 2025 — Present

e Co-supervises multiple DDS teams, optimizing operations in
Provider Certification, Waiver Eligibility, HCBS Incident
Management, and Children’s Special Services

¢ Leads strategic planning, policy development, and program
execution for all DDS HCSB programs and Title V grant initiatives

¢ Manages budget, staffing, and compliance with state and federal
regulations, ensuring operational efficiency and risk mitigation

e Supervises and mentors administrative and program staff, driving
accountability and high-performance outcomes

¢ Implements continuous quality improvement initiatives, enhancing
program effectiveness and service delivery

¢ Directs workforce development, training programs, and succession
planning to strengthen staff readiness and retention

¢ Leads crisis response and emergency preparedness initiatives,
maintaining continuity of operations

e Facilitates leadership transition planning for retiring DDS director,
ensuring smooth operational continuity

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:




ltec

Public Sector

Request for Proposal
Customer Service Center

Company Name:
City, State:
Title:

Date of Employment:

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

Company Name:
City, State:
Title:

Date of Employment:

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

CDC Foundation
Atlanta, GA (Remote)
Senior Project Manager
April 2023 — June 2025

¢ Led and supported project design, implementation, and evaluation
of projects; directly managed a team of Program Managers and
represented the CDC Foundation at technical, policy, and strategic
planning meetings with internal and external stakeholders

o Evaluated strategies to meet public health missions and goals;
oversight of the development, implementation, and enhancement
of systems and processes to ensure consistent, high-quality project
management

o Formulated project-related goals, objectives, operating policies,
strategic plans, guidelines, governance, standards, and priorities to
ensure consistency with organization, department, and division
standard operating procedures

o Built strong partnerships and provides technical expertise that
ensures impactful, efficient, and effective project implementation

e Hired, recruited, supervised, mentored, and served as a technical
partner for field employees on the assigned project

e Served as project liaison for and between internal and external
stakeholders

¢ Managed significant matters such as project implementation,
reporting, contracting, budgeting, and evaluating project impact
and performance

e Contributed to resource mobilization efforts for the assigned
projects and jurisdictions

¢ Represented the CDC Foundation at technical, financial, strategic,
and/or operational meetings focused on the project
e Supported Internal Operations; advanced project improvement

CDC Foundation

Atlanta, GA (Remote)
Program Manager
August 2021 — April 2023

¢ Represented the CDC Foundation at technical, policy, and
strategic planning meetings with internal and external stakeholders;
evaluated strategies to meet public health missions and goals

¢ Developed, implemented, and enhanced systems and processes to
ensure consistent, high-quality project management

¢ Fostered and maintained relationships with subject matter experts
and partners aimed at efficient and effective program




ltec

Public Sector

Request for Proposal
Customer Service Center

implementation; responsible for contract extensions and increase in
business and funding within the State-Funded Projects Unit

e Supported Maternal Child Health, Immunization, Crisis Response,
Health Disparities, and other State Funded Projects with the
purpose of enhancing public health and public safety collaborations
through the identification of local partners, qualitative and
quantitative data collection, and dissemination of project findings

¢ Served as programmatic liaison for internal and external
stakeholders; managed significant matters such as program
development, program budgeting, and auditing and evaluating
program impact and performance

o Formulated program-related goals, objectives, and operating
policies to ensure consistency with departmental standard
operating procedures

¢ Prepared, finalized, and submitted narrative and financial reports or
updates to donors and internal and external stakeholders;
prepared, negotiated, and monitored program-related contracts
and agreements

¢ Developed and maintained specialized knowledge of significant
COVID-19-related datasets

Company Name:
City, State:

Title:

Date of Employment:

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

Arkansas Department of Human Services
Little Rock, AR

Assistant Director, Medicaid Fee for Service
August 2020 — August 2021

¢ Oversight of management and operations for the Division of
Medical Services (DMS) units: Medicaid Provider Enroliment,
Electronic Visit Verification (EVV), Policy and Payment, Rate
Reviews, Prior Authorization/Utilization Review, and Patient-
Centered Medical Home (PCMH)/Primary Care Case Management
(PCCM)

¢ Led the development of policies and procedures that guide the
multiple overseen units

e Served as a liaison and spokesperson for DMS with provider
associations, beneficiaries, external stakeholders, contractors,
other units within the Department of Human Services, and CMS

¢ Coordinated with the oversight of state and federal agencies to
ensure successful completion of audits and closure of audit
findings

¢ Provided guidance to Program Managers on the direction and
mission of DHS leadership




-ttec Request for Proposal
= public Sector Customer Service Center

L R i e CSC Manager

Summary of Qualifications

mbrings over a decade of experience in Medicaid PBM, multi-state call center
eadership, and SLA-driven operational management—fully aligning with the CSC Manager
requirement for managing large-scale customer service or CRM environments. She
successfully led Medicaid call center go-lives in Ohio and Texas, sustaining a 98% SLA
compliance rate, optimizing training programs, and enhancing performance dashboards to
improve visibility and reporting efficiency) Her background managing healthcare operations
and collaborating directly with Medicaid stakeholders demonstrates strong capability in
day-to-day CSC oversight, staff readiness, quality control, and performance monitoring.

Key Proficiencies

» Extensive Call Center & = Medicaid Program » Team Leadership & Large-
Operations Management Expertise Scale Management
» Performance Management = Process Improvement & = Quality Assurance & Control
(SLAs & KPls) Operational Excellence
= Relevant Education & = Client Relationship

" CRM Systems Proficiency Communication Skills Management

Work Experience

Company Name: ARcare
City, State: Searcy, AR
Title: Insurance Representative (Health & Life)

Date of Employment: January 2026 to Present

e Completed all required new hire training as well as all state-required
Detailed Description  training for Health & Life Insurance certification.

of Proposed e Successfully passed the state exam to become a licensed Health &
Individual’s Specific Life Insurance Agent.
Responsibilities: e Provides tailored health and life insurance options to new and

existing customers based on their individual needs.

Company Name: Gainwell Technologies, LLC
City, State: Irving, TX
Title: Supervisor, Customer Support

Date of Employment: September 2022- February 2025
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Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

¢ Led the implementation of Medicaid PBM call centers in Ohio and
Texas, ensuring that the go live process was seamless and that the
SLA was maintained at 98%.

¢ Enhanced training consistency and induction efficiency by 25%
through the development and implementation of Desktop Learning
Plans (DLPs) and SOPs.

¢ Developed performance dashboards in SQL/Tableau, which resulted
in a 30% reduction in the turnaround time for reporting and an
improvement in the visibility of SLAs.

e Collaborated with senior leadership and Medicaid stakeholders to
ensure that PBM operations

e are in accordance with business objectives, thereby minimizing risk
exposure.

e Conducted a post-implementation analysis that identified process
gaps and generated workflow optimization, resulting in a 20%
increase in team productivity.

Company Name:
City, State:

Title:

Date of Employment:

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

Elixir, LLC

Philadelphia, PA

Clinical Coordinator, Formulary Management
June 2022-September 2022

¢ Monitored and directed the daily activities of call center operations.

¢ Provided direction and guidance to a team of customer service
representatives.

e Managed call queues to ensure all service level agreements (SLAs)
were consistently met.

¢ Handled and resolved escalated calls and issues directly from
customers.

¢ Collaborated with other departments to resolve complex customer
issues.

e |dentified and recommended process improvements to enhance
operational efficiency.

Company Name:
City, State:
Title:

Date of Employment:

Goodwill Industries of Arkansas, Inc.

Little Rock, AR

Instructor, Certified Pharmacy Technician Program
September 2021- June 2022




-ttec Request for Proposal
= public Sector Customer Service Center

e Conducted quality audits of customer calls and case files.

e Monitored agent interactions to ensure compliance with proper
procedures.

¢ Provided direct feedback to both agents and supervisors on quality-
related issues.

¢ Identified trends in quality issues and recommended corrective
actions to management.

¢ Participated in calibration sessions to ensure consistency in quality

monitoring across the team.
|

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

Company Name: Omnicare, Inc. (CVS COMPANY),
City, State: Little Rock, AR
Title: Supervisor, Order Entry & Medication Administration Specialists

Date of Employment: June 2015-September 2021
¢ Answered incoming calls from both members and healthcare
providers.
Detailed Description e Assisted members and providers with questions regarding benefits,
of Proposed eligibility, and claim status.
Individual’s Specific e Researched and resolved various member and provider issues to
Responsibilities: ensure customer satisfaction.
e Documented all call information and activities accurately in the
customer service database.
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LA e e CSC Technical Lead

Summary of Qualifications

With more than 13 years of Medicaid system experience and deep expertise in SDLC
documentation, MMIS, UAT, requirements validation, and technical artifact review,

- is exceptionally well-suited for the CSC Technical Lead role. At DXC/Gainwell, she
supported multiple state Medicaid implementations, reviewing technical architecture,
maintaining documentation lifecycles, conducting UAT, identifying defects, and collaborating
with engineers, developers, and business teams to ensure system accuracy and compliance.)
Her strong analytical capabilities and experience bridging technical and non-technical
stakeholders align directly with the role’s responsibilities for deliverable assessment, test
validation, and technical risk identification.

Key Proficiencies

» Extensive Medicaid &
Healthcare Experience
= User Acceptance Testing

» Technical Analysis & SDLC = Relevant Technical Acumen

» Project Management &
* Process Improvement

Leadership (UAT)
= Stakeholder & Client » Technical Writing & » Cross-Functional
Management Communication Collaboration & Liaison
Company Name: DXC Technology
City, State: Conway, AR
Title: Healthcare Senior Technical Writer

Date of Employment: August 2019 — September 2025

e Served as the healthcare liaison between DXC/Gainwell and
multiple state Medicaid accounts, supporting documentation needs
and system requirements across programs.

¢ Created, reviewed, and maintained comprehensive
documentation—including user guides, SOPs, training materials,
BRDs, SMRs, LLDs, HLSDs, system manuals, and disaster
recovery materials—for complex Medicaid implementation projects.

¢ Managed the full documentation lifecycle, including drafting, version
control, reviews, approvals, publishing, and adherence to quality
and regulatory standards.

¢ Collaborated with engineers, developers, product managers, and
SMEs to gather and validate technical information and ensure
accuracy across all deliverables.

¢ Led documentation projects and contributed to process
improvement initiatives to increase consistency, efficiency, and
compliance.

e Developed and delivered presentations and training materials for
business users, stakeholders, and cross-functional teams.

e Supported large, complex Medicaid implementation efforts.

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:
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Company Name:
City, State:
Title:

Date of Employment:

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

DXC Technology/Hewlett-Packard
Conway, AR/Little Rock, AR
Healthcare Senior Business Analyst

April 2014 -August 2019

¢ Served as liaison between DXC and multiple state Medicaid
accounts to define business processes, system requirements, and
deliverables for Letter Generator and Document Management
projects.

e Conducted SDLC documentation reviews, including technical
architecture, design artifacts, and project deliverables, ensuring
alignment with system and business requirements.

¢ Elicited, analyzed, and verified business and technical requirements
to support complex Medicaid system enhancements and
implementations.

¢ Utilized MMIS to analyze claims adjudication, processing,
monitoring, and correspondence data in support of state Medicaid
operations.

¢ Collaborated with state users, vendors, developers, and
cross-functional teams to ensure alignment on scope, requirements,
testing, and implementation activities.

e Managed and executed SDLC phase activities, including status
reporting, requirements validation, documentation development, and
coordination with technical teams.

e Developed documents and process manuals in accordance with
state regulatory guidelines, ensuring accurate structure, verbiage,
and compliance.

e Designed and executed User Acceptance Testing (UAT) and
additional testing of system changes to prevent production defects
and ensure solution integrity.

¢ Identified and communicated project risks, issues, and
dependencies, supporting timely mitigation and decision-making
across multi-stakeholder teams.

e Trained and mentored new Business Analysts and team members,
supporting knowledge transfer, documentation best practices, and
continuous process improvement

Company Name:
City, State:

Title:

Date of Employment:

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

Acxiom Corporation
Conway, AR
Client Delivery Analyst

October 2011 — April 2014

e Coordinated and maintained the Alvion SharePoint database for
100+ new clients, ensuring accurate, timely deliverables and a
reliable accountability system for analysts.

e Project-managed and delivered accurate client data through multiple
processing mechanisms, escalating issues when needed to meet
service expectations.
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¢ Modified SQL scripts to process reports, troubleshoot data, and
support efficient delivery of client-ready datasets.

e Ensured compliance with established procedures, project
requirements, and SLAs through thorough testing, audits, and quality
checks.

e Monitored file processing schedules, coordinated staffing readiness,
and led internal meetings—often representing leadership in their
absence.

e Analyzed client data and Acxiom product details to ensure accurate,
segmented, ready-to-market data for clients and third-party vendors.

e Trained and mentored new analysts while developing and organizing
project documentation and procedures to support team efficiency

and consistency.
|

Company Name: Hewlett-Packard
City, State: Conway, AR
Title: Sales Support Management Coordinator

Date of Employment: December 2009 —September 2011

e Served as the central point of contact for the sales team and clients
throughout the entire sales process

e Provided direct account management support to the sales team,
including order processing, tracking, and problem resolution.

e Processed customer purchase orders and managed the complete
order fulfillment process.

¢ Maintained sales and order information in databases and
spreadsheets to ensure data accuracy.

e Researched and resolved customer and sales force issues, and
responded to all inquiries regarding order status, pricing, and product

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

availability.
|
Company Name: Mitchell Williams Law Firm
City, State: Little Rock, AR
Title: Insurance Regulatory Legal Secretary

Date of Employment: November 2007 —April 2009
¢ Provided complex secretarial and administrative support for six
attorneys in the Insurance Regulatory department.
Detailed Description e Formatted, proofread, and edited legal documents, business

of Proposed correspondence, forms, and presentation materials.
Individual’s Specific e Prepared and processed various legal documents, including
Responsibilities: summons, subpoenas, complaints, and motions.

e Managed and maintained all case files, attorney calendars, and
expense reports to ensure organization and accuracy.
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Ao Bale e s CSC Business Operations Lead

Summary of Qualifications

Dynamic healthcare operations executive with 15+ years of experience leading large-scale,
multi-site clinical, outpatient, behavioral health, and virtual care delivery operations. Proven
track record of driving enterprise transformation initiatives that achieved substantial
improvements in patient access, operational efficiency, financial performance, and
system-wide KPls—including 73% enterprise KPI improvement, 30% reduction in patient wait
times, and multimillion-dollar cost savings. Highly skilled in organizational change
management (Prosci, Lean Six Sigma Black Belt), performance governance, value-based
care operations, and EHR modernization, including enterprise Epic Payer Platform
deployments that improved claims accuracy and workforce interoperability. Demonstrated
success overseeing budgets exceeding $250M, leading workforces of 3,000+ FTEs, and
aligning executive, clinical, operational, and IT leaders to implement high-impact strategies
across complex health systems. Known for building scalable governance models, developing
leadership talent, implementing Al-enabled workflow enhancements, and delivering
sustainable operational improvements across diverse healthcare environments.

Key Proficiencies

= Enterprise Operations = Value-Based Care & Payer = Workforce & Leadership
Leadership Strategy Development

= Health System Performance = Governance & Executive = Al & Digital Health
& P&L Oversight Performance Management Transformation

= Clinical-Operational = Regulatory & Audit = Board & Stakeholder
Integration Readiness Engagement

Work Experience

Company Name: Highmark

City, State: Pittsburg, PA

Title: Director, Provider Operations & Value-Based Care

Date of Employment: 2025 — Present
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¢ Led enterprise operations for payer—provider performance and
value-based care execution across 12+ multi-state provider
networks, serving as strategic advisor to executive leadership.

e Owned the enterprise KPI framework and governance model for
access, utilization, and value-based care metrics, enabling
system-wide accountability and executive decision-making.

¢ Oversaw and accelerated the enterprise rollout of the Epic Payer
Platform (EPP) across 12+ organizations, exceeding deployment
goals by 40% and strengthening market-wide interoperability.

e Delivered $2.5M+ in cost savings through utilization optimization,
care gap closure strategies, and prior authorization redesign,
improving prior authorization turnaround by 30%.

¢ Designed and implemented enterprise dashboards, scorecards,
and utilization reporting to support governance committees and
drive operational performance reviews.

¢ Led cross-functional alignment across Legal, IT, Product, and
Operations to streamline processes, remove fragmentation, and
improve enterprise operational efficiency.

¢ Improved care gap closure rates by 18% and advanced
value-based performance indicators by up to 42%, elevating quality

outcomes across priority populations.
|

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

Company Name: Central Arkansas Veterans Healthcare System
City, State: Little Rock, AR
Title: Chief of Innovation & Business Process Improvement

Date of Employment: 2022 — 2025

e Served as key advisor to executive leadership, guiding strategy
development and overseeing more than 40+ enterprise
improvement initiatives, resulting in 73% KPI improvement and
earning the Most Improved Award (2024) and Change
Management Award (2023).

e Directed multi-site clinical operations with oversight of $250M+
budgets and a 3,000+ employee workforce, ensuring operational
continuity and performance across diverse care settings.

Detailed Description e Led major performance improvement initiatives—such as
of Proposed discharge smoothing, ED flow, and inpatient bed management—
Individual’s Specific achieving $3M ROI within the first 12 months.

Responsibilities: « Designed, piloted, and scaled an Al-enabled scheduling and

patient education system, improving patient access by 52% and
raising patient satisfaction scores to above 90.

¢ Developed and implemented enterprise change management
frameworks (Prosci, Lean Six Sigma), reducing care delivery
inefficiencies by 30%.

e Built enterprise KPI dashboards to track patient outcomes, staff
productivity, and compliance, increasing quality scores by 18%
across the system.
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¢ Served as executive sponsor for leadership development
initiatives, preparing 20+ mid-level leaders for senior roles through
structured succession planning.

Company Name:
City, State:

Title:

Date of Employment:

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

PPSE

Atlanta, GA

Acting Vice President, Clinical Operations & Strategy
2021 — 2022

¢ Oversaw multi-state clinical operations across seven clinics, virtual
care services, call center operations, clinical training, and
contractual management, ensuring continuity and performance.

¢ Redesigned patient flow and operational processes across multiple
service lines, reducing patient wait times by 28%.

¢ Implemented data-driven process improvements using Lean Six
Sigma, achieving $5.4M in annual operating cost reductions.

¢ Partnered with IT to improve cybersecurity and compliance
readiness, strengthening alignment with HIPAA and SOC-2
standards.

¢ Designed and launched an innovation lab to test and scale new
clinical practices, resulting in three enterprise-wide rollouts adopted
by leadership.

¢ Championed staff wellness and DEl initiatives that improved staff
retention by 14% over two years.
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O e Security Officer

Summary of Qualifications

is a cybersecurity governance and compliance professional with extensive
experience applying federal security frameworks—including NIST SP 800-53, MARS-E,
ARC-AMPE, and RMF—to strengthen security programs and ensure audit-ready operations
across federal, healthcare, and public sector environments. She has led development of
SSPs, POA&Ms, BlAs, CPs, and ATO documentation; conducted security control
assessments; executed gap analyses and remediation planning; and supported OT/ICS and
cloud security initiatives. Her background includes incident response, continuous monitoring,
risk triage, and executive-level communication, along with designing and delivering
cybersecurity training that translates complex requirements into actionable guidance for
diverse technical and business audiences.

Key Proficiencies

= Security Program = Audit Readiness & Control = . Policy & Security
Governance Implementation Documentation Development

= Risk Management & = Security Controls » Incident Response & Risk
Mitigation Strategy Assessment Triage

= POA&M Oversight & » Executive Risk » Security Awareness &
Remediation Communication & Briefings Compliance Training

Work Experience

Company Name: TTEC

City, State: Remote

Title: Information Security Engineer/ Compliance Analyst

Date of Employment: Aug 2025 To Present

¢ Prepare, validate, and maintain security documentation, including
SSPs, RAs, CPs, PlAs, and FIPS categorizations.

¢ Support full lifecycle security and compliance activities across
major control frameworks.

¢ Led control alignment and documentation updates during transition
from MARS-E to ARC-AMPE, interpreting regulatory changes,
updating control implementations, and advising leadership on
adopting updated security and privacy standards.

e Conduct gap analyses to identify deficiencies and develop tailored
remediation strategies.

e |dentify, analyze, and mitigate security risks while supporting audit.

e Manage POA&Ms, tracking remediation progress, and ensuring full
compliance documentation.

¢ Facilitate discussions bridging technical controls and governance
strategy, enabling leadership to make risk-informed decisions

¢ Maintain authoritative, professional presence while presenting
regulatory, audit, and risk concepts in high-visibility settings

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:
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Company Name:
City, State:

Title:

Date of Employment:

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

Cybertutor

Remote

Cybersecurity Instructor
2023 — 2025

¢ Design and deliver structured cybersecurity and compliance
training sessions focused on NIST SP 800-53 Rev. 5, Risk
Management Framework (RMF), audit readiness, and control
implementation.

¢ Translated complex security requirements into practical, actionable
guidance for technical teams, analysts, and business stakeholders

¢ Led live and virtual training engagements tailored to varying
audience maturity levels

¢ Developed instructional materials, including implementation guides,
control walkthroughs, and scenario-based compliance workshops

Company Name:
City, State:

Title:

Date of Employment:

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

TTEC

Remote

Public Sector Incident Responder/ It Service Management Analyst
Sept 2022 To Aug 2025

¢ Leveraged knowledge of cloud, continuous monitoring, and
network security technologies to support incident response
operations for public sector programs.

¢ Analyzed incident severity and business impact, coordinating
targeted response actions to ensure timely resolution and reduce
organizational risk.

o Utilized logs from network and security monitoring tools to assess
service interruptions, diagnose root causes, and mitigate the
impact of security-related incidents.

e Served as the primary point of contact for incident communications,
providing clear, timely stakeholder updates and maintaining full
incident lifecycle documentation.

¢ Performed in-depth root cause analysis on recurring incidents and
implemented corrective actions and security control improvements
to prevent recurrence.

¢ Collaborated with cross-functional technical teams to investigate,
triage, and resolve high-priority complex incidents, ensuring rapid
recovery and operational continuity.

¢ Maintained detailed incident records, evidence, and artifacts
required for compliance reporting, audit readiness, and
configuration management.

Company Name:

Cybereye Consulting (Supporting Accenture Federal Services,
National Institute of Health Office of Research Services)
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City, State: Remote
Title: Computer Security Specialist

Date of Employment:

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

Dec 2024 To July 2025

e Supported the National Institutes of Health (NIH) Office of
Research Services (ORS) by securing Operational Technology
(OT) and mission-critical systems integral to NIH facility operations.

o Applied OT security expertise across ICS, BAS, access control,
and environmental monitoring systems.

e Supported application of OT overlay to NIST 800-53 Rev 5 controls
using NIST SP 800-82 Rev 3 guidance.

¢ Developed ATO documentation, including SSP, CMP, CP, BIA, and
RAR for NIH ORS systems.

e Facilitated Contingency Plan and Incident Response testing,
delivering detailed AARs.

¢ Led major POA&M remediation efforts by identifying root causes,
developing actionable mitigation plans, and driving closure of
findings across OT and IT systems

Company Name:
City, State:
Title:

Date of Employment:

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

Socsoter

Hagerstown, MD

Security Analyst — Compliance
Nov 2020 To Aug 2022

e Conducted 300+ Security Control Assessments across government
contractors and critical infrastructure, using CMMC, NIST SP
800-53/171/82, and MARS-E to identify security, privacy, and
compliance gaps.

¢ Developed Security Assessment Plans, NIST SP 800-53A test
cases, and executed control testing to validate system compliance
and gather audit-ready evidence.

e Created comprehensive cybersecurity documentation—including
SSPs, Continuous Monitoring Plans, Contingency Plans, IRPs,
MOUs, and ISAs—to support federal compliance and ATO
processes.

e Delivered detailed Security Assessment Reports (SARs) and
briefed executive leadership on risks, findings, and recommended
remediation strategies.

¢ Developed and managed POA&Ms, directing remediation efforts to
reduce vulnerabilities and strengthen organizational security
posture.

¢ Prepared and executed Incident Response Plan tabletop exercises
and evaluated Business Continuity/Disaster Recovery Plans to
support BIA development.
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O e e Privacy Officer

Summary of Qualifications

F is a senior compliance, privacy, and contracting executive with more than a
ecade of experience overseeing healthcare, government, and technology compliance
programs, including HIPAA, CCPA/CPRA, GDPR, CMS regulations, and HITRUST. As
Director of Contracts, Privacy & Compliance at Uprise Health, she led enterprise privacy
operations, supervised privacy teams, managed BAAs and regulatory agreements, and
conducted complex regulatory interpretation and privacy audits. Her work as Interim Director
of Contracts & Compliance for St. Luke’s Des Peres Hospital further demonstrates her
experience strengthening privacy safeguards, conducting risk assessments, managing audit
readiness, and delivering staff training aligned with federal regulations. With advanced
credentials including CIPP/US, PMP, SHRM-CP, SPHR, and CHPC, she brings robust
privacy governance expertise ideally suited to DHS’s CSC privacy oversight needs.

Key Proficiencies

= Privacy & Data = Healthcare & Managed » Audit Management &
Governance Care Contracting Regulatory Response

= Compliance Program = Contract Lifecycle » Technology & SaaS
Development Management Agreements

= Federal & State = Financial Modeling & Contract

Government Contracting " Vendor Risk Management

Work Experience

Profitability Analysis

Company Name: St. Luke's Des Peres Hospital
City, State: St. Louis, MO
Title: Interim Director of Contracts & Compliance

Date of Employment: April 2025 — February 2026

¢ Directed hospital-wide contracting and compliance operations
aligned with CMS and state

e regulations.

e Managed vendor, service, and construction-related contracts.

¢ Led audit readiness, risk mitigation, and compliance training
initiatives.

e Strengthened privacy safeguards and documentation integrity.

e Supply Chain Vendor Contracts Management

¢ NDAs, BAAs, Purchase Orders, SOWSs, procurement &
government agreements RFPs/RFQs

¢ Built contract management system

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

Company Name: Uprise Health
City, State: Irvine, CA
Title: Director of Contracts, Privacy & Compliance

Date of Employment: December 2021 — March 2025
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Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

¢ Led enterprise-wide government and commercial contracting
operations, including negotiation and management of MSAs,
SOWs, BAAs, procurement agreements, and RFQs/RFPs.

¢ Oversaw organizational privacy and data governance programs,
ensuring compliance with HIPAA, CCPA/CPRA, GDPR, and
HITRUST requirements.

¢ Directed privacy, compliance, and legal operations teams,
including staff supervision, workflow management, and
cross-functional coordination.

e Conducted regulatory risk assessments, M&A contract due
diligence, and complex legal interpretation to ensure alignment
with federal and state requirements.

¢ Developed, drafted, and implemented corporate governance
documents, policies, procedures, and contracting standards.

¢ Led audit readiness and remediation efforts for privacy, security,
and compliance audits, including HITRUST and CMS-related
reviews.

¢ Negotiated and reviewed high-risk contracting instruments such
as BAAs, information security agreements, vendor agreements,
and other regulated healthcare contracts.

e Managed litigation matters and coordinated with outside counsel
for regulated healthcare and contractual issues.

¢ Provided executive-level compliance guidance, regulatory
interpretation, and strategic recommendations to internal
stakeholders and leadership.

Company Name:
City, State:
Title:

Date of Employment:

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

MedeAnalytics, Inc.

Richardson, TX

Senior Contracts Manager — Legal
March 2020 — July 2022

¢ Negotiated enterprise SaaS and healthcare analytics agreements,
including MSAs, SOWs, BAAs, and other regulated healthcare
commercial contracts.

¢ Reviewed RFPs and supported public and private sector growth
initiatives through contract strategy and analysis.

¢ Drafted, evaluated, negotiated, and finalized new client contracts,
renewals, and amendments in accordance with organizational
standards and regulatory requirements.

e Served as the primary point of contact for internal stakeholders on
contractual matters, providing redlines, risk assessments, and
negotiation guidance.

¢ Managed and maintained commercial agreements within CLM
systems, including Apttus and Contract Room, ensuring version
control and post-implementation accuracy.
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¢ Performed financial and quantitative analysis for existing
commercial contracts to support business decisions and revenue
optimization.

e Ensured compliance with relevant privacy and data protection
regulations (CCPA, GDPR, ROPA) within contracting workflows.

¢ Developed and maintained strong relationships with clients,
vendors, and internal teams to support efficient contracting and
high customer satisfaction.

Company Name:
City, State:
Title:

Date of Employment:

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

Nextgen

Irvine, CA

Payer Relations-Contracting-Credentialing
October 2018 to January 2020

e Managed the full contract development lifecycle—supporting deal
structure, profitability analysis, forecasting, and final approval—to
optimize insurer agreements and reimbursement outcomes.

¢ Negotiated contract terms with major payors on behalf of AMT,
NextGen, and Ohana Laboratories, successfully securing
in-network reimbursement for DME and laboratory services.

e Oversaw and maintained insurer contract portfolios, ensuring
continuity of participation, successful renewals, and fee-schedule
renegotiations to maximize revenue performance.

¢ Developed financial analytics, impact models, and business cases
in collaboration with analytics leadership to guide executive
decision-making on contracting strategy.

¢ Monitored contract performance and profitability across Managed
Care and Workers’ Compensation programs, recommended
remediation strategies for underperforming contracts.

¢ Collaborated closely with billing, legal, analytics, and sales teams
to ensure accurate implementation, cross-functional alignment,
and effective contract execution.

¢ Built and maintained relationships with key payor decision-makers
to strengthen negotiation leverage and accelerate contracting
cycles.

¢ Designed and executed redirection (pull-through) programs with
insurers, sales leadership, and marketing to drive referral
alignment and meet redirection performance goals.
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Kev Personnel Position Acrtificial Intelligence Lead

Summary of Qualifications

is a senior-level program and Al transformation leader with more than 30 years
of experience modernizing large-scale enterprise and public-sector contact centers, including
over five years directly leading Al-driven initiatives across conversational Al, generative Al,
and Al-powered agent-assist solutions. He has guided Al strategy, roadmap development,
governance, and implementation for contact centers ranging from 5,000 to 11,000+ agents,
delivering modernization outcomes for health insurance, financial services, and U.S.
government clients. Palmieri is highly skilled at translating complex Al capabilities into
actionable business and operational improvements, and he brings deep technical expertise
across platforms such as Genesys, Cisco, Google, Amazon, and Avaya, making him a
proven leader in Al-enabled customer-experience transformation.

Key Proficiencies

= Al Program Leadership & = CX Architecture & = Executive Stakeholder
Governance Design Engagement & Communication

» Contact Center Modernization = Technology & Platform | = Program Management & Risk
& Transformation Ecosystem Expertise Mitigation

= Conversational & Generative = Al-Enabled Automation . .
Al Strategy & Workflow Optimization Public-Sector Al & CX Advisory

Work Experience

Company Name: TTEC Digital

City, State: Remote

Title: Director, Customer Experience Transformation

Date of Employment: October 2022 — Present

e Assisted clients with strategy and design for enterprise CX
transformation, including artificial intelligence, agent/employee
experience, self-service optimization, operational improvements,
and customer-journey redesign.

¢ Led Al and CX strategy engagements for a large U.S. health
insurance provider and a North American financial services

company, each with 7,500+ contact center agents across multiple
Detailed Description business units.

of Proposed
Individual’s Specific
Responsibilities:

¢ Directed initiatives incorporating conversational Al, generative Al,
and Al-powered agent assist to improve customer experience,
enhance agent efficiency, and increase self-service utilization.

¢ Provided advisory services, technology assessments, and an
Al-focused contact-center roadmap for a 5,000+ agent U.S.
government contact center.

e Focused on improving citizen experience across digital and voice
channels by leveraging integrated conversational Al and generative
Al tools to ensure accurate, consistent answers across channels.
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Company Name:
City, State:
Title:

Date of Employment:

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

TTEC

Remote

Senior Principal, Solution Advisor
February 2021 — October 2022

¢ Led enterprise solution strategy for complex customer-experience
(CX) initiatives, including early adoption of conversational Al and
intelligent automation.

o Served as executive advisor translating Al capabilities into clear,
business- and IT-aligned outcomes for senior stakeholders.

 Directed strategy and design efforts for major enterprise sales
pursuits, defining the technology stack, desired customer
experience outcomes, and required employee-experience
improvements.

¢ Represented TTEC’s customer-experience and analytics solutions,
as well as partner technologies from Cisco, Amazon, Pega,
Genesys, Calabrio, Google, and Verint, for the Digital Named
Account team.

e Supported TTEC’s Strategic Solution Design team by crafting
optimal solutions aligned to client business requirements and
long-term CX and Al modernization goals.

Company Name:
City, State:

Title:

Date of Employment:

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

TTEC

Remote

Senior Principal Sales Engineering
July 2013 — February 2021

¢ Provided system architecture and customer-experience design for
TTEC’s cloud and on-premise contact center and self-service
solutions within the Cisco practice.

¢ Delivered technical account management and solution design for
major enterprise and public-sector clients, ensuring successful
progression from sales to project design.

e Supported a state government’s hosted contact-center
environment with 28,000+ UC users and 4,000 named agents
across 15+ state agency contact centers, migrating operations onto
the TTEC Cisco HCS cloud platform.

¢ Led sales engineering and solution design for additional large
accounts, including a 3,800-agent media services client across 30+
contact centers and a 1,800-agent financial services client
operating across five continents.

e Ensured client solutions aligned with business requirements,
technical architecture standards, and long-term contact-center
modernization goals.
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Company Name:
City, State:
Title:

Date of Employment:

Detailed Description
of Proposed
Individual’s Specific
Responsibilities:

Avaya
Morristown, NJ
Consulting Systems Engineer

November 2010 — July 2013

¢ Served as the North American technical sales lead for the joint
Avaya—Verint Workforce Optimization (WFO) suite, supporting
Avaya’s Innovation and Customer Experience team.

¢ Trained Avaya and partner sales/SE teams across North America
on the WFO solution, including product capabilities, deployment
models, and technical differentiators.

¢ Acted as the primary systems engineering escalation point for
Avaya contact-center specialists, resolving complex design,
integration, and deployment issues.

¢ Collaborated with account teams to develop business and technical
strategies to introduce the Avaya WFO suite to customers.

¢ Delivered pre-sales technical design for WFO deployments and
migrations, ensuring alignment with customer requirements and
enterprise architecture.

e Served as part of a two-person team that increased Avaya’s North
American WFO sales by 77% from FY2011 to FY2012.
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Individual’s Specific
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Calabrio (spun off from Spanlink)
Minneapolis, MN

October 2007 — November 2010
Senior Sales Engineer

¢ Delivered business-value presentations and product
demonstrations tailored to technology buyers, contact-center end
users, and senior executives to highlight the capabilities and
benefits of Calabrio’s Workforce Optimization (WFO) suite.

¢ Developed and presented technical training sessions and
partner-enablement materials, including content for Calabrio’s
Cisco OEM WFO product, covering product functionality, technical
differentiators, and customer-facing use cases.

¢ Introduced Calabrio’s WFO solutions to new prospects by
articulating business and technical benefits and aligning product
value to client operational needs.

e Supported sales engineering efforts by providing detailed guidance
on product configuration, integration considerations, and
implementation best practices for contact-center environments.

¢ Collaborated with internal and partner teams to ensure successful
pre-sales positioning, technical validation, and customer readiness
for deployment.
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Figure 1: Organizational Structure
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Figure 2: CXone Agent Contact Performance Overview

Figure 3: CXone Quality Evaluations by Team
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Figure 4: CXone Supervisor Dashboard

Figure 5: CXone Supervisor Live Monitoring Agents
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Figure 6: CXone Supervisor Live Monitoring Skills






