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1. Response Signature Page  
[RFP 1.8.A.2.a, 1.9.B, 1.11.A-B] 

REQUIREMENT: RFP Section 1.8.A.2.a, 1.9.B, 1.11.A-B 

1.8. RESPONSE DOCUMENTS  

A. Original Technical Proposal Packet  

The following items are Proposal Submission Requirements and must be submitted in the original Technical Proposal Packet. 

2. The Technical Proposal Packet should be clearly marked “Original” and must include the following:  

a. Original signed Proposal Signature Page. (See Technical Proposal Packet.)  

1.9. ORGANIZATION OF RESPONSE DOCUMENTS 

B. The original Technical Proposal Packet and all copies should be arranged in the following order:  

• Response Signature Page.  

1.11. RESPONSE SIGNATURE PAGE 

A. An official authorized to bind the Contractor(s) to a resultant contract must sign the Response Signature Page included in the 
Technical Proposal Packet.  

B. Contractor’s signature on this page shall signify contractor’s agreement that either of the following shall cause the contractor’s 
proposal to be disqualified:  

1. Additional terms or conditions submitted intentionally or inadvertently.  

2. Any exception that conflicts with a Requirement of this Bid Solicitation.  

Conduent provides our completed “Response Signature Page” on the page that follow. 
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RESPONSE SIGNATURE PAGE 
Type or Print the following information. 

PROSPECTIVE CONTRACTOR’S INFORMATION

Company: 

Address: 

City:  State: Zip Code: 

Business 
Designation:

☐ Individual ☐ Sole Proprietorship ☐ Public Service Corp
☐ Partnership ☐ Corporation ☐ Nonprofit

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

Contact Person: Title: 

Phone: Alternate Phone: 

Email: 

CONFIRMATION OF REDACTED COPY
☐ YES, a redacted copy of submission documents is enclosed.
☐ NO, a redacted copy of submission documents is not enclosed.  I 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:   ______________________ _____  

Printed/Typed Name:    Date: 

Conduent State Healthcare, LLC

100 Campus Drive, Suite 200E

Florham Park NJ 07932

Michelle Colbert Senior Director

(978) 902-7152

Michelle.Colbert@conduent.com

President, Government Services

March 12, 2026Anna Sever

✔

(781) 901-3707
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2. Agreement and Compliance Page 
[RFP 1.8.A.2.b, 1.9.B, 1.12.A-B] 

 

REQUIREMENT: RFP Section 1.8.A.2.b, 1.9.B, 1.12.A-B 

1.8. RESPONSE DOCUMENTS  

A. Original Technical Proposal Packet  

The following items are Proposal Submission Requirements and must be submitted in the original Technical Proposal Packet. 

2. The Technical Proposal Packet should be clearly marked “Original” and must include the following:  

b. Original signed Agreement and Compliance Page. (See Technical Proposal Packet.)  

1.9. ORGANIZATION OF RESPONSE DOCUMENTS 

B. The original Technical Proposal Packet and all copies should be arranged in the following order:  

• Agreement and Compliance Page.  

1.12. AGREEMENT AND COMPLIANCE PAGE 

A. Contractor must sign the Agreement and Compliance Page relevant to each section of the Bid Solicitation Document. The 
Agreement and Compliance Page is included in the Technical Proposal Packet.  

B. Contractor’s signature on this shall signify agreement to and compliance with all Requirements within the designated section.  

Conduent provides our completed “Agreement and Compliance Page” on the page that follow. 
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SECTIONS 1 – 4: VENDOR AGREEMENT AND COMPLIANCE 

 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.  

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

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: ________________________________________     Date: _______________ 
Anna Sever, President, Government Services March 12, 2026

Conduent provides requested exceptions including the specific solicitation item number to which the exception applies 
in Section 8.1.16 Attachment P, Proposed Non-Mandatory Exceptions Template.
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3. Signed Addenda [RFP 
1.8.A.3.b, 1.9.B, 1.19.A-D] 

REQUIREMENT: RFP Section 1.8.A.3.b, 1.9.B, 1.19.A-D 

1.8. RESPONSE DOCUMENTS  

A. Original Technical Proposal Packet  

The following items are Proposal Submission Requirements and must be submitted in the original Technical Proposal Packet. 

3. The following items should be submitted in the original Technical Proposal Packet.  

• Signed addenda to this RFP, if applicable. (See Requirement of Addendum.)  

1.9. ORGANIZATION OF RESPONSE DOCUMENTS 

B. The original Technical Proposal Packet and all copies should be arranged in the following order:  

• Signed Addenda, if applicable.  

1.19. REQUIREMENT OF ADDENDUM 

A. This Bid Solicitation shall be modified only by an addendum written and authorized by OP.  

B. Contractors are cautioned to ensure that they have received or obtained, and have responded to, any and all addenda to the Bid 
Solicitation prior to submission of response.  

C. An addendum posted within three (3) calendar days prior to the bid opening shall extend the bid opening and may or may not 
include changes to the Bid Solicitation.  

D. The vendor shall be responsible for checking the websites listed on page one (1) for any and all addenda up to bid opening.  

Conduent provides signed addenda to this RFP on the pages that follow. 
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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

o Exhibit 6 – ARIES System Architecture

o Exhibit 7 – EMCI Deep Dive Redacted

o Exhibit 8 - EMCI Create Individual Web Service

o Exhibit 9 - EMCI Update Individual Web Service

o Exhibit 10 - EMCI Match Individual Web Service

o Exhibit 11 - EMCI Search Individual Web Service

o Exhibit 12 - EMCI Search Individual Details Web Service

o Exhibit 13 - EMCI Merge/Unmerge Individual Web Service

o Exhibit 14 - EMCI Alert Web Service

o Exhibit 15 – AME CORE MMIS

o 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,  

Vendor Signature Date 

Company 

Conduent State Healthcare, LLC

March 12, 2026 
(501) 683-5969.

Anna Sever, President, 
Government Services
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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 

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

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.

Vendor Signature Date 

Company 

Anna Sever, President, 
Government Services



Anna Sever, President, 
Government Services
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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 

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.

Vendor Signature Date 

Company 



Anna Sever, President, 
Government Services
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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) 

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)

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

OTHER 

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.

Vendor Signature Date 

Company 



Anna Sever, President, 
Government Services
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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 

X 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 I – Key Personnel - remove and replace with 710-25-078 Revised Attachment I –
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.

Vendor Signature Date 

Company 



Anna Sever, President, 
Government Services
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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) 

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.

Vendor Signature Date 

Company 
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State of Arkansas 

DEPARTMENT OF HUMAN SERVICES 
700 South Main Street 

P.O. Box 1437 / Slot W345 
Little Rock, AR 72203 

ADDENDUM 7 

TO: All Addressed Vendors 
FROM: Office of Procurement 
DATE: March 13, 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 Revised Attachment L – Cost Proposal – Tab 12. Hosting Costs: Instructions

Remove the following: Please note that your hosting approach must align with your answers to the
System Hosting Section of Attachment B (Which will be evaluated for quality and feasibility).

Replace with the following: Please note that your hosting approach must align with how you
propose to handle hosting the CSC system in your proposal.

__________________________________________________________________________________________ 
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.

Vendor Signature Date 

Company 

March 12, 2026 Anna Sever, President, 
Government Services

Conduent State Healthcare, LLC
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4. E.O. 98-04 – Contract Grant and 
Disclosure Form [RFP 1.8.A.2.d, 1.9.B] 

 

REQUIREMENT: RFP Section 1.8.A.2.d, 1.9.B 

1.8. RESPONSE DOCUMENTS  

A. Original Technical Proposal Packet  

The following items are Proposal Submission Requirements and must be submitted in the original Technical Proposal Packet. 

2. The Technical Proposal Packet should be clearly marked “Original” and must include the following:  

d. EO 98-04 Disclosure Form, Attachment A. (See Standard Terms and Conditions, Disclosure.)  

1.9. ORGANIZATION OF RESPONSE DOCUMENTS 

B. The original Technical Proposal Packet and all copies should be arranged in the following order:  

• E.O. 98-04 – Contract Grant and Disclosure Form 

Conduent provides our completed “Contract Grant and Disclosure Form” on the pages  

that follow. 



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 No
IS THIS FOR:

TAXPAYER ID NAME: Both?
YOUR LAST NAME: M.I.:

ADDRESS: 

CITY: STATE: ZIP CODE: --- COUNTRY:
 

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:

F O R  I N D I V I D U A L S *
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: 

Mark ( ) For How Long? What is the person(s) name and how are they related to you? 
[i.e., Jane Q. Public, spouse, John Q. Public, Jr., child, etc.] Position Held 

Current Former 

Name of Position of Job Held 
[senator, representative, name of 

board/ commission, data entry, etc.] From 
MM/YY 

To 
MM/YY Person’s Name(s) Relation 

General Assembly 

Constitutional Officer 
State Board or Commission 
Member 
State Employee 

 

None of the above applies 

F O R  A N  E N T I T Y  ( B U S I N E S S ) *
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 ( ) For How Long? What is the person(s) name and what is his/her % of ownership interest and/or 
what is his/her position of control?Position Held 

Current Former 

Name of Position of Job Held 
[senator, representative, name of 

board/commission, data entry, etc.] From 
MM/YY 

To 
MM/YY Person’s Name(s) Ownership 

Interest (%) 
Position of 

Control 

General Assembly 

Constitutional Officer 
State Board or Commission 
Member 
State Employee 

None of the above applies 

Goods

Contract Number

Attachment Number

Action Number

✔

Conduent State Healthcare, LLC ✔

100 Campus Drive, Suite 200E

Florham Park NJ 07932 USA

✔

✔



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, regulation, 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, regulation, 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 I agree as follows:
1. Prior to entering into any agreement with any subcontractor, prior or subsequent to the contract date, I will require the subcontractor to complete a

CONTRACT AND GRANT DISCLOSURE AND CERTIFICATION FORM.  Subcontractor shall mean any person or entity with whom I enter an agreement
whereby I 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. I 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, I 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.

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

Signature___________________________________________Title____________________________Date_________________

Vendor Contact Person________________________________Title____________________________Phone No.

Agency use only
Agency     Agency    Agency       Contact   Contract 
Number______ Name___________________ Contact Person________________Phone No.___________ or Grant No._____ 

Contract Number

Attachment Number

Action Number

March 12, 2026

Michelle Colbert Senior Director

0710 Department of Human Services

Anna Sever, President, 
Government Services
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5. Equal Opportunity Policy  
[RFP 1.8.A.3.a, 1.9.B, 1.21.A-D] 

REQUIREMENT: RFP Section 1.8.A.3.a, 1.9.B, 1.21.A-D 

1.8. RESPONSE DOCUMENTS  

A. Original Technical Proposal Packet  

The following items are Proposal Submission Requirements and must be submitted in the original Technical Proposal Packet. 

3. The following items should be submitted in the original Technical Proposal Packet.  

a. Copy of Contractor’s Equal Opportunity Policy. (See Equal Opportunity Policy.)  

1.9. ORGANIZATION OF RESPONSE DOCUMENTS 

B. The original Technical Proposal Packet and all copies should be arranged in the following order:  

• Equal Opportunity Policy 

1.21 EQUAL OPPORTUNITY POLICY 

A. In compliance with Arkansas Code Annotated § 19-60-104, the State is required to have a copy of the anticipated Contractor’s 
Equal Opportunity (EO) Policy prior to issuing a contract award.  

B. EO Policies should be included as a hard copy accompanying the solicitation response.  

C. Contractors are responsible for providing updates or changes to their respective policies, and for supplying EO Policies upon 
request to other State agencies that must also comply with this statute.  

D. Vendors who are not required by law to have an EO Policy must submit a written statement to that effect.  

Conduent provides our Equal Opportunity Policy on the page that follow. 
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6. Proposed Subcontractors Form 
[RFP 1.8.A.2, 1.9.B, 1.13] 

REQUIREMENT: RFP Section 1.8.A.2, 1.9.B, 1.13 

1.8. RESPONSE DOCUMENTS  

A. Original Technical Proposal Packet  

The following items are Proposal Submission Requirements and must be submitted in the original Technical Proposal Packet. 

2. The Technical Proposal Packet should be clearly marked “Original” and must include the following:  

• Original Proposed Subcontractors Form. (See Technical Proposal Packet.)  

1.9. ORGANIZATION OF RESPONSE DOCUMENTS 

B. The original Technical Proposal Packet and all copies should be arranged in the following order:  

• Proposed Subcontractors Form.  

1.13. SUBCONTRACTORS 

A. Contractor must complete and submit the Proposed Subcontractors Form included in the Technical Proposal Packet to indicate 
contractor’s intent to utilize, or to not utilize, subcontractors.  

B. Additional subcontractor information may be required or requested in following sections of this Bid Solicitation or in the 
Information for Evaluation section provided in the Technical Proposal Packet. Do not attach any additional information to the 
Proposed Subcontractors Form.  

C. The utilization of any proposed subcontractor is subject to approval by the State agency.  

Conduent provides our completed Proposed Subcontractors Form on the page that follow. 



 

Page 3 of 13  

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.  

  
  
  
  
  

Infinite 600 Tower Oaks Blvd - Ste 700 Rockville, MD 20852

Hexaware 101 Wood Avenue South - Floor 6 Iselin, NJ 08830

Servion 3 Independence Way, Suite 304 Princeton, NJ 08540

Softheon / Citiz3n 1500 Stony Brook Road Stony Brook, NY 11794

Health Literacy Media (HLM) 911 Washington Avenue St. Louis, Missouri 63101

Diversified Services Newtwork, Inc. 2760 Forgue Drive #100 Naperville, IL 60564
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7. Additional Documents and 
Information [RFP 1.9.B] 

REQUIREMENT: RFP Section 1.9.B 

Other documents and/or information as may be expressly required in this Bid Solicitation. Label documents and/or information so as 
to reference the Bid Solicitation’s item number.  

Conduent provides the following additional documents and information on the pages that follow. 

• Voluntary Product Accessibility Template 

• Client History 

• Statement of Attestation 

• Project Status Report Template 

• Business Interview Process Approach  

• Sample Cutover Plan Templates and ORR Checklist 

• Sample State Implementation Document 

• System Security and Privacy Plan 

• Assets Management Proposal 

• Project Plan Assumptions 

• Project Summary and Detail 

• Sample Project Management Plan 

• Resumes and Profiles 

• Sample Staffing Management Plan 
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7.1 Voluntary Product Accessibility Template  
[RFP 1.A.8.3.c, 1.24.B] 

REQUIREMENT: RFP Section 1.A.8.3.c, 1.24.B 

1.8. RESPONSE DOCUMENTS  

A. Original Technical Proposal Packet  

The following items are Proposal Submission Requirements and must be submitted in the original Technical Proposal Packet. 

3. The following items should be submitted in the original Technical Proposal Packet.  

c. Voluntary Product Accessibility Template (VPAT), if applicable. (See Technology Access.)  

1.24. TECHNOLOGY ACCESS 

B. ACCORDINGLY, THE CONTRACTOR EXPRESSLY REPRESENTS AND WARRANTS to the State of Arkansas through the 
procurement process by submission of a Voluntary Product Accessibility Template (VPAT) for 36 C.F.R. § 1194.21, as it existed on 
January 1, 2019 (software applications and operating ICSs) and 36 C.F.R. § 1194.22, that the technology provided to the State for 
purchase is capable, either by virtue of features included within the technology, or because it is readily adaptable by use with other 
technology, of:  

• Providing, to the extent required by Arkansas Code Annotated § 25-26-201 et seq., equivalent access for effective use by both 
visual and non-visual means;  

• Presenting information, including prompts used for interactive communications, in formats intended for non-visual use;  

• After being made accessible, integrating into networks for obtaining, retrieving, and disseminating information used by individuals 
who are not blind or visually impaired;  

• Providing effective, interactive control and use of the technology, including without limitation the operating system, software 
applications, and format of the data presented is readily achievable by nonvisual means;  

• Being compatible with information technology used by other individuals with whom the blind or visually impaired individuals 
interact;  

• Integrating into networks used to share communications among employees, program participants, and the public; and  

• Providing the capability of equivalent access by nonvisual means to telecommunications or other interconnected network services 
used by persons who are not blind or visually impaired. 

Conduent’s Solution Meets the Needs of Users who are Blind or Visually Impaired. 

Conduent built its system solution, CXNow, on the Microsoft Dynamics (MSD) Customer 

Service module. MSD conforms to accessibility standards, including those defined by DHS in 

this RFP, to provide equitable access to services through both visual and non-visual means.  

As we develop and continually refine CXNow, we are committed to inclusive design and 

accessible products and content that enhance every user's productivity. To confirm that 

products built and implemented by Conduent comply with the Americans with Disabilities Act, 

we employ an open‑source Web Accessibility Evaluation (WAVE) tool. We use this tool to 

conduct Section 508 testing prior to every release. The WAVE tool determines our compliance 

with government standards and displays results in user-friendly dashboards and reports.  

The solution complies with Electronic and Information Technology accessibility requirements 

under federal civil rights laws, including Section 504 and Section 508 of the Rehabilitation Act of 

1973. It also aligns with the Americans with Disabilities Act. In addition, it complies with  

45 C.F.R. pt. 92 and any subsequent standard adopted by an oversight administrative body, 

including the Federal Accessibility Board. We use the most current W3C’s Web Content 

Accessibility Guidelines WCAG level AA or higher with a goal to transition to WCAG 3 level 

silver. 

MSD incorporates user‑centric, accessible features presented in Figure 7.1‑1 that align with 

accessibility standards. These features will be confirmed during the DDI phase through a 

Voluntary Product Accessibility Template (VPAT).  
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Figure 7.1-1. CXNow Accessibility Features 
Individuals who are blind or visually impaired can access Conduent’s  

system and functions in an equivalent manner to those who are non-impaired. 

An initial VPAT is included with our submission in Proposal Section 7.0, Additional Documents 

and Information. As our solution is configurable, we will work with the State to update the VPAT 

to reflect any updates made during the DDI phase.  
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Voluntary Product Accessibility Template® (VPAT®) 

Revised Section 508 Edition 

Version 2.4 

 

About This Document ................................................................................................................... 1 

Essential Requirements and Best Practices for Information & Communications Technology 

(ICT) Vendors ............................................................................................................................... 3 

Getting Started .......................................................................................................................... 3 

Essential Requirements for Authors .......................................................................................... 3 

Best Practices for Authors ......................................................................................................... 6 

Posting the Final Document ...................................................................................................... 8 

Table Information for VPAT® Readers ....................................................................................... 9 

[Company] Accessibility Conformance Report ............................................................................ 10 

 
 

About This Document 

The VPAT is provided in four editions based on the standards/guidelines being 
evaluated. The editions are WCAG, Revised 508, EN 301 549 and International, which 
includes all of the standards. 

This is the Revised Section 508 edition of the VPAT. It includes the following 
standards/guidelines: 

• Web Content Accessibility Guidelines 2.0 

• Revised Section 508 standards published January 18, 2017 and corrected 
January 22, 2018 

If you need a different combination of standards/guidelines then use the appropriate 
alternate edition of the VPAT found on the ITI Accessibility web page. 

This document is broken into two main sections: 

• Essential Requirements and Best Practices for using the VPAT® to complete an 
Accessibility Conformance Report (the instructions) 

• The VPAT 

http://www.w3.org/TR/2008/REC-WCAG20-20081211
https://www.access-board.gov/guidelines-and-standards/communications-and-it/about-the-ict-refresh/final-rule/text-of-the-standards-and-guidelines
https://www.access-board.gov/guidelines-and-standards/communications-and-it/about-the-ict-refresh/final-rule/text-of-the-standards-and-guidelines
https://www.itic.org/policy/accessibility/vpat
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Please carefully review the Essential Requirements and Best Practices sections before 

using the VPAT to create an Accessibility Conformance Report. 

The purpose of these instructions is to promote accurate and consistent reporting of 

product accessibility information. 

The VPAT is a template used to document a product's conformance with accessibility 

standards and guidelines. The purpose of the Accessibility Conformance Report is to 

assist customers and buyers in making preliminary assessments regarding the 

availability of commercial "Electronic and Information Technology," also referred to as 

“Information and Communication Technology” (ICT) products and services with features 

that support accessibility. 

The Information Technology Industry Council (ITI) provides the VPAT. Use of the 

template and service mark does not require membership in ITI. 
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Essential Requirements and Best Practices for 
Information & Communications Technology (ICT) 

Vendors 

This section provides guidance for reporting product conformance for major accessibility 

standards and guidelines using the VPAT® to produce the Accessibility Conformance 

Report. Deviating from these guidelines precludes vendors from referencing the 

template by name and/or the VPAT acronym. 

Getting Started 

1. Before creating a report, read all of the materials provided in this document. 

2. Determine which accessibility standards/guidelines will be included in the 
Accessibility Conformance Report and use the appropriate VPAT file. 

3. It is the vendor’s responsibility to maintain the integrity of the data in the report. 

Essential Requirements for Authors 

The following are the minimum requirements to produce an Accessibility Conformance 

Report based on the VPAT®. 

1. The VPAT name and template are registered service marks of ITI. Use of the 

VPAT template and name requires the inclusion of the registered service mark 

(i.e., “VPAT®”). Users of the VPAT agree not to deviate from the Essential 

Requirements for Authors. 

2. The template file can be used as is or replicated in a different delivery format, for 

example as HTML or PDF. The final conformance report must be accessible. 

3. A report must contain the following content at a minimum: 

• Report Title – In the heading format of “[Company Name] Accessibility 
Conformance Report” 

• VPAT Heading Information – Template version 

• Name of Product/Version – Name of Product being reported, including 
product version identifier if necessary 
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• Report Date – Date of report publication. At a minimum, provide the month 
and year of the report publication. For example, “May 2016”. If date is 
included, ensure it is clear “4 May 2016” or “May 4, 2016”. 

• Product Description – A brief description of the product 

• Contact Information – Contact Information for follow-up questions. Listing an 
email is sufficient. 

• Notes – Any details or further explanation about the product or the report. 
This section may be left blank. 

• Evaluation Methods Used – Include a description of evaluation methods 
used to complete the VPAT for the product under test. 

• Applicable Standards/Guidelines – A clear indication of which 
Standards/Guidelines this Conformance Report covers. 

• The list must include only the Standards/Guidelines used to evaluate 
the product. 

• The applicable Standards/Guidelines that are included in this VPAT 
edition are: 

▪ Web Content Accessibility Guidelines 2.0 or WCAG 2.0 
(ISO/IEC 40500) 

▪ Revised Section 508 standards – the U.S. Federal accessibility 
standard for ICT Products, published by the U.S. Access Board 
in the Federal Register on January 18, 2017 and corrected on 
January 22, 2018 

• If other Standards/Guidelines are reported, then use the appropriate 
VPAT edition. 

• This information can be in a table format at the top of the report with 
the table heading ‘Standards/Guidelines’ and the reported 
Standards/Guidelines identified. This information can alternatively be 
supplied in the introductory text of the report. In the VPAT we have 
used a table as an example and listed “(yes / no)” for each 
standard/guideline. To indicate what the report covers leave the 
appropriate yes or no on each standard/guideline. 

• If multiple Standards or Guideline tables are included, each table must 
identify the Standard or Guideline that the criteria in that table 
represent. 

http://www.w3.org/TR/2008/REC-WCAG20-20081211
https://www.access-board.gov/guidelines-and-standards/communications-and-it/about-the-ict-refresh/final-rule/text-of-the-standards-and-guidelines
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• Terms – The report must list the definition of the terms used in the 
Conformance Level column. ITI recommends the following terms. If a vendor 
deviates from the ITI definitions, the vendor shall reference this change in the 
heading Notes section. If a term is not used it can be removed from the list. 
The ITI definitions are: 

• Supports: The functionality of the product has at least one method 
that meets the criterion without known defects or meets with equivalent 
facilitation. 

• Partially Supports: Some functionality of the product does not meet 
the criterion. 

• Does Not Support: The majority of product functionality does not meet 
the criterion. 

• Not Applicable: The criterion is not relevant to the product. 

Note: When filling in the WCAG tables, a response may use 'Supports' where 
one might otherwise be inclined to use 'Not Applicable'. This is in keeping with 
WCAG 2.0 Understanding Conformance: This means that if there is no 
content to which a success criterion applies, the success criterion is satisfied. 

• Tables for Each Standard or Guideline – Tables showing the responses to 
the criteria. 

4. WCAG Conformance Information – The answers in the WCAG success criteria 

are based on the level of conformance being reported (Level A, AA). 

5. Remarks and Explanations – Detailed remarks should be provided in the 

Remarks and Explanations column to justify your answer in the Conformance 

Level column. 

• When the conformance level is ‘Partially Supports’ or ‘Does Not Support’, the 
remarks should identify: 

1. The functions or features with issues 

2. How they do not fully support 

• If the criterion does not apply, explain why. 

• If an accessible alternative is used, describe it. 

6. In the Section 508 tables, when subsections of criteria do not apply to the 
product, the section may be summarized or removed as long as an explanation is 
provided explaining why a criterion does not apply. Another alternative is to leave 
the table and add a summary why the section does not apply. For example, in 
Chapter 5 the criteria in 502 and 503 will not apply to a web only application, thus 
those sections can be removed with a summary in the notes for the chapter, or a 
row in the table. 

https://www.w3.org/TR/UNDERSTANDING-WCAG20/conformance.html
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Best Practices for Authors 

ITI suggests that authors adopt the following best practices when using the VPAT® to 

create an Accessibility Conformance Report. 

 

• Branding Header: Company logo or branding information 

• Report Date Changes: If a report is revised, change the report date and 
explain the revision in the Notes section. Alternately, create a new report and 
explain in the Notes section that it supersedes an earlier version of the report. 

• Notes: Add any notes applicable to product or the report 

• Additional information about the product version that the document 
references 

• Any revisions to the document 

• Links to any related documents 

• Additional information describing the product 

• Additional information about what the document does or does not 
cover 

• Information suggested by the WCAG 2.0 Conformance Claim  

• Information needed to satisfy ISO/IEC 17050-1:2004, Supplier’s 
Declaration of Conformity 

• Evaluation Methods Used – Information to enter may include the following: 

• Testing is based on general product knowledge 

• Similar to another evaluated product 

• Testing with assistive technologies 

• Published test method (provide name, publisher, URL link) 

• Vendor proprietary test method 

• Other test method 

• Remarks and Explanations: This section may include: 

• Information regarding the testing of a given criteria. 

• Information on application dependencies to support accessibility (e.g. 
OS, app frameworks, browsers recommended). 

• How the customer can find more information about accessibility issues. 
One method can be to include the bug ID where customers can call the 
company’s customer support to get additional information. 

• Known workarounds for accessibility issues. 

http://www.w3.org/TR/WCAG20/#conformance-claims
http://www.w3.org/TR/WCAG20/#conformance-claims
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• Legal Disclaimer: Area for any legal disclaimer text required by your 
organization. 

• Report Size: To reduce the size of the report it is acceptable to remove 
sections. Individual criteria cannot be removed, only sections at a time. 
Section removal is acceptable in four situations: 

• When an entire section is not being reported on because it does not 
apply to the product, for example: 

▪ Chapter 4: Hardware. Information should be included in the 
notes for that section why it has been removed. 

▪ A card reader that doesn’t have sound could remove the criteria 
in section 413 Closed Caption Processing Technologies and 
just note the why the criteria doesn’t apply. 

• If the product is not being evaluated for a level of the criteria (for 
example Level AAA) then that table may be deleted. 

• If a requesting customer has identified that a section of the standard 
does not apply, information should be included in the notes that the 
section has been removed. 

• WCAG 2.0 Tables: The WCAG 2.0 criteria are shown in three tables, Level 
A, Level AA, and Level AAA. 

• If desired, these tables can be combined into one table. 

• When reporting on a level (A, AA or AAA) all criteria for that level must 
be answered. 

• Language: Translation to other languages is permitted. 

• Multiple Reports: When using the VPAT to create an Accessibility 
Conformance Report for complex products it may be helpful to separate 
answers into multiple reports. For example, when a product is an Authoring 
Tool that also has web content and documentation. When multiple reports are 
used for a complex product, it is required to explain this and how to reach the 
other reports in the Notes section of each report. 

• Criteria Text: To help conserve space in the ITI template only the criteria ID 
number and a short title have been included. Where possible, links have been 
included to the standard/guideline. 

• It is acceptable to add the full text of the criteria into the cell if desired 
to help with understanding. 

• The links to the standards/guidelines can be removed. 
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• Ordering of Tables: The order that the standard and guideline tables appear 
may be changed to facilitate reading. The current order is WCAG then 
Section 508. You can change this order to insert the WCAG criteria into the 
Section 508 tables. 

• Guideline Section Heading Rows in Tables: The tables include heading 
rows to facilitate understanding the context of the criteria. 

• The cells in these rows do not require answers as indicated by 
“Heading cell – no response required.” 

• It is optional to add a response if desired. 

• The shading of the row is also optional. 

• If removing the heading rows, edit the criteria titles so it’s clear where 
they apply. 

Posting the Final Document 

• When publishing your Accessibility Conformance Report, be sure to remove 

the entire first 9 pages of this document, including the table of contents, 

introductory information and instructions. 

• Check for each required item in the VPAT® document: 

• [Company Name] Accessibility Conformance Report (report title) 

• (Based on VPAT® Version 2.4) 

• Name of Product/Version 

• Report Date 

• Product Description 

• Contact Information 

• Notes 

• Evaluation Methods Used 

• Applicable Standards/Guidelines 

• Terms 

• Tables for Each Standard or Guideline 

▪ Check that there is a response for each criterion for ‘Conformance 
Level’ and ‘Remarks and Explanations.’ 

• Verify that the final document is accessible. 

• Post your final document on your company’s web site, or make the document 
available to customers upon request. 
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Table Information for VPAT® Readers 

For each of the standards, the criteria are listed by chapter in a table. The structures of 

the tables are: the first column contains the criteria being evaluated, the second column 

describes the level of conformance of the product regarding the criteria and the third 

column contains any additional remarks and explanations regarding the product. 

• When sections of criteria do not apply, or deemed by the customer as not 
applicable, the section is noted as such and the rest of that table may be 
removed for that section. 

• When multiple standards are being recorded in this document, the duplicative 
sections are noted and responded to only one time. The duplicate entry will 
note the cross reference to the data. 

 



 

__________________________________ 
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[Conduent Technology Solutions] Accessibility Conformance 
Report 

Revised Section 508 Edition 

(Based on VPAT® Version 2.4) 

Name of Product/Version:  CX Now 

Report Date: 30 Sep 2025 

Product Description: CX Now is Conduent’s integrated call center platform featuring Genesys 

Cloud Call Center software and Microsoft Dynamics 365 CRM. Supported call center features include 
Automatic Call Distribution (ACD), analytics and reporting, voice services, inbound / outbound, 
Interactive Voice Response (IVR), unified communications and collaboration. Integrated CRM 
features include customer-related data management, business process flows, goals tracking, 
customer-driven activities, contacts, AI capabilities, reporting and analytics, and more. 

Contact Information: Rao, Amit (amit.rao@conduent.com) 

Notes: This document covers WCAG 2.0 A,AA compliance and not AAA compliance. 

Evaluation Methods Used: Tool – Wave Tool Extension, Manual Check 

Applicable Standards/Guidelines : Conformance level A & AA 

mailto:amit.rao@conduent.com
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This report covers the degree of conformance for the following accessibility standard/guidelines: 

Standard/Guideline Included In Report 
Web Content Accessibility Guidelines 2.0  Level A (Yes) 

Level AA (Yes) 

Level AAA (No) 

Revised Section 508 standards published January 18, 2017 and corrected January 22, 2018  (No) 

Terms 

The terms used in the Conformance Level information are defined as follows: 

• Supports: The functionality of the product has at least one method that meets the criterion without known defects or meets with 
equivalent facilitation. 

• Partially Supports: Some functionality of the product does not meet the criterion. 

• Does Not Support: The majority of product functionality does not meet the criterion. 

• Not Applicable: The criterion is not relevant to the product. 

WCAG 2.0 Report 

Tables 1 and 2 also document conformance with Revised Section 508: 

• Chapter 5 – 501.1 Scope, 504.2 Content Creation or Editing 

• Chapter 6 – 602.3 Electronic Support Documentation 

Note: When reporting on conformance with the WCAG 2.0 Success Criteria, they are scoped for full pages, complete processes, and 
accessibility-supported ways of using technology as documented in the WCAG 2.0 Conformance Requirements. 
 

http://www.w3.org/TR/2008/REC-WCAG20-20081211
https://www.access-board.gov/guidelines-and-standards/communications-and-it/about-the-ict-refresh/final-rule/text-of-the-standards-and-guidelines
https://www.w3.org/TR/WCAG20/#conformance-reqs
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Table 1: Success Criteria, Level A 
Notes: 

Criteria Conformance Level  Remarks and Explanations 

1.1.1 Non-text Content (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

A minimal number of images are used on Login Page. 
There is no Captcha, time-based media, and 
background images used in the application. 

1.2.1 Audio-only and Video-only (Prerecorded) (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Not Applicable 
Electronic Docs: Not Applicable 
Software: Not Applicable 
Authoring Tool: Not Applicable 

CX Now does not have any prerecorded audio or 
video features. 

1.2.2 Captions (Prerecorded) (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Not Applicable 
Electronic Docs: Not Applicable 
Software: Not Applicable 
Authoring Tool: Not Applicable 

CX Now does not have any prerecorded audio or 
video features to showcase the respective 
prerecorded captions. 

1.2.3 Audio Description or Media Alternative (Prerecorded) (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Not Applicable 
Electronic Docs: Not Applicable 
Software: Not Applicable 
Authoring Tool: Not Applicable 

CX Now does not have any of the prerecorded Audio 
Description or Media Alternatives. 

1.3.1 Info and Relationships (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

The Information, structure, and relationships 
conveyed through presentation is programmatically 
determined or are available in text in the respective 
CX Now application. 

http://www.w3.org/TR/WCAG20/#text-equiv-all
http://www.w3.org/TR/WCAG20/#media-equiv-av-only-alt
http://www.w3.org/TR/WCAG20/#media-equiv-captions
http://www.w3.org/TR/WCAG20/#media-equiv-audio-desc
http://www.w3.org/TR/WCAG20/#content-structure-separation-programmatic
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Criteria Conformance Level  Remarks and Explanations 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

1.3.2 Meaningful Sequence (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

CX Now has a meaningful sequence that can be 
determined programmatically. 

1.3.3 Sensory Characteristics (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

CX Now has sensory characteristics that are used to 
refer to an item within a web page. 

1.4.1 Use of Color (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

CX Now uses colors with good contrast to convey 
information on the web user interface. 

1.4.2 Audio Control (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Not Applicable 
Electronic Docs: Not Applicable 
Software: Not Applicable 
Authoring Tool: Not Applicable 

CX Now does not have any audio control features. 

2.1.1 Keyboard (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

The functionality of the content in CX Now 
application is operable through a keyboard interface. 

http://www.w3.org/TR/WCAG20/#content-structure-separation-sequence
http://www.w3.org/TR/WCAG20/#content-structure-separation-understanding
http://www.w3.org/TR/WCAG20/#visual-audio-contrast-without-color
http://www.w3.org/TR/WCAG20/#visual-audio-contrast-dis-audio
http://www.w3.org/TR/WCAG20/#keyboard-operation-keyboard-operable
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Criteria Conformance Level  Remarks and Explanations 

• 602.3 (Support Docs) 

2.1.2 No Keyboard Trap (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

The focus order in the CX Now application is in order 
and not trapped inside of any control or section of 
contents on a page in the application. 

2.2.1 Timing Adjustable (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Not Applicable 
Electronic Docs: Not Applicable 
Software: Not Applicable 
Authoring Tool: Not Applicable 

CX Now does not have any of the timed responses 
required in web user interface. 

2.2.2 Pause, Stop, Hide (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Not Applicable 
Electronic Docs: Not Applicable 
Software: Not Applicable 
Authoring Tool: Not Applicable 

CX Now does not contain moving content. There are 
no timed responses required in web user interface. 

2.3.1 Three Flashes or Below Threshold (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Not Applicable 
Electronic Docs: Not Applicable 
Software: Not Applicable 
Authoring Tool: Not Applicable 

CX Now does not have flashes and animations. 

2.4.1 Bypass Blocks (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) – Does not apply to non-web 
software 

• 504.2 (Authoring Tool) 

Web: Not Applicable 
Electronic Docs: Not Applicable 
Software: Not Applicable 
Authoring Tool: Not Applicable 

CX Now does not use repetitive navigation links and 
relies on shallow page hierarchy. 

http://www.w3.org/TR/WCAG20/#keyboard-operation-trapping
http://www.w3.org/TR/WCAG20/#time-limits-required-behaviors
http://www.w3.org/TR/WCAG20/#time-limits-pause
http://www.w3.org/TR/WCAG20/#seizure-does-not-violate
http://www.w3.org/TR/WCAG20/#navigation-mechanisms-skip
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Criteria Conformance Level  Remarks and Explanations 

• 602.3 (Support Docs) – Does not apply to non-web docs 

2.4.2 Page Titled (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

CX Now has web pages with titles that describe the 
topic or its purpose. 

2.4.3 Focus Order (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

The web page can be navigated sequentially, and 
focusable components receive focus in an order that 
preserves meaning and operability in the application. 

2.4.4 Link Purpose (In Context) (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

The purpose of each link can be determined 
programmatically in the application. 

3.1.1 Language of Page (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

The language attribute is set to 'en' in all the 
Application Pages. 

3.2.1 On Focus (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

CX Now application components receive focus and do 
not initiate a change of context. 

http://www.w3.org/TR/WCAG20/#navigation-mechanisms-title
http://www.w3.org/TR/WCAG20/#navigation-mechanisms-focus-order
http://www.w3.org/TR/WCAG20/#navigation-mechanisms-refs
http://www.w3.org/TR/WCAG20/#meaning-doc-lang-id
http://www.w3.org/TR/WCAG20/#consistent-behavior-receive-focus
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Criteria Conformance Level  Remarks and Explanations 

3.2.2 On Input (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

CX Now does not automatically cause a change of 
context unless the user has been advised. 

3.3.1 Error Identification (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

In CX Now , an input error is detected after a click on 
buttons (Search/Save) is identified and the error is 
described to the user in text. 

3.3.2 Labels or Instructions (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

In CX Now, Labels or Instructions are provided when 
content requires user input. 

4.1.1 Parsing (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

CX Now is implemented using markup languages. 
Elements have complete start and end tags and are 
nested according to their specifications. 

4.1.2 Name, Role, Value (Level A) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

The name and role can be programmatically 
determined, and values can be set by the user for all 
user interface components. 

 

http://www.w3.org/TR/WCAG20/#consistent-behavior-unpredictable-change
http://www.w3.org/TR/WCAG20/#minimize-error-identified
http://www.w3.org/TR/WCAG20/#minimize-error-cues
http://www.w3.org/TR/WCAG20/#ensure-compat-parses
http://www.w3.org/TR/WCAG20/#ensure-compat-rsv
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Table 2: Success Criteria, Level AA 
Notes: 

Criteria Conformance Level  Remarks and Explanations 

1.2.4 Captions (Live) (Level AA) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Not Applicable 
Electronic Docs: Not Applicable 
Software: Not Applicable 
Authoring Tool: Not Applicable 

CX Now does not have any prerecorded audio or video 
features to show case the respective prerecorded 
captions. 

1.2.5 Audio Description (Prerecorded) (Level AA) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Not Applicable 
Electronic Docs: Not Applicable 
Software: Not Applicable 
Authoring Tool: Not Applicable 

CX Now does not have any prerecorded audio or video 
features. 

1.4.3 Contrast (Minimum) (Level AA) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

CX Now application supports the visual presentation of 
text and images, and text has contrast ratio. 

1.4.4 Resize text (Level AA) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Not Applicable 
Electronic Docs: Not Applicable 
Software: Not Applicable 
Authoring Tool: Not Applicable 

CX Now application does not have an option to switch 
the size of the text. 

1.4.5 Images of Text (Level AA) 
Also applies to: 
Revised Section 508 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 

Images of text can be visually customized to the user's 
requirements. 

http://www.w3.org/TR/WCAG20/#media-equiv-real-time-captions
http://www.w3.org/TR/WCAG20/#media-equiv-audio-desc-only
http://www.w3.org/TR/WCAG20/#visual-audio-contrast-contrast
http://www.w3.org/TR/WCAG20/#visual-audio-contrast-scale
http://www.w3.org/TR/WCAG20/#visual-audio-contrast-text-presentation
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Criteria Conformance Level  Remarks and Explanations 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Authoring Tool: Not Applicable 

2.4.5 Multiple Ways (Level AA) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) – Does not apply to non-web 
software 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) – Does not apply to non-web docs 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

CX Now application will support links to navigate to 
other pages like site map, etc. 

2.4.6 Headings and Labels (Level AA) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

CX Now applications have Descriptive Heading and 
Labels. 

2.4.7 Focus Visible (Level AA) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

CX Now application components receive focus, and it 
does not initiate a change of context. 

3.1.2 Language of Parts (Level AA) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Not Applicable 
Electronic Docs: Not Applicable 
Software: Not Applicable 
Authoring Tool: Not Applicable 

CX Now application will support English Language. 

3.2.3 Consistent Navigation (Level AA) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) – Does not apply to non-web 
software 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

CX Now application will support presenting repeated 
components in the same relative order each time they 
appear. 

http://www.w3.org/TR/WCAG20/#navigation-mechanisms-mult-loc
http://www.w3.org/TR/WCAG20/#navigation-mechanisms-descriptive
http://www.w3.org/TR/WCAG20/#navigation-mechanisms-focus-visible
http://www.w3.org/TR/WCAG20/#meaning-other-lang-id
http://www.w3.org/TR/WCAG20/#consistent-behavior-consistent-locations
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Criteria Conformance Level  Remarks and Explanations 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) – Does not apply to non-web docs 

3.2.4 Consistent Identification (Level AA) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) – Does not apply to non-web 
software 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) – Does not apply to non-web docs 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

CX Now application has consistent labels for the same 
functionality. 

3.3.3 Error Suggestion (Level AA) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Supports 
Electronic Docs: NA 
Software: Supports 
Authoring Tool: NA 

In CX Now, an input error is detected after a click on 
buttons (Search/Save) is identified and the error is 
described to the user in text. 

3.3.4 Error Prevention (Legal, Financial, Data) (Level AA) 
Also applies to: 
Revised Section 508 

• 501 (Web)(Software) 

• 504.2 (Authoring Tool) 

• 602.3 (Support Docs) 

Web: Supports 
Electronic Docs: Not Applicable 
Software: Supports 
Authoring Tool: Not Applicable 

CX Now application provides the ability for the user to 
review and correct the entered data and handing error 
message checkbox before saving the data. 

 

 Success Criteria, Level AAA 
Notes: CX Now is not adhered to AAA conformance level 

 

http://www.w3.org/TR/WCAG20/#consistent-behavior-consistent-functionality
http://www.w3.org/TR/WCAG20/#minimize-error-suggestions
http://www.w3.org/TR/WCAG20/#minimize-error-reversible
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 Legal Disclaimer (Conduent Technology Solutions) 

Include your company legal disclaimer here, if needed. 

©2019 Conduent, Inc. All rights reserved. Conduent and Conduent Agile Star are trademarks of Conduent, Inc. and/or its subsid iaries in the United States and/or other 
countries. 
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7.2 Client History [RFP 1.8.A.3.d, 2.2.C – D] 

REQUIREMENT: RFP Section 1.8.A.3.d, 2.2.C – D 

1.8. RESPONSE DOCUMENTS 

A. Original Technical Proposal Packet  

3. The following items should be submitted in the original Technical Proposal Packet.  

d. Signed Client History form, Attachment O  

2.2 MINIMUM QUALIFICATIONS 

The Contractor must meet the following requirements: 

C.The prime Contractor must have a minimum of five (5) years of experience establishing, operating, and managinga call center or 
customer service center for a state (or county with over 100,000 residents) Medicaid program aswell as a customer relationship 
management systems. The total of five (5) years must include experience in thelast three (3) years. 

1.For verification purposes, the Prospective Contractor must complete Attachment O - Client History Form. 

2.There is no requirement that subcontractors have experience working with governments as the State isprimarily interested in the 
subject matter expertise subcontractors bring to the project. 

D.The Contractor (or subcontractor) must also have two (2) years of experience performing outbound calls. 

1. For verification purposes, the Prospective Contractor must complete Attachment O - Client History Form for itself and any 
subcontractors it proposes to fulfill this minimum qualification.  

A pioneer in effective Medicaid services support for the past 50+ years, Conduent offers 

41 years of successful contact center experience. 

Conduent’s more than 50 years of Health & Human Services (HHS) leadership offers 

unparalleled Medicaid, enrollment, Supplemental Nutrition Assistance Program (SNAP), contact 

center, and other HHS program expertise—supporting over 600 government agencies. We are 

a mission-driven HHS partner that combines deep program knowledge with proven operational 

excellence. We provide beneficiaries with empathetic, accurate support from agents who 

understand complex eligibility needs. The State of Arkansas gains a trusted partner with 

decades of regulatory, compliance, and program integrity experience. We offer lower 

implementation risk, faster time-to-value, and more efficient use of taxpayer dollars.  

Our experience encompasses providing all services required by the Request for Proposal 

(RFP), including: 

• Customer Service Center (CSC) staffed by knowledgeable professionals 

• CSC System with technology platform shared by the CSC and State staff 

• One call line serving multiple divisions 

• CSC ability to handle a large number of calls efficiently (some of our CSCs manage over 

1,000,000 calls per month) 

• The CSC workforce is trained to handle a wide variety of topics and beneficiary requests. 

They work closely with the State, reducing the number of calls requiring State intervention 

• Priority on providing streamlined CSC services that are easy for beneficiaries to navigate. 

These services deliver prompt, accurate, and consistent responses, helping beneficiaries 

meet their goals on time 

• Focus on first call resolution with the CSC, providing the vast majority of responses, 

reducing the number of calls transferred to client staff 
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• The CSC system includes Customer Relationship Management (CRM) integrated with key 

State systems and a community resources and referrals database. It also incorporates the 

telephony system used for phone contact to the CSC 

• Integration of Artificial Intelligence (AI) into the CSC to improve accuracy and efficiency 

Conduent ranks among the nation’s most established Medicaid systems and operations 

partners. Our expertise includes: 

• 50+ years of state Medicaid experience  

• 41 years of Contact Center Services for state healthcare and benefit programs  

• 43 years of Medicaid Enrollment Broker services 

• Serving 600+ government agencies across 46 states  

• Managing 2.3 billion customer interactions annually  

• Processing 450 million Medicaid claims annually  

State Medicaid agencies benefit from our combination of advanced technology and deep 

operational expertise. We support approximately 120 million U.S. residents across government 

health programs, including Medicaid. Each year, the Conduent team processes hundreds of 

millions of claims and financial transactions. We manage large volumes of structured and 

unstructured data with high accuracy rates. We employ intelligent automation, artificial 

intelligence, optical character recognition (OCR), and machine learning (ML) to modernize 

document‑driven workflows. Our systems and services reduce claims processing cost and cycle 

time. 

We design and operate claims processing solutions to handle both paper‑based and electronic 

transactions across complex, high‑volume environments. Our solutions automate claims intake, 

classification, data extraction, and validation, accelerating downstream processing and 

improving payment accuracy. Figure 7.2-1 displays our experience at a glance. 

Our CSCs provide exceptional service, even for the most complex calls, across multiple 

programs. We provide beneficiaries with the accurate and timely information they need in their 

preferred communications channel – call, text, chat. We focus on first call resolution so there is 

no need to transfer beneficiaries to another resource and they do not have to follow up for 

additional information. Our goal is to streamline the process and increase beneficiary 

satisfaction with services. 

In addition to verbal communications, our CSCs provide beneficiaries with written materials to 

assist them in navigating the healthcare system and making informed choices. Our team of 

skilled communications experts work with clients to develop customized materials for 

beneficiaries. Written communications are developed to be succinct, easy to understand, and at 

the appropriate reading level (usually 6th grade). They are free from terminology unfamiliar to 

beneficiaries and must adhere to our clients’ policies and procedures. All written materials must 

be approved by the client prior to distribution. We develop, coordinate, print, and mail approved 

materials to beneficiaries in a timely manner.  
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Figure 7.2-1. Conduent Healthcare Experience 
Conduent delivers innovative, compliant, and efficient solutions. 

Proven Quality & Customer Satisfaction Excellence 

Conduent’s experience enables us to offer you quality, reliability, and a deep commitment to 

partnering with you to meet or exceed your goals. We offer the following on a consistent basis: 

• Commitment to ≥75% First Call Resolution (FCR) rates  

• Consistent achievement of >95% quality scores across multiple state contracts  

• Real-time sentiment analysis with AI to rescue negative experiences before they escalate  

• 100% call recording for quality assurance and compliance  

• Live call monitoring with scorecards and continuous coaching  

• 85%+ Service Level Agreements (SLA) with <5% abandonment rates  

• Professional, empathetic, caring agents specially trained in HIPAA, program rules, 

and assisting vulnerable populations  

Our quality approach combines technology (AI sentiment analysis), process (rigorous Quality 

Assurance), and people (empathetic agents) to deliver measurable satisfaction.  

Our history of achievement includes meeting all requirements in this Request for Proposal. 

Please see Attachment O for details highlighting our successful experience in meeting and 

exceeding client requirements.  

 

  



Attachment O 
 Client History Form  

Customer Service Center 
710-25-078









 
Solicitation Number 710-25-078 
Customer Service Center (CSC) 
for the State of Arkansas, Department of Human Services, Office of Procurement 

 

© 2026 Conduent State Healthcare, LLC 7-7 

 
 

7.3 Statement of Attestation [RFP 1.8.A.3.e, 2.2.E] 

REQUIREMENT: RFP Section 1.8.A.3.e, 2.2.E 

1.8. RESPONSE DOCUMENTS 

A. Original Technical Proposal Packet  

3. The following items should be submitted in the original Technical Proposal Packet.  

e. Signed Statement of Attestation, Attachment H  

2.2 MINIMUM QUALIFICATIONS 

The Contractor must meet the following requirements: 

E. 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). For verification purposes, Prospective Contractor must complete 
Attachment H - Statement of Attestation.  

Conduent provides our completed Attachment H – Statement of Attestation on the page that 

follow. 

  



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 of 
the bid solicitation. 

Authorized Signature: _______________________________________________________________ 

Conduent State Healthcare, LLC is free of a "conflict of interest" and is able to perform the outbound 
verification activities contemplated herein to support the States performance of Community Engagement 
Requirements contemplated by PL 119-21. 

 March 12, 2026
Printed/Typed Name: ______________________________________________ Date: ______________

Anna, Sever
President, Government Services
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7.4 Project Status Report Template 

Conduent provides our Project Status Report Template on the page that follow. 
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7.6 Sample Cutover Plan Templates and ORR Checklist 

Conduent provides our Cutover Plan Templates and ORR Checklist on the pages that follow. 
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7.7 Sample State Implementation Document 

Conduent provides our Sample State Implementation Document on the pages that follow. 

 



 

 

Conduent State Healthcare, LLC  

Portions of this proposal contain proprietary information, ideas, know-how, concepts, processes, and trade secrets that are the sole 

property of Conduent. Pages containing proprietary content are designated in the footer as “Conduent Proprietary Information” and 

the specific content is identified with a light orange background, when only portions of the page are protected. If the entire page is 

considered Proprietary, the footer will read “This entire page Conduent Proprietary Information.” The proprietary contents of this 

proposal are intended solely for use in the procurement process and may not be disclosed except to persons who are involved in 

the evaluation of the proposal or award of the contract. The contents may not be duplicated, used, or disclosed in whole or in part 

for any purpose except the procurement process. Release of Conduent proprietary, confidential, and trade secret information would 

place Conduent at a serious and irreparable competitive disadvantage in future procurements by providing competitors with 

information that Conduent maintains strictly confidential and which is unavailable to any third-party except under restrictions 

contained in a nondisclosure agreement or protections that cover this information under applicable law. If a third-party makes a 

request for disclosure of any of the contents of this proposal, please notify Conduent immediately so that Conduent will have an 

opportunity to provide assistance in protecting the proprietary contents of this proposal from unauthorized disclosure. 

 

Sample State 

Implementation Document 
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10.3 Appendix C: CRM & Integration Validation Artifacts 

The following artifacts are reviewed to fully validate and normalize current‑state behavior: 

Table 56. NEED TITLE 

SL Document Name Type Remarks 

A1 Queue-to-incident creation rules/matrix  ??? 

A2 Current CTI payload mapping  ??? 

A3 Validated CRM dropdown taxonomy  ??? 

A4 1095 correction workflow steps  ??? 

A5 Worker Portal and SSP screen reference list  ??? 

 

  



 
Solicitation Number 710-25-078 
Customer Service Center (CSC) 
for the State of Arkansas, Department of Human Services, Office of Procurement 

 

© 2026 Conduent State Healthcare, LLC 7-109 

 
 

7.8 System Security and Privacy Plan 

Conduent provides our System Security and Privacy Plan on the pages that follow. 





Guy Kirkland
Sticky Note
None set by Guy Kirkland

Guy Kirkland
Sticky Note
MigrationNone set by Guy Kirkland

Guy Kirkland
Sticky Note
Unmarked set by Guy Kirkland

Guy Kirkland
Sticky Note
None set by Guy Kirkland

Guy Kirkland
Sticky Note
MigrationNone set by Guy Kirkland

Guy Kirkland
Sticky Note
Unmarked set by Guy Kirkland























Guy Kirkland
Sticky Note
None set by Guy Kirkland

Guy Kirkland
Sticky Note
MigrationNone set by Guy Kirkland

Guy Kirkland
Sticky Note
Unmarked set by Guy Kirkland



Guy Kirkland
Sticky Note
None set by Guy Kirkland

Guy Kirkland
Sticky Note
MigrationNone set by Guy Kirkland

Guy Kirkland
Sticky Note
Unmarked set by Guy Kirkland



Guy Kirkland
Sticky Note
None set by Guy Kirkland

Guy Kirkland
Sticky Note
MigrationNone set by Guy Kirkland

Guy Kirkland
Sticky Note
Unmarked set by Guy Kirkland



Guy Kirkland
Sticky Note
None set by Guy Kirkland

Guy Kirkland
Sticky Note
MigrationNone set by Guy Kirkland

Guy Kirkland
Sticky Note
Unmarked set by Guy Kirkland



Guy Kirkland
Sticky Note
None set by Guy Kirkland

Guy Kirkland
Sticky Note
MigrationNone set by Guy Kirkland

Guy Kirkland
Sticky Note
Unmarked set by Guy Kirkland



Guy Kirkland
Sticky Note
None set by Guy Kirkland

Guy Kirkland
Sticky Note
MigrationNone set by Guy Kirkland

Guy Kirkland
Sticky Note
Unmarked set by Guy Kirkland



Guy Kirkland
Sticky Note
None set by Guy Kirkland

Guy Kirkland
Sticky Note
MigrationNone set by Guy Kirkland

Guy Kirkland
Sticky Note
Unmarked set by Guy Kirkland



Guy Kirkland
Sticky Note
None set by Guy Kirkland

Guy Kirkland
Sticky Note
MigrationNone set by Guy Kirkland

Guy Kirkland
Sticky Note
Unmarked set by Guy Kirkland



Guy Kirkland
Sticky Note
None set by Guy Kirkland

Guy Kirkland
Sticky Note
MigrationNone set by Guy Kirkland

Guy Kirkland
Sticky Note
Unmarked set by Guy Kirkland



Guy Kirkland
Sticky Note
None set by Guy Kirkland

Guy Kirkland
Sticky Note
MigrationNone set by Guy Kirkland

Guy Kirkland
Sticky Note
Unmarked set by Guy Kirkland



Guy Kirkland
Sticky Note
None set by Guy Kirkland

Guy Kirkland
Sticky Note
MigrationNone set by Guy Kirkland

Guy Kirkland
Sticky Note
Unmarked set by Guy Kirkland



Guy Kirkland
Sticky Note
None set by Guy Kirkland

Guy Kirkland
Sticky Note
MigrationNone set by Guy Kirkland

Guy Kirkland
Sticky Note
Unmarked set by Guy Kirkland



Guy Kirkland
Sticky Note
None set by Guy Kirkland

Guy Kirkland
Sticky Note
MigrationNone set by Guy Kirkland

Guy Kirkland
Sticky Note
Unmarked set by Guy Kirkland



Guy Kirkland
Sticky Note
None set by Guy Kirkland

Guy Kirkland
Sticky Note
MigrationNone set by Guy Kirkland

Guy Kirkland
Sticky Note
Unmarked set by Guy Kirkland



Guy Kirkland
Sticky Note
None set by Guy Kirkland

Guy Kirkland
Sticky Note
MigrationNone set by Guy Kirkland

Guy Kirkland
Sticky Note
Unmarked set by Guy Kirkland



Guy Kirkland
Sticky Note
None set by Guy Kirkland

Guy Kirkland
Sticky Note
MigrationNone set by Guy Kirkland

Guy Kirkland
Sticky Note
Unmarked set by Guy Kirkland





Guy Kirkland
Sticky Note
None set by Guy Kirkland

Guy Kirkland
Sticky Note
MigrationNone set by Guy Kirkland

Guy Kirkland
Sticky Note
Unmarked set by Guy Kirkland







Guy Kirkland
Sticky Note
None set by Guy Kirkland

Guy Kirkland
Sticky Note
MigrationNone set by Guy Kirkland

Guy Kirkland
Sticky Note
Unmarked set by Guy Kirkland



 
Solicitation Number 710-25-078 
Customer Service Center (CSC) 
for the State of Arkansas, Department of Human Services, Office of Procurement 

 

© 2026 Conduent State Healthcare, LLC 7-110 

This entire page Conduent Proprietary Information 
 



 
Solicitation Number 710-25-078 
Customer Service Center (CSC) 
for the State of Arkansas, Department of Human Services, Office of Procurement 

 

© 2026 Conduent State Healthcare, LLC 7-111 

This entire page Conduent Proprietary Information 
 



 
Solicitation Number 710-25-078 
Customer Service Center (CSC) 
for the State of Arkansas, Department of Human Services, Office of Procurement 

 

© 2026 Conduent State Healthcare, LLC 7-112 

This entire page Conduent Proprietary Information 
 



 
Solicitation Number 710-25-078 
Customer Service Center (CSC) 
for the State of Arkansas, Department of Human Services, Office of Procurement 

 

© 2026 Conduent State Healthcare, LLC 7-113 

This entire page Conduent Proprietary Information 
 



 
Solicitation Number 710-25-078 
Customer Service Center (CSC) 
for the State of Arkansas, Department of Human Services, Office of Procurement 

 

© 2026 Conduent State Healthcare, LLC 7-114 

This entire page Conduent Proprietary Information 
 



 
Solicitation Number 710-25-078 
Customer Service Center (CSC) 
for the State of Arkansas, Department of Human Services, Office of Procurement 

 

© 2026 Conduent State Healthcare, LLC 7-115 

 
 

7.11 AR CSC Project Schedule a – Summary 

Conduent provides our AR CSC Project Schedule – Summary on the pages that follow. 
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7.12 AR CSC Project Schedule b – Detail 

Conduent provides our AR CSC Project Schedule – Summary on the pages that follow. 
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7.13 Sample Project Management Plan 

Conduent provides our Sample Project Management Plan on the pages that follow. 



 

 

Conduent State Healthcare, LLC  

Portions of this proposal contain proprietary information, ideas, know-how, concepts, processes, and trade secrets that are the sole 

property of Conduent. Pages containing proprietary content are designated in the footer as “Conduent Proprietary Information” and 

the specific content is identified with a light orange background, when only portions of the page are protected. If the entire page is 

considered Proprietary, the footer will read “This entire page Conduent Proprietary Information.” The proprietary contents of this 

proposal are intended solely for use in the procurement process and may not be disclosed except to persons who are involved in 

the evaluation of the proposal or award of the contract. The contents may not be duplicated, used, or disclosed in whole or in part 

for any purpose except the procurement process. Release of Conduent proprietary, confidential, and trade secret information would 

place Conduent at a serious and irreparable competitive disadvantage in future procurements by providing competitors with 

information that Conduent maintains strictly confidential and which is unavailable to any third-party except under restrictions 

contained in a nondisclosure agreement or protections that cover this information under applicable law. If a third-party makes a 

request for disclosure of any of the contents of this proposal, please notify Conduent immediately so that Conduent will have an 

opportunity to provide assistance in protecting the proprietary contents of this proposal from unauthorized disclosure. 

 

 

Sample Project  

Management Plan 

Arkansas Department of Human 
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Version 0.1 
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7.15  Sample Staffing Plan 

Conduent provides our Staffing Plan on the pages that follow. 

 



 

 

Bidding Conduent State Healthcare, LLC  

 

 

Portions of this proposal contain proprietary information, ideas, know-how, concepts, processes, and trade secrets that are the sole 

property of Conduent. Pages containing proprietary content are designated in the footer as “Conduent Proprietary Information” and 

the specific content is identified with a light orange background, when only portions of the page are protected. If the entire page is 

considered Proprietary, the footer will read “This entire page Conduent Proprietary Information.” The proprietary contents of this 

proposal are intended solely for use in the procurement process and may not be disclosed except to persons who are involved in 

the evaluation of the proposal or award of the contract. The contents may not be duplicated, used, or disclosed in whole or in part 

for any purpose except the procurement process. Release of Conduent proprietary, confidential, and trade secret information would 

place Conduent at a serious and irreparable competitive disadvantage in future procurements by providing competitors with 

information that Conduent maintains strictly confidential and which is unavailable to any third-party except under restrictions 

contained in a nondisclosure agreement or protections that cover this information under applicable law. If a third-party makes a 

request for disclosure of any of the contents of this proposal, please notify Conduent immediately so that Conduent will have an 

opportunity to provide assistance in protecting the proprietary contents of this proposal from unauthorized disclosure. 

 
Staffing Plan  

Customer Service Center 

State of Arkansas 

Department of Human 

Services  
Revision Date: March 16, 2026 
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