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1.0 Surbmission Cover Sheet — Attachment B

The Vendor must include the following Cover Letter sheet provided in this section 1.0, and an individual
authorized to legally bind the Vendor must sign the Cover Letter in ink and include it in the Quotation copy
labeled “Original Quotation.”

Instructions: The vendor should provide the following information regarding the person responsible for
completing of the vendor response. This person should also be the person PRMP should contact for
questions and/or clarifications.

Name:  LinkActiv Group Phone: 787.641 .0101
Address: Marginal Carr. 165 km 2.8 Fax: 787.641.3905
Guaynabo, PR 00970 E-mail: javier.aviles@linkactiv.com

Subject to acceptance by PRMP, the vendor acknowledges that by submitting a response and signing in the
space indicated below, the vendor is submitting a formal offer to meet that which is being requested within this
RFP. In addition to providing a signature to number 6: Disclosure of Response Contents in this section, failure
to sign the Submission Cover Sheet or signing it with a false statement shall void the submitted response or
any resulting contracts.

Q"gg@ / 5/11/2022

Original sidnature of individual authorized to legally bind the Company / Date
Name (typed or printed): Javier Avilés Felil
Title: Sales & Warehouse Director
Company name: LinkActiv LLC
Physical address: Marginal Carr. 165 km 2.8

Guaynabo, PR 00970

State of Incorporation: Puerto Rico
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By signature hereon, the Vendor certifies that:

1. All statements and information prepared and submitted in response to this RFP are current, complete, and
accurate.

2. The vendor’s response meets the requirement of this RFP.

3. The vendor will comply with all federal and Commonwealth laws, rules, and regulations that are in force
currently or anytime during the term of a resulting contract.

4. The vendor acknowledges and accepts that the full response contents and associated documents will
become open to public inspection in accordance with the laws of Puerto Rico. PRMP will hold “confidential”
all response information, including both technical and cost information, during the evaluation process, except
for the questions and answers before the submittal of proposals. All other information associated with the
RFP, including but not limited to, technical scores and reasons for disqualification, will not be available until
after the contract has been awarded in accordance with the laws of Puerto Rico.

5. The company represented here is an authorized dealer in good standing of the products and services
included in this response.

6. The vendor, any subcontracting partners, and its proposed resources are eligible to participate in this
transaction and have not been subjected to suspension, debarment, or similar ineligibility determined by any
federal, state, or local governmental entity; are in compliance with the Commonwealth’s statutes and rules
relating to procurement; and are not listed on the federal government's terrorism watch list as described in
Executive Order 13224. Entities ineligible for federal procurement are listed at https://sam.gov/content/home.

7. Prior to award, the vendor affirms it will have all current approvals, licenses, or other qualifications needed
to conduct business in Puerto Rico.
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2.0 Submission Cover Letter

The Vendor should also provide the following information as part of the Submission Cover Letter:

A list of the people who prepared the Vendor's Quotation, including their titles
Payment Information

Legal Notice Information

A list of all subcontractors, if any, that the Vendor will use on the Project, if PRMP selects to
contract with the Vendor

QO For each proposed subcontractor, the Vendor should attach a letter from the
subcontractor, signed by an individual authorized to legally bind the subcontractor, with the
following included in the letter: N/A

Subcontractor Letters (If Applicable) N/A

Instructions: Provide a Cover Letter that includes the information required above.

With over 25 years of experience within the contact center industry we propose a complete engagement
solution to deliver outstanding service within the Health Care Industry.
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2.1 List of people who prepared the quote:

NAME POSITION
Javier Aviles Felid Sales & Warehouse Director
Genaro Herrera Dos Reis Operations Director
Waleska Burgos Calderin Finance Director
Alberto Franco IT Director
Sylvia Valentin People Director

2.2 Payment Information:

PAYMENT INFORMATION

Name: Eric Vazquez Lamboy
Address: Marginal Carr. 165 km 2.8
City, State and, zip code: Guaynabo, PR 00970
Phone: 787-0101

email: eric.vazguez@linkactiv.com

2.3 Legal notice Information:

LEGAL NOTICE INFORMATION

Name: Javier Avilés Felit
Address: Marginal Carr. 165 km 2.8
City, State and, zipcode: Guaynabo, PR 00970
Phone: 787-0101

email: javier.aviles@linkactiv.com

2.4 Disclosure of Response Contents:

All vendors, selected for negotiation by PRMP, will be given equivalent information concerning cost
negotiations. All cost negotiations will be documented for the procurement file. Additionally, PRMP
may conduct target pricing and other goods or services level negotiations. Target pricing may be
based on considerations such as current pricing, market considerations, benchmarks, budget
availability, or other methods that do not reveal individual vendor pricing. During target price
negotiations, vendors are not obligated to reduce their pricing to target prices, but no vendor is
allowed to increase prices. All materials submitted to PRMP in response to this RFP shall become
the property of the Government of Puerto Rico. Selection or rejection of a response does not affect
this right. By submitting a response, a vendor acknowledges and accepts that the full response
contents and associated documents will become open to public inspection in accordance with the
laws of Puerto Rico. If a vendor determines there is a “Trade Secret’ contained in the proposal, the

6
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vendor must send a written notification to the Solicitation Coordinator when submitting the proposal
to prevent public disclosure of the “Trade Secret.” A redacted version of the technical proposal must
be provided to PRMP at the time of proposal submission if there are “trade secrets” the proposing
Vendor wishes to not be made public. A redacted proposal should be provided separately from the
technical and cost envelopes and should be in addition to (not in place of) the actual technical or
cost proposal. PRMP will keep all response information confidential, including both technical and
cost information, durlng the evaluation process, except for the questions and answers before the
submittal of proposals. Upon completion of response evaluations, indicated by public release of a
Notice of Award, the responses, and associated materials will be open for review on the website or
at an alternative 29 location as defined by PRMP. Any trade secrets notified by the vendor to the
Solicitation Coordinator will be excluded from public release. By signing below, | certify that | have
reviewed this Request for Proposals (and all of the related Amendments) in its entirety; understand
the requirements, terms, and conditions, and other information contained herein; that | am submitting
this proposal for review and consideration; that | am authorized by the vendor to execute this bid or
any documents related thereto on vendor's behalf: that | am authorized to bind the vendorin a
contractual relationship; and that, to the best of my knowledge, the vendor has properly registered
with any Puerto Rico agency that may require registration

LinkActiv LLC

Company

Javier Avilés Feliu

Representative Name, Title

787-641-0101

Contact Phone Phone

5-11-2022

Date
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3.0 Table of Contents
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4.0 Executive Summary

Instructions: This section should be a brief (one [1] to three [3] page) summary of the key aspects of
the vendor's Technical Proposal. The Executive Summary should include an overview of the vendor’s
qualifications, approach to delivering the services described in the RFP; time frame for delivering the
services; the proposed team; and the key advantage(s) of the vendor’s proposal to PRMP.

Overview

LinkActiv Group is the Customer Engagement division of the Grupo Ferré Rangel
(www.grupoferrerangel.com).

GFR is, a family-owned multinational, strategic investment holding oompany with a value growth portfolio
in Real Estate, Media, Customer Engagement and Social Innovation. GFR growth-seeking strategies,
creative culture and multi-talented leadership guarantee the success of our diversified businesses.

Guided by a commitment to entrepreneurship, Grupo Ferré Rangel pursues investment discipline,
sustainable growth, value creation and social empowerment. This discipline has been a constant
throughout its 100 years of entrepreneurship and the Company's relentless transformation has been the
result of anticipating change and laying the groundwork for future growth. Grupo Ferré Rangel’s
headquarters are located in San Juan Puerto Rico with operations on the island, the United States and
Latin America.

As part of GFR, LinkActiv Group was founded in 1994. With over 25 years of experience (10 of them
within the healthcare industry) its main location is based in Guaynabo, Puerto Rico, employs more than
1,400 employees, holds 1,800 working stations within three contact center facilities, strategically located
across the island, and serves more than 30 clients in several industries.

As part of its value proposition LinkActiv crafts high-performing campaigns that combine human touch
points, technology and the advantages of nearshore pricing while being 100% domestic. For over 10
years we have been serving as the operational arm of 3 healthcare company leaders in Puerto Rico. We
currently manage over 100,000 monthly transactions within health care (90% phone calls and 10% chats
and emails), consistently delivering KPIS and exceeding customer satisfaction.

Moreover, LinkActiv Group offers state-of-the-art customer engagement solutions such as voice, email,
chat, direct mail, social media management, mailing, mail sorting, and custom application development.
Additionally, LAG provides Customer Relationship Management (CRM), staffing, strategic data-based
services, in-house training, warehouse, and fulfillment services.

For safety and compliance purposes LAG holds certifications such as FCC & PCI, Health Insurance
Portability and Accountability Act (HIPAA), National Minority Supplier Development Council, SSAE-18
Audit Compliant and USPS Seamless Full Service Certified.

With proven hands-on experience and KPI delivery in customer service management for clients in PR,
USA & Canada, in both Spanish and English. At LinkActiv we take great care selecting the right
candidates and, our employee sourcing, testing, selecting, training and on-boarding processes, are

~geared towards getting the right profiles for customer service. Custom On-Boarding program which
objectives are to make all new hires feel “at home” since the day they are selected to work on any of our
campaigns and increase agent retention. Agents with longer tenure = better customer service and
shorter, more efficient interactions. More efficient interactions = efficiency = lower overall operational
costs. This efficiency translates to better services for CLIENT and its customers.

10
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LinkActiv has a dedicated IT and AVAYA Certified Staff, with more than 20 years combined experience,
working with all the AVAYA Contact Center platforms. We also have a dedicated Business Analytics and
Reports Unit, in charge of providing tailored reporting solutions, in real time or automatically sent to our
clients by 30-minute intervals. We have implemented multiples ACD to ACD configurations projects for
major clients such as PRASA, Triple S and T-Mobile. With a combined volume of more than 15 million
transactions, and with an average up time of 99.9%.

From one original site in Guaynabo, our operation has developed into a multi-site strategy. We currently
have 3 sites strategically located within the Island:

1. Guaynabo location: employs more than 700 communicators and has 500 working stations, serves
more than 15 clients in several industries.

2. Aguadilla center holds 26 sqf, 450 working stations and employs 661 communicators.

3. Our new site located in Roosevelt Roads, Ceiba: holds 400 working stations and employs over
200 communicators.

Our operation centers are designed with 3 main goals: reliability, employees’ comfort and special
recruitment and training areas.

Talking about reliability:

o 3 layers of electricity power redundancy (Generator A, Generator B + UPS with battery backup 80
min).

7 days of fuel autonomy.

3 different carriers for data and communication services.

5 days of autonomy via water cisterns.

AC systems designed to have redundancy machines for all areas to keep operations running all
the time.

e  Over 400 parking spaces per facility

We have resources on site from 8am to 8pm from Monday to Sunday. In case Ops need assistance
outside this interval, we have in place a structured Escalation List. Our resources administer all our
platforms and we have maintenance contracts with aggressive SLAs in place in case we could need
immediate expert assistance on our most important platforms. Our team consists on prepared and highly
engaged resources that can handle any situation that could arise.

BrandTeam Structure: We approach Client Business solutions with a multi-disciplinary BrandTeam
structure. This enables LinkActiv to deliver seamless, timely and business building solutions.

Reports: Custom designed to each client’s information needs. It works on two levels: the first delivers
daily KPI results and the second generates quarterly business reviews with clients to review results,
project management assessment and identifies actions going forward. Critical to the process success is
that each project has a timetable and a task leader.

Data Security: LinkActiv Management considers information and the systems that support it as strategic
assets and is therefore committed to maintain effective information security measures to protect these
assets in accordance with LinkActiv's corporate security policies. The corporate security policies and
information protection procedures are reviewed and adopted by LinkActiv IT personnel. The policies are
applicable to LinkActiv employees, including contractors and authorized personnel acting on behalf of the
company. Relationships with third party service providers are governed by service contracts, which
include clauses governing how information is used. The security policies and information protection
procedures apply to all stages of the data lifecycle: creation, distribution, storage, processing, transport,
consulting and destruction; and to all stages in the life of systems which process the data: analysis,
design, development, implementation, operation and maintenance.
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Approach to Deliver the Services

In order to comply with customer requirements of:

Average wait time, prior to the call being answered by an agent, must be less than 30 seconds for
80% of calls received

Abandon rate must be 5% or less

FCR must be at least 70% for all calls and chats received from providers

100% of emails must be acknowledged within 2 business days

100% of emails received must be responded to within 5 business days

80% of chats received must be responded to by an agent in less than 30 seconds

Calls must have a quality score of 90% or higher

Call recordings will be provided to PRMP within 5 business days, when requested

We propose the following program structure: (60,000 calls monthly).

Customer Service Representatives: 74
Senior Supervisor: 1

Supervisor: 5

QA: 3

Training: 3

Back Office: 1

Implementation work plan outlining the key steps and milestones for the set-up and transition of
services.

a. LinkActiv's implementation strategy uses Project Management methodology and tools for
planning and implementing single and simultaneous projects. These includes project
management, status reporting, client communications, dealing with issues and change
management.

b. Gantt charts are used to track the start and finish dates by week or months of the critical
activities of a project and who is responsible for each task (specific resources or
departments.) LinkActiv’s use of this method reduces risk and guarantees delivery of
projects on time and on budget.

c. At LinkActiv, we have the capability to manage and implement project rollouts in any one
or combination of the following implementation approaches: Big Bang, Phased Rollout or
Parallel Adoption (for existing operations).

12
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Advantages

Our competitive advantage resides in the ability to craft high-performing programs that combine human
touch points, technology and the advantages of nearshore pricing while being 100% domestic.

Our people: Our Customer Engagement division is all about people, starting with the people we
serve, how we engage with them impact their business, to the people that are selected to be part
of our day-to-day operation. We strive to impact in a positive way by empowering society,
nurturing relationships, enhancing living, strengthening culture, fostering education, and
generating local economic growth. We are not only committed to the people we serve, we also
have a social commitment with our country and the people in it. Our highly educated bilingual
talent pool provides qualified, committed, and reliable work force that relates to mainland
Americans without lost-in-translation issues. Furthermore, our people’s charisma makes a
difference in every customer interaction enabling a flawless, pleasant, and effective
communication.

Our Culture: we are committed to our people and social innovation initiatives. We offer a positive
and safe work environment that promotes diversity and equality among our people.

Our experience: Our vast experience in highly regulated industries such as Health Care,
Banking, and Federal Agencies, set us apart from our competitors.

Our Management Team: with over 25+ years of experience (10 years Healthcare related) has
the knowledge to support customers’ needs in a changing environment.

Our capabilities: We are a one-stop-shop for all customer engagement needs. Multimedia
Contact Center, Customer Relationship Management, Strategic Database Services, Mailing, Print
Shop, Warehouse and Fulfiiment, In-house Training Center, Staffing Services, Processes
Management, Technology, Detailed Reporting, App Development, Robust Business Continuity
Plan.

Our Strict Data Privacy Policies and industry related compliance certifications.

Our Location: Puerto Rico makes us a 100% domestic solution, strategically located to serve not
only the local market but also all time zones in the United States and Canada.

13
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5.0 Vendor Contact Information

Instructions: Complete the following information regarding the Vendor's headquarters and primary
uestions pertaining to the Vendor’s responses to this RFQ. Do not change any of the
completed cells. Any changes to the completed cells could lead to the disqualification of the Quotation.

contact for any ¢

Table 1.

Vendor Contact Information

COMPANY HEADQUARTERS INFORMATION:

Revenue:

Company - .

Name: LinkActiv LLC

Address: Marginal Carr. 165 Km. 2.8

City, State &

Zip Code: Guaynabo, PR 00970

Company Type _ '

(Check One). | XPrivate  [1Public

Company Size: | 900 (Total Number of Employees)
Annual 26,228,728  (2019)

PRIMARY CONTACT INFORMATION:

Name: Javier Avilés Felid Title: Sales & Warehouse Director
Address: Marginal Carr. 165 Km. 2.8.

City, State &

Zip Code: Guaynabo, PR 00970

Phone: 787.641.0101 Fax: 787.641 3905

E-mail:

Javier.aviles@linkactiv.com

REGIONAL OR LOCAL OFFICE INFORMATION:

S LinkActiv LLC
ame:
Region Name: Puerto Rico

Address: Marginal Carr. 165 Km. 2.8.

City, State &

Zip Code: Guaynabo, PR 00970

Rl Javier Avilés felit

Contact:

Phone: 787.641.0101 Fax.  787.641.3905

14
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l E-mail: javier.aviles@afrpr.com

51 Subcontractor Contact Information (If applicable) — N/A

Instructions: Complete the following information regarding the subcontractor's contact information. If
more than one subcontractor is proposed, add more Tables as necessary. Do not change any of the
completed cells. Any changes to the completed cells could lead to the disqualification of the Quotation.

Table 2. Subcontractor Contact Information

COMPANY INFORMATION:

Company
Name:

Address:

City, State &
Zip Code:

Company Type

(Check One): [1Private []Public

Company Size: (Total Number of Employees)

Annual
Revenue:

PRIMARY CONTACT INFORMATION:
Title:

Name:

Address:

City, State &
Zip Code:

Phone: Fax:

E-mail:

15
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1.0 Vendor Organization Overview — Attachment C

The Vendor should include details of the Vendor's Experience in this section. The details
should include Vendor organization overview; corporate background; Vendor’s understanding
of the relevant domain; and Vendor’s experience in the public sector.

Instructions: Provide all relevant information regarding the general profile of the Vendor. Do
not change any of the completed cells. Any changes to the completed cells could lead to the
disqualification of the Proposal.

Vendor Organization Profile

VENDOR ORGANIZATION PROFILE:

Company Name LinkActiv LLC
Name of Parent Company Grupo Ferre Rangel
Industry (NAICS)

(North American Industry 132353827
Classification System)

Type of Legal Entity LLC
Company Ownership

(i.e., Private/Public, Joint Private
Venture)

Number of Full Time 900
Employees

Last Fiscal Year Company $26M
Revenue

Last Fiscal Year Company Net | $5.5M
Income

% of Revenue from State and

Local Government Clients in 33% US / 1% Gov
the United States

Number of Years in Business 25

Number of Years Vendor has

been Providing the Type of 20

Services Specified in the RFQ
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= Vendor Experience

VENDOR ORGANIZATION PROFILE:
Number of Employees

Providing the Type of Services Over 300
Specified in the RFQ

Headquarters in the USA NO
Locations in the USA NO
Office Servicing this Account Puerto Rico

11 Subcontractor Organization Overview (If applicable) — N/A

The Vendor should only complete this section if proposing subcontractors as part of the
Proposal.

Instructions: Provide all relevant information regarding the profile of each subcontractor.
This section should be duplicated in its entirety for each subcontractor included. Do not
change any of the completed cells. Any changes to the completed cells could lead to the
disqualification of the Proposal.

Subcontractor Organization Profile — N/A

SUSBCONTRACTOR ORGANIZATION PROFILE
Subcontractor Name

Type of Legal Entity

Company Ownership

(i.e., Private/Public, Joint
Venture)

Puerto Rico Economic
Development Commission
Minority Business Certification
Number (if applicable)

Headquarters Location
Date Founded
Number of Employees

Last Fiscal Year Company
Revenue

Last Fiscal Year Company Net
Income

Services to be Provided

Experience of Subcontractor in
Performing the Services to be
Provided

Brief Description and Number
of Projects that Vendor has
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Vendor Experience

SUSBCONTRACTOR ORGANIZATION PROFILE

Partnered with this
Subcontractor on

Locations Where Work is to be
Performed

2.0 Mandatory Qualifications

The vendor must complete this section to demonstrate that it has the experience needed to
meet the requirements in this RFP. Table 9 below, lists each mandatory qualification, the
vendor must note whether it meets the qualification and provide narrative demonstrating
fulfillment of the requirement. The vendor must list each relevant experience separately and
completely every time it is referenced.

Vendon Provide A Brief Narrative to
Mandatory Qualification ltems Demostrate Fulfiiment or
Meets? &
Requirement

The vendor must have at least three (3) years

of experience in establishing and maintaining a LinkActiv has been in business for

contact center of similar size, scope, and YES | NO more than 28 years with proven track
complexity as described in this RFP. 7 record of delivering KPI's and results.
N
VWe have as a client one of the largest
health care companies in PR for the
The vendor must demonstrate at least three >3 past 12 years. Handling their client
years’ experience in Medicaid, Medicare, service for the Advantage sector
and/or other federally regulated operations YES | NO |among others. LinkActiv handled the
(e.g., CMS, Internal Revenue Services [IRS], customer service line for Medicaid
FCC). Program for 4 years+. At this
=< moment we provide the mailing

service for Medicaid in PR.

Dpto de Salud de Puerto Rico -
YES | NO |Programa Medicaid — Client since

2011
Sra. Luz Cruz-Romero
Directora de Operaciones
lecruz@salud.gov.pr
787-765-1230
Calle Eleonor Roosevelt
Piso 4
The vendor must include at least three (3) Hato Rey, PR 00936-8184
references from clients within the last three (3)
years that demonstrate the vendor's ability to Triple-S PR Rico — Client since 2009
perform the scope of work described in this Sra. Nanette Dumont
RFP. Client Service Director

ndument@ssspr.com
787-749-4949

#Ave Rosselvelt .
San Juan PR 00920

T-Mobile - Client since 2009

Mrs. Jose Detres

Director, Senior Telesales Manager
jose.detres@t-mobile.com
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Vendor Experience

2.1 Vendor Corporate and Business Experience

The Vendor should describe its corporate background to provide context of the organization
that will be providing the products and services in this RFQ.

Instructions: Describe any existing or recent (within the last five [5] years) business
relationships the vendor or any of its affiliates or proposed subcontractors have with PRMP,

and/or Puerto Rico’s municipalities.

As part of GFR, LinkActiv Group was founded in 1994. With over 25 years of experience (10 of
them within the healthcare industry) its main location is based in Guaynabo, Puerto Rico,
employs more than 1,400 employees, holds 1,800 working stations within three contact center
facilities, strategically located across the island, and serves more than 30 clients in several
industries.

LinkActiv provides full customer engagement services including bilingual and bi-cultural multi-
channel solutions. This costumer engagement division serves different markets such as Puerto
Rico, USA and Canada, primarily focused on the development and execution of interactive and
personalized tele-communications strategies.

As part of its value proposition LinkActiv crafts high-performing campaigns that combine human
touch points, technology and the advantages of nearshore pricing while being 100% domestic.

Moreover, LinkActiv Group offers state-of-the-art customer engagement solutions such as voice,
email, chat, direct mail, social media management, mailing, mail sorting, and custom application
development. Additionally, LAG provides Customer Relationship Management (CRM), staffing,
strategic data-based services, in-house training, warehouse, and fulfillment services.

Strategic world-class technology partners like Avaya Technologies, Cisco Systems, Microsoft
Bl, Pitney Bowes and Amazon Web Services allow the technology infrastructure resilience
necessary for a 24/7 operation along with redundancy provided for power, water, voice and
data.

For safety and compliance purposes LAG holds certifications such as FCC & PCI, Health
Insurance Portability and Accountability Act (HIPAA), National Minority Supplier Development
Council, SSAE-18 Audit Compliant and USPS Seamless Full Service Certified.
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LinkActiv has over 10 years of experience delivering services to the health insurance industry to
both plan beneficiaries and provider networks. We have served clients in the health industry
among the following programs: commercial, government and Medicare Advantage.

Through our one stop shop services we have provided Contact Center services for the following
companies in the health care industry:

Triple-S Commercial Division & Triple-S Advantage an Independent licensee of
BlueCross BlueShield Association:

- We manage a contact center division of over 300 dedicated agents who provide customer
service to beneficiaries and providers, seven days a week. These services include: pre-
authorizations, eligibility, billing, payments, and services and products available during the open
enroliment season.

- Mailing and fulfillment services are part of our services and include the storage management
of promotional and medical items, and customer care mailing pieces such as birthday
postcards, and new services notifications for Triple S.

MCS & MCS-Advantage:

- We support MCS a local health care insurance provider on a yearly basis with Customer
Engagement programs for Medicare Advantage during the Open Enroliment season, providing a
team of over 100 dedicated agents running an outbound campaign managing multiple
interactions per month to serve beneficiaries with the medical coverage plans and benefits.

Puerto Rico Department of Health-Medicaid Program:

- We currently provide mailing services to the Department of Health Medicaid Program, with
over 100k monthly mailing pieces.

- Our call center division formerly provided an operation of over 100 agents who managed
appointments.

MMM Healthcare:

- Call Center seasonal operation includes survey management from a provided customer data
base.

Alta Resource US:

-We provided a sale dedicated call center operation to manage BC/BS Affordable Care Act
Products. Our insurance licensed agents managed locally, over five thousand calls per month
among the Texas territory and exceeded conversion rate while complying regulatory
requirements.

We Improve customer satisfaction and engagement

We provide 24/7 service to our customers, allowing calls at all times, were a dedicated certified
~ healthcare specialist is able to provide customers with the proper solution. Our agents are
trained and certified to manage difficult situations and provide outstanding service. To comply
with the best healthcare industry standards our agents are required with a minimum of an
associate degree or 4 years of previous healthcare experience.

Reliability & certifications

o SSAE18 -LinkActiv is certified as an entity that meets the standards of the
SSAE18 standard (previously SAS70). This certification, product of a rigorous
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process of a 3rd party audit, ensures that LinkActiv operates under the strictest
standards of process compliance and information security.

o Use of the proper protocols to process sensitive and/or confidential
customer data.

o Definitive proof that the necessary controls follow safety standards at
large such as FERPA, HIPAA, SOX and GLBA business service levels

o Certification that the data is accessible to authorized personnel only when
necessary.

o HIPAA Compliant — (Privacy) Safeguards for keeping protected health
information safe from a people, administrative, and contractual standpoint.
(Security) Safeguards for keeping protected health information specifically in
electronic form (computers, networks, email, software, electronic transmissions,
etc.) safe from disasters, hackers, and electronic theft.

« PCI —Certification issued by the payment card industry that ensures that
LinkActiv complies with the highest standards of protection of electronic
transaction data

o Safe and fast-recovery installations. LinkActiv has bunker-type facilities,
designed with business continuity in mind.

o Business Continuity Plan — Emergency management experienced, we provide
a strong contingency plan to immediately overcome emergency situations and
operate regularly.

o Experience — Management Team with over 10 years of experience in the
Healthcare Industry.

o Dedicated Recruitment — Our recruitment team provides healthcare specialized
recruiters to find the best talent pool.

o Dedicated Staff — Healthcare specialized and experienced agents.

o Brand Team — A dedicated team that will live and extend your brand, with
previous healthcare knowledge, providing confidence and working towards your
brand’s goal.

o Specialized Command Center — 24/7 campaign monitoring to for immediate
action and ongoing insights.

o Specialized Training — The healthcare industry is regulated by several laws that
can change according to the state, therefore LinkActiv provides continuous
healthcare trainings promoting best practices and updates within the industry.

o Dedicated Workshops — It is proven that working with healthcare can lead to a
stressful environment, to manage all situations properly LinkActiv provides ,
agents and supervisors with monthly workshops, that help them manage stress
and difficult situations.

o Education — E-learning healthcare dedicated modules
. Complete Customer Engagement Solution— A 360 Healthcare solution for:

o Fully bilingual (English and Spanish), CTl-based inbound-outbound
system that integrates traditional voice and IP technologies to contact,
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acquire, service and retain customers. The automated, interactive
technology consolidates multiple channels at agent’s computers, including
Telephone, Web, IVR, SMS, Email, MMS and Chat. These touch points
provide broad opportunities for the beneficiaries to engage and ensure
an outstanding customer experience.

o (CRM) - Seamless CRM services that includes data control, analytics,
accessibility of information to allow secure retrieval and utilization of
beneficiaries and patients’ information.

o Data Base - Complete, multi-channel database solutions that allow clients to
build, maintain and use customer data efficiently. LinkActiv's health care
database management expertise translates data into insights to deliver
measurable ROI, improve beneficiary’s satisfaction and optimize new
revenue streams.

o Direct Mail - Our mail operation is certified by the USPS to manage all
stages of a successful mail campaign. With over 60 million annual mailing
pieces, we are the biggest private mail post office local provider. The services
include address standardization, (CASS, FSIMB, NCOA Certified), full postal
campaign process, mail piece design, variable data, color printing, full letter
shop services, USPS mail presorting and intelligent mail barcode “IBM”. This
touch point allows the beneficiaries to engage and stay informed, especially
during the open enrollment season.

o Warehouse and Fulfilment — Barcode and web-based inventory
management programs for better control and visibility of processes.

o In-house Training Center — Tailor-made training to satisfy each industries
requirement. The healthcare industry is regulated by several laws that can
change according to the state, therefore LinkActiv provides continuous
healthcare trainings promoting best practices and updates within the industry.

o Staffing Services — Full-service agency for temporary and/or full-time
projects. Our recruitment team provides healthcare specialized recruiters to
find the best qualified talent pool.

o Processes — Comprehensive processes are implemented among the
operation to provide high quality service specially in highly regulated
industries. Our expertise allows us to reduce call time for a better customer
experience and operations control.

o Technology — In-house IT resources committed to guarantee optimum
connectivity, and compliance with client’s operational requirements, service
level agreements (SLA’s) and data privacy control.

o Reporting - In-house capabilities to tailor reports, and real-time reporting
tools to track KPI performance.

o App Development - Custom app development is available to fulfill any
customer business needs
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2.2 Contact/Call Center Engagements

Include at least three (3) references from projects performed within the last three (3) years that
demonstrate the vendor’s ability to perform the scope of work described in this RFP. PRMP
prefers references from three (3) different clients/projects to demonstrate experience;
however, this is a not a requirement. The vendor should include a project description, contract
dates, and contact information (customer points of contact, addresses, telephone numbers,
and email addresses). The vendor should explain whether it performed the work as a prime
contractor or as a subcontractor. The vendor is NOT to change any of the pre-filled cells in the
following tables. The vendor may add additional reference tables as necessary

Call Center Engagements Completed in the Last Five (5) Years

7 years
1 SSS Nannette Dumont | 787-749-4949 (ongoing) D 2
. . 787-758-2500 15 years YES NO
2 MCS Rosadaliz Berrios ext. 2833 (ongoing) D B
(787) 765-2929 YES NO

3 Medicaid Luz E. Cru Exts. 6 years
el z 6707/6712 year [] X
: - : 15 years YES NO
4 T-Mobile José Detrés 787-460-8191 (ongoing) D ‘X]
Isabel Davila 16 years YES NO
5 Assurant 787-250-6470 (ongoing) D Eil

*Most of the engagements described above are still active within the operation.
Additional engagements will be provided upon request.

2.3 Vendor's Work Locations

The Vendor's management staff must be available to participate in-person for project-related
meetings as scheduled by PRMP during normal business hours, Monday through Friday 8:00
a.m. to 5:00 p.m. AST, except Federal, State and local holidays. The vendor’s contact center
staff must be available to attend training and to conduct contact center activities during
normal business hours as stated in the requirements.

At no time shall the Vendor maintain, use, transmit, or cause to be transmitted information
governed by privacy laws and regulations outside of the United States and its territories.

'| Instructions: Describe the locations where the Vendor proposes performing work associated
with this RFQ. Indicate the site(s) from which the Vendor will perform the relevant tasks
identified in this Proposal. Include an explanation of how the vendor meets the physical
security requirements for the location.
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From one original site in Guaynabo, our operation has developed into a multi-site strategy. We
currently have 3 sites strategically located within the Island:

e Guaynabo location: employs more than 700 communicators and has 500 working
stations, serves more than 15 clients in several industries.

o Aguadilla center holds 26 sqf, 450 working stations and employs 661 communicators.

e Our site located in Roosevelt Roads, Ceiba: holds 400 working stations and employs
over 200 communicators.

Our sites offer:

e 3 layers of electricity power redundancy (Generator A, Generator B + UPS with
battery backup 80 min).
e 7 days of fuel autonomy.
o 3 different carriers for data and communication services.
e 5 days of autonomy via water cisterns.
e AC systems designed to have redundancy machines for all areas to keep operations
running all the time. '
e 24/7 security monitored
o All our sites have recording cameras that are monitored 24/7 from our
headquarter facilities for security purposes.
o Employees are provided with unique entrance card to facility and campaign
access, along with an ID card to help monitor the employees access.
o Our locations are protected 24/7 by armed security personnel.

The account support team for this project could be located at our Guaynabo or Ceiba facilities
with 24/7 working operation, access to main universities and a highly educated bilingual talent
pool, brand new facilities, latest technology and a low percentage turnover.

Our sites are covered by a proven business continuity plan for power, water, voice, and data
redundancy in hurricane-proof, concrete-made facilities, and over 400 parking spaces providing
a reliable and safe work environment.

Our proposed locations meet the standards of location, providing 24/7 operational offices within
Puerto Rico, with a robust continuity plan, security at all times and a dedicated expert team to
ensure outstanding customer service.

2.4 Existing Business Relationships with the Puerto Rico

Instructions: Describe any existing or recent (within the last five (5) years) business
relationships the Vendor or any of its affiliates and proposed subcontractors has with the
Puerto Rico government.

Departamento de Turismo de PR Active 2002
Hacienda de Puerto Rico Active 2003
Autoridad de Acueductos y Alcantarillados |Active 2004
Medicaid Puerto Rico Active 2003

10
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2.5 Business Disputes

Instructions: Provide details of any disciplinary actions and denote any that are pending
litigation or Terminated for Cause or Convenience and associated reasons. Also, denote any
other administrative actions taken by any jurisdiction or person against the vendor. List and
33 summarize all judicial or administrative proceedings involving your sourcing activities,
claims of unlawful employment discrimination, and anti-trust suits in which you have been a
party within the last five (5) years. If the vendor is a subsidiary, submit information for all
parent companies. If the vendor uses subcontractors, associated companies, or consultants
that will be involved in any phase of this project, each of these entities will submit this
information as part of the response.

We have not experienced any disputes or complaints.

26 Reference - Vendor's Understanding of Puerto Rico Medicaid
Provider Enroliment Effort

Instructions: Describe the Vendor’s understanding of the PRMP’s provider enrollment effort.
Discuss the Vendor's strategies and areas of focus related to this service.

The Medicaid program in Puerto Rico differs from Medicaid programs operating in each of the 50 states
and the District of Columbia in three important ways.

The Puerto Rico Medicaid delivery system is a subset of the larger public government healthcare
delivery system for most of the island’s population. The Puerto Rico Department of Health is the single
state agency, and they have a cooperative agreement with the Puerto Rico Health Insurance
Administration (PRHIA) also known as Administracion de Seguros Salud de Puerto Rico (ASES) which
implements and administers island-wide health insurance system. Approximately half of Puerto Rico's

3 5 million residents have low incomes and depend upon the public health system for their medical care.

Through Section 1108 of the Social Security Act (SSA), each territory is provided base funding to serve
their Medicaid populations.

Unlike the 50 states and the District of Columbia, where the federal government will match all Medicaid
expenditures at the appropriate federal matching assistance percentage (FMAP) rate for that state, in
Puerto Rico, the FMAP is applied until the Medicaid ceiling funds and the Affordable Care Act available
funds are exhausted.

As part of our proposal, we will provide enroliment assistance by the following strategies:

o Providing sufficient agent coaching and support. We will support our agents by providing
dedicated resources (coach/supervisor) for agents who have questions or need assistance
while helping a client.

o Ability to expand call center capacity to meet increased need. Due to our 24/7
operating capacities, we are able to extend hours of operation in high enroliment season.
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o Offering consumer friendly features. Enrollment and orientation can be simplified for callers.
Our phone system can be programed to provide all necessary details on a pre- set voice
message for callers to listen prior redirecting their call, we can also provide chat features for a
bread customer experience.

Vender References

2.7 Vendor Reference Form:

To realize the objectives of this RFQ, PRMP is issuing this to contract with a Vendor who has
experience in maintaining a contact/call center.

Include at least three (3) business references (for the Prime Vendor). Each reference chosen
should clearly demonstrate the Vendor’s ability to perform the Scope of Work described in the
RFQ.

Instructions: Provide the information requested in the Tables below. The Tables may be
replicated if the Vendor would like to include more than three (3) references. Do not change
any of the completed cells. Any changes to the completed cells could lead to the
disqualification of the Proposal.

Reference 1

VENDOR INFORMATION

Vendor Contact Name: Javier Aviles
Vendor Contact Phone: 787.602.1053
CUSTOMER INFORMATION

Customer Contact Name: Nannette Dumont

Vendor Name: LinkActiv LLC
Project Dates: 2013 — Current

Customer Organization: Triple S Advantage

Customer Phone: 787-749-4949

Customer Address: Customer Email: ndumont@ssspr.com
18 Calle 1, Guaynabo, PR 00966

Customer Fax: (787) 706-2833

PRO ORMATIO

Total Vendor Staff: 300

Project Objectives:
e A single contact center solution with a high availability infrastructure was required.
e English & Spanish (bilingual) communicators were required.
e The project was targeted to provide service to beneficiaries and providers.
o Manage 2 different Lines of Businesses (LOB): Commercial & Medicare Advantage
o Manage 80,000 monthly calls per month.
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Project Description:
"o HIPAA Compliant Operations

e Over 300 FTEs to achieve a wide variety of Service Level Agreements on both: Commercial
and Medicare Advantage clients.

e Workforce Management (forecasting & planning)

e Performance management at different levels (every 30 minutes, daily, weekly, monthly,
quarterly)

Vendor’s Involvement (Role and Scope):

LinkActiv serves as the main contact center provider, managing customer service & inquires for the
commercial division. Sales Manager and account manager were in charged of managing customer
relation, and compliance requirements. The both delivered results and served as a liaison with the
company and the customer.

Project Benefits:

Consistent KPI achievement _
e Service level: 80%/30s, 85%/30s & 90%/30s, based on LOB agreements.
e Abandoned calls: less than 3%
o Quality scores over 85%, CSAT over 94% and FCR over 75%.

Summarize any staffing issues that the Vendor may have had that had an impact to the project and
what the impact(s) was:

We had no staffing issues at this project.

VENDOR KEY PERSONNEL ASSIGNED TO PROJECT
Name: Genaro Herrera

Role: Operations Director

Name: lvelisse Gonzalez Role: Operations & Customer Relationship Manager

PROJECT MEASUREMENTS
# of Employees and External Users: 300

Operating Budget of Organization:
Over $1M

Estimated One-time Costs: Over $100,000 Actual One-time Costs: None

Reason(s) for Change in One-time Cost: Confidential Information

Original Value of Vendor’s Contract: Over Actual Total Contract Value: Over $1.5M
$1.5M '

Reason(s) for Change in Value:
N/A - Confidential Information

Number of Change Requests: N/A | Actual Total Costs of Change Requests: N/A — Confidential
— Confidential Information Information
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Reason(s) for Change Requests: N/A — Confidential Information

Estimated Start & Completion Dates From: N/A To: N/A

Actual Start & Completion Dates From: 2013 To: Current

Reason(s) for Difference Between Estimated and Actual Dates: N/A

If the Vendor performed the work as a subcontractor, the Vendor should describe the scope of
subcontracted activities: N/A

Describe the project’s billing and invoicing procedures and any special accommodations:
We manage billing and invoicing on a monthly period of time.

Ability to attain and support CMS Certification:
We provide CMS certified staff upon request.
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Reference 2

VENDOR INFORMATION

Vendor Name: LinkActiv LLC Vendor Contact Name: Javier Aviles

Vendor Contact Phone: 787.602.1053
CUSTOMER INFORMATION

Project Dates: 2005 — Current

Customer Organization:
MCS

Customer Contact Name: Rosadaliz Berrios

Customer Phone: 787.758.2500

Customer Address: Customer Email:
Central Office MCS Plaza, 1er piso Suite 105, | Sergio.palacio@medicalcardsystem.com

255 Ave. Ponce de Ledn, San Juan, PR 00916- | Customer Fax:
1919

PROJECT INFORMATION

Total Vendor Staff: 145

Project Objectives:

e The development of a specialized outbound team, to contact recently enrolled and
active beneficiaries.

e Agent's objective was to offer welcome calls, explain benefits, and provide other
valuable information to active beneficiaries, such as coverage and plan benefit
updates.

o Another objective was to find HIPPA and PHI compliant agents, and train them in a
period of 4 weeks.

Project Description:

e Develop and execute a working plan within three weeks to provide an outbound team
of over 100 dedicated agents, specialized on HIPPA, CMS, PHI, and MCS Classic
Care products.

e Manage a working team for an operation of over 300,000 monthly outbound calls.

Vendor's Involvement (Role and Scope):

Design, implement and supervise the operation, and comply consistently with the customer’s
requirements. LinkActiv was also in charged of recruiting and training the personnel with all
the requested health care industry requirements.

Project Benefits:
e Managed a successful operation of over 100 agents, achieving 80k effective contacts

per month, exceeding the customer’s goals while complying with regulatory requisites.
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Summarize any staffing issues that the Vendor may have had that had an impact to the
project and what the impact(s) was:

There were not staffing issues in this project.

VENDOR KEY PERSONNEL ASSIGNED TO PROJECT

Name: Javier Aviles Role: Sales & Wharehouse Director
Name: Eduardo Guardiola Role: Operations & Client Relationship
Manager

PROJECT MEASUREMENTS
Operating Budget of Organization: Over $1M # of Employees and External Users: 145

Estimated One-time Costs: N/A Confidential Actual One-time Costs: N/A Confidential
Information Information

Reason(s) for Change in One-time Cost: N/A Confidential Information

Origin'al Value of Vendor’s Contract: Over Actual Total Contract Value: Over $1.5M
$1.5M

Reason(s) for Change in Value: N/A Confidential Information

Number of Change Requests: N/A | Actual Total Costs of Change Requests: N/A
Confidential Information Confidential Information

Reason(s) for Change Requests: N/A Confidential Information

Estimated Start & Completion Dates: From: N/A To: N/A
Actual Start & Completion Dates: From: 2005 To: Current
Reason(s) for Difference Between Estimated and Actual Dates:

N/A

If the Vendor performed the work as a subcontractor, the Vendor should describe the scope
of subcontracted activities:

N/A
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Describe the project’s billing and invoicing procedures and any special accommodations:
We manage billing and invoicing on a monthly period of time.

Ability to attain and support CMS Certification:
We provide CMS certified staff upon request.

Reference 3

VENDOR INFORMATION
Vendor Contact Name: Javier Aviles
Vendor Contact Phone: 787.602.1053
CUSTOMER INFORMATION

Customer Contact Name: Luz E. Cruz

Vendor Name: LinkActiv LLC
Project Dates: 2011-2017

Customer Organization:
PR Medicaid

Customer Phone:

Customer Address: Customer Email: luz.cruz@salud.pr.gov

Customer Fax:

PROJECT INFORMATION

Total Vendor Staff: 125

Project Objectives:
e PR State Medicaid Program’s main objective was to develop a customer service unit
to advise existing and potential beneficiaries on eligibility requirements, pre-
screenings, and appointment via a call center rather than in the local service offices.

e Being in a program that blends highly confidential and medical conditions (PHI), data
security and integrity were fundamental for this campaign.

e This project required to be managed within Puerto Rico local offices.

Project Description:
e Develop a customer service unit to service and manage over 100k monthly calls and
pre-screening requests.

Vendor's Involvement (Role and Scope):

Hire, train, supervise and manage the personnel according to the customer requirements and
needs, while keeping required KPIS, customer satisfaction levels and data management and
collection standard compliance.
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Project Benefits:
e Compliance and successful management of 100k calls per month.
e Consistent KPI attainment:
-5% abandoned calls
-Service level of 80/20
-Quality scores over 90%

Summarize any staffing issues that the Vendor may have had that had an impact to the
project and what the impact(s) was:

There were no staffing issues in this program.

VENDOR KEY PERSONNEL ASSIGNED TO PROJECT
Role: Sales & Client Relationship Manager

Name: Javier Aviles

Name: Eduardo Guardiola Role: Operations & Client Relationship

Manager
PROJECT MEASUREMENTS
# of Employees and External Users: 125

Operating Budget of Organization: Over $2M

Estimated One-time Costs: N/A Confidential Actual One-time Costs: N/A Confidential

Reason(s) for Change in One-time Cost: N/A Confidential Information

Original Value of Vendor’s Contract: Over $2M Actual Total Contract Value: Over $2M

Reason(s) for Change in Value: N/A Confidential Information

Number of Change Requests: N/A Actual Total Costs of Change Requests: N/A
Confidential Information Confidential Information

Reason(s) for Change Requests:
N/A Confidential Information

Estimated Start & Completion Dates: From: N/A To: N/A
Actual Start & Completion Dates: From: 2011 To: 2017
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ﬁeason(s) for Difference Between Estimated and Actual Dates:
N/A

| If the Vendor performed the work as a subcontractor, the Vendor should describe the scope
of subcontracted activities: N/A

Describe the project’s billing and invoicing procedures and any special accommodations:
We manage billing and invoicing on a monthly period of time.

Ability to attain and support CMS Certification:
We provide CMS certified staff upon request.

2.9 Subcontractor References (If applicable)- N/A

If the proposal includes the use of subcontractor(s), include at least three (3) business
references.
Instructions: Provide the information requested in the Tables below. Replicate the Table if

more than three (3) references are desired. Do not change any of the completed cells. Any
changes to the completed cells could lead to the disqualification of the Proposal.

Subcontractor Reference 1 N/A

SUBCONTRACTOR INFORMATION
Subcontractor Contact Name:
Subcontractor Contact Phone:
CUSTOMER INFORMATION
Customer Contact Name:

Subcontractor Name:

Project Dates:

Customer Organization:

Customer Phone:

Customer Address: Customer Email:

Customer Fax:

PROJECT INFORMATION

19
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Project Objectives:

Project Description:

Subcontractor’s Involvement (Role and Scope):

Project Benefits:

Name: (Add more rows as needed)

SUBCONTRACTOR KEY PERSONNEL ASSIGNED TO PROJECT

Role: (Add more rows as needed)

Name: (Add more rows as needed)

Operating Budget of Organization:

" PROJECT MEASUREMENTS

Role: (Add more rows as needed)

# of Employees and External Users:

Estimated One-time costs:

Actual One-time costs:

Reason(s) for Change in One-time cost:

Original Value of Subcontractor's Contract:

Actual Total Contract Value:

Reason(s) for Change in Value:

Estimated Start & Completion Dates: From:

To:

Actual Start & Completion Dates: From:

To:

20
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Reason(s) for Difference Between Estimated and Actual Dates:

21
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Subcontractor Reference 2 N/A
SUBCONTRACTOR INFORMATION
Subcontractor Name:

Subcontractor Contact Name:

Project Dates:
CUSTOMER INFORMATION

Customer Organization:

Subcontractor Contact Phone:

Customer Contact Name:

Customer Phone:

Customer Address:

PROJECT INFORMATION

Project Objectives:

Customer Email:

Customer Fax:

Project Description:

Subcontractor’s Involvement (Role and Scope):

Project Benefits:

Name: (Add more rows as needed)

SUBCONTRACTOR KEY PERSONNEL ASSIGNED TO PROJECT

Role: (Add more rows as needed)

Name: (Add more rows as needed)

PROJECT MEASUREMENTS
Operating Budget of Organization:

Role: (Add more rows as needed) .

# of Employees and External Users:

istimated One-time costs:

Actual One-time costs:
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Vender References

Reason(s) for Change in One-time cost:

Original Value of Subcontractor's Contract: Actual Total Contract Value:

Reason(s) for Change in Value:

Estimated Start & Completion Dates: From: To:
Actual Start & Completion Dates: From: To:
Reason(s) for Difference Between Estimated and Actual Dates:

Subcontractor Reference 3 N/A

SUBCONTRACTOR INFORMATION
Subcontractor Name:

Subcontractor Contact Name:

Project Dates: Subcontractor Contact Phone:
CUSTOMER INFORMATION

Customer Organization:

Customer Contact Name:

Customer Phone:

Customer Address: Customer Email:

Customer Fax:

PROJECT INFORMATION

Project Objectives:

Project Description:
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Vender References

Subcontractor’s Involvement (Role and Scope):

Project Benefits:

Name: (Add more rows as needed)

SUBCONTRACTOR KEY PERSONNEL ASSIGNED TO PROJECT

Role: (Add more rows as needed)

Name: (Add more rows as needed)

PROJECT MEASUREMENTS
Operating Budget of Organization:

Role: (Add more rows as needed)

# of Employees and External Users:

Estimated One-time costs:

Actual One-time costs:

Reason(s) for Change in One-time cost:

Original Value of Subcontractor’s Contract:

Actual Total Contract Value:

Reason(s) for Change in Value:

Estimated Start & Completion Dates:

From:

To:

Actual Start & Completion Dates:

From:

To:

Reason(s) for Difference Between Estimated and Actual Dates:
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1.0

LinkActiv Brand Team

Proposed Team Structure

Account Manager

Senior Supervisor (1) Trainer (3)

Bilingual Customer
Supervisor (5) Service Representatives

(74)

Advantages

Our competitive advantage resides in the ability to craft high-performing programs that combine human
touch points, technology and the advantages of nearshore pricing while being 100% domestic.

Our people: Our Customer Engagement division is all about people, starting with the people we
serve, how we engage with them impact their business, to the people that are selected to be part
of our day-to-day operation. We strive to impact in a positive way by empowering society,
nurturing relationships, enhancing living, strengthening culture, fostering education, and
generating local economic growth. We are not only committed to the people we serve, we also
have a social commitment with our country and the people in it. Our highly educated bilingual
talent pool provides qualified, committed, and reliable work force that relates to mainland
Americans without lost-in-translation issues. Furthermore, our people’s charisma makes a
difference in every customer interaction enabling a flawless, pleasant, and effective
communication.

Our Culture: we are committed to our people and social innovation initiatives. We offer a positive
and safe work environment that promotes diversity and equality among our people.

Our experience: Our vast experience in highly regulated industries such as Health Care,
Banking, and Federal Agencies, set us apart from our competitors.

Our Management Team: with over 25+ years of experience (10 years Healthcare related) has
the knowledge to support customers’ needs in a changing environment.

Our capabilities: We are a one-stop-shop for all customer engagement needs. Multimedia
Contact Center, Customer Relationship Management, Strategic Database Services, Mailing, Print
Shop, Warehouse and Fulfilment, In-house Training Center, Staffing Services, Processes
Management, Technology, Detailed Reporting, App Development, Robust Business Continuity
Plan.

Our Strict Data Privacy Policies and industry related compliance certifications.

Our Location: Puerto Rico makes us a 100% domestic solution, strategically located to serve not
only the local market but also all time zones in the United States and Canada.
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2.0 Organization and Staffing Roles — Bios Credentials

= _

Management Bios

Customer Engagement Division

A Grupo Ferré Rangel company @LinkAG&Eip\/

3.0 Proposed Key Staff and Roles

Genaro Herrera Operation Director Over 20 years

Eduardo Operation & Client Relationship
Guardiola Manager Over 15 years
Javier Avilés Sales & Marketing Director Over 20 years




4.1 Talent Acquisition Process:

LinkActiv initiates its talent sourcing from higher education institutions and online media sources, as well as
referrals from employees who are more than willing to recommend friends and family. The process
(illustrated below) begins with an online application tool that facilitates profile information and early screening
processes. After the online application step; voice and first impressions are screened through a phone
interview. After the first two steps qualified candidates are invited to a face to face personal interview.
Together with the interview a structured behavioral and skill test is completed. The test is administered
using the Kenexa Hiring model to evaluate tele-sales and computer behavioral skills. Applicants must score
above 80% in order to move forward in the hiring process. The final stage before hiring is a group interview
to measure group behavioral interaction. This is a LinkActiv best practice which complements “one on one”
assessments that occur in earlier stages. ’

After the group interview the final hire decision is made and the applicant is invited to join the team.

BEHAVIORAL STRUCTURED
TALENT ACQUISITION TOOL FREINZERVIER,
TALENT ATTRACTION www linkactiv.oom

STRATEGIES

HMONSTER.COM u
IMTERNAL REFERAL PROGRAM P RP)

308 FAIRD \ ,“- ‘a# ﬁ X
"n‘,ﬂ p 1}

BEHAVIORAL ASSESSMENT
13RRNCES | C
]

R 5. |

Nesting & Production

CUIERT GROUP
INTERVI
<

1EW
(UPON CLIENT REQUEST)

We customize our hiring process according to client’s industry compliance and regulations

o Beyond training a comprehensive on Boarding Approach:

More than a by the numbers leaning process, training at LinkActiv is an exchange process that builds the
trainee’s confidence and sense of belonging to our company. Through the training sessions several key
priorities are addressed. They are:

e Welcome Kit with corporate and personal information

o Clear definition of goals

e Interaction (conversation) with LinkActiv Leadership

e Continuous interaction with supervisors and communicators currently working on the T-Mobile account
e Most importantly two way feedback

The priorities outlined above are achieved thru the process diagram below which has contributed to preparing
well trained motivated and committed communicators. The result is that attrition has be reduced 19% since the
On-Boarding program was initiated 18 months ago.
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ONBOARDING PROCESS

Pre-Boarding

Organizational Assimilation

Follow-Up

Assimilation

o
o

% .

oW

1

New Communicator
Cycle- Including times
and responsible of
processesto be
completed before
beginning training until
floor integration, Ex: iD's
and AccessCards, Logins

. Checklist for Recruiters
. Welcome email
. New Hire Orientation

with presentation

. Company Brochure

. Training visit by

LeadershipTeam, Ops
Manager, Supervisors

. Checklist for Trainers
. Welcome Kit (Square

One Pin & Completion
Certificate, Lanyard)

. Trainee completes first

New Hire Feedback
Survey (rating
experience fromthe
recruiting stage to
training stage)

1. Training transition to
floor

2. Checklist for
Supervisors(inciuding
one on one meeting
for expectations,
welcome to the team,
feedback, follow-up
and performance
evaluations, among
others)

1. Trainee completes
second New Hire
Feedback Survey
{rating experience
thair experience onthe
campaign)

2. Focus Groupsto obtain

trainees experience
feedback
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7.5. Attachment E: Mandatory Requirements

This section will provide instructions to vendors to respond to mandatory requirements as an
attachment titled Attachment E: Mandatory Requirements.

Instructions: The mandatory requirements must be met by the vendor as a part of the
submitted proposal. Failure on the part of the vendor to meet any of the mandatory
requirements may result in their disqualification of the proposal at the sole discretion of PRMP.
The term “must” stipulates and identifies a mandatory requirement. The vendor is to
demonstrate compliance with mandatory requirements in their proposal. If the vendor’s proposal
meets the mandatory requirements, the vendor’s proposal may be included in the cost
evaluation of this RFP. For mandatory requirements that involve documentation, vendors should
include that documentation with their technical proposal. Any documentation for mandatory
requirements not supplied with their technical proposal must be submitted before contract
execution. When appropriate, the vendor’s proposal must provide narrative responses
addressing the area listed below:

1. The vendor must provide the right of access to systems, facilities, data, and
documentation to PRMP or its designee to conduct audits and inspections as is
necessary.

2. The vendor agrees to relinquish any published toll-free telephone numbers established
for Medicaid support.

3. The vendor must support PRMP’s requests for information in response to activities
including, but not limited to:

a. Compliance audits
b. Investigations
c. Legislative requests

4. The vendor must provide authorization from a parent, affiliate, or subsidiary organization
for the PRMP to have access to its records if such a relationship exists that impacts the
vendor’s performance under the proposed contract.

5. The vendor must agree to comply with current and future PRMP and federal regulations
as is necessary to support the services outlined in this RFP.

6. The vendor must help ensure that all applications inclusive of internet, intranet, and
extranet applications associated with this contract are compliant with Section 508 of the
Rehabilitation Act of 1973, as amended by 29 United States Code (U.S.C.) §794d, and
36 Code of Federal Regulation (CFR) 1194.21 and 36 CFR 1194.22.

7. The vendor must perform according to approved SLAs and identified KPIs with
associated metrics in the areas listed in Appendix 2: Service-Level Agreements and
Performance Standards.

8. The vendor must provide a drug-free workplace, and individuals must not engage in the
unlawful manufacture, distribution, dispensation, possession, abuse, or use of a
controlled substance in the performance of the contract. (Drug-Free Workplace Act of
1988)
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9. The vendor must comply with federal Executive Order 11246 related to Equal
Employment Opportunity Act, the Clean Air Act, and the Clean Water Act.

10. The vendor must establish and maintain the contact center in Puerto Rico.

11. The vendor must serve as a trusted partner to PRMP and represent PRMP’s interests in
all activities performed under the resulting contract. '

12. The vendor must, at a minimum, include the standard invoice package contents for
PRMP, including, but not limited to:

a. An authorized representative of the contracted party must sign an itemized
description of services rendered for the invoice period. Additionally, the vendor
must include a written certification stating that no officer or employee of PRMP,
its subsidiaries, or affiliates, will derive or obtain any benefit or profit of any kind
from this vendor’s contract. Invoices that do not include this certification will not
be paid

b. Provide PRMP with a list of all services completed within an invoice period, as
well as evidence that the PRMP has accepted and approved the work

c. Provide PRMP with three (3) physical and one (1) electronic invoice packages in
support of the PRMP’s review and approval of each invoice

i. Invoice Package #1 — Original Signature
ii. Invoice Packages #2 - #3 — Hard Copy
ii. Invoice Package #4 — Electronic

13. The vendor must provide increased staffing levels if requirements, timelines, quality, or
other standards are not being met, based solely on the discretion of and without
additional cost to PRMP. In making this determination, PRMP will evaluate whether the
vendor is meeting service levels as defined in the Contract.

14. The vendor must agree that PRMP retains ownership of all data, procedures,
applications, licenses, and materials procured or developed during the contract period,
when applicable.

15. The vendor must provide evidence that staff have completed all necessary forms prior to
executing work for the contract.

16. The vendor staff must not have the capability to access, edit, and share personal
information data, with unauthorized staff, including but not limited to:

a. Protected Health Information (PHI)
Personally Identifiable Information (PII)
Financial Transaction Information
Federal Tax Information (FTI)

© oo T

Social Security Administration (SSA) data including, but not limited to: family,
friends, and acquaintance information

By signing below, | certify that | have reviewed these Mandatory Requirements in their entirety
and agree that the vendor meets, and will continue to meet, each of these Mandatory
Requirements in full.
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LinkActiv LLC

(Company)

Genaro Herrera, Operation Director

(Representative Name, Title)

787-641-0101

(Contact Phone/Fax Number)

5-11-2022

(Date)
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Requirements Traceability Matrix

This Requirements Traceability Matrix contains the following worksheets:

A. Systems and Technology
B. Operations

C. Reporting

D. Quality and Training

E. SLAs
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Solution Approach

Provider Enroliment Contact Center Approach

The Vendor should provide a narrative overview of how they will meet the Provider Enroliment Contact
Center requirements. The following questions pertaining to Operations, Phone System, Quality, Training,
inquiry tracking, software and access, and service level agreements should be answered by the Vendor.

Please use these response sections to provide specific details of the proposed approach to meeting
PRDoH requirements in each area. Responses should, when necessary, reference requirements using
the appropriate RFQ Requirement Numbers from Section 3 and 4 of the RFQ

Responses for the M&0O Requirements Approach should be highly focused on the specific requirements
and should not simply provide generic or marketing descriptions of technology or product capabilities.
Also, include one (1) or more diagrams where necessary that detail the proposed design and the
relationships between key technical components.

1.0 Approach to Operations

The Vendor should ensure that the responses to this section are in alignment with the requirements set
forth in RFP-2022-PRMP-MES-ContactCenter-004.

Instructions: Describe the vendor’s approach to performing these services and meeting the
requirements as described in Attachment F: Requirements Traceability Matrix of this RFP.

1. The contact center solution must be maintained within Puerto Rico.

a. LinkActiv is a local Customer Engagement provider with over 25 years of experience
delivering breakthrough results in the contact center industry. LinkActiv currently has 3
locations across the island. To manage this project, we have two available sites:
Guaynabo & Roosevelt Roads, Ceiba; both with brand new facilities. From one original
site in Guaynabo, our operation has developed into a multi-site strategy. We currently
have 3 sites strategically located within the Island:

b. Guaynabo location: employs more than 700 communicators and has 500 working
stations, serves more than 15 clients in several industries.

c. Aguadilla center holds 26 sqf, 450 working stations and employs 661 communicators.

d_ Our site located in Roosevelt Roads, Ceiba: holds 400 working stations and employs
over 200 communicators.

2. The contact center solution must be able answer incoming calls and emails from the
provider community and the capability to return provider calls for follow-up.

a. A dedicated operational team composed by an account manager, a supervisor, trainers,
quality personnel, and 13 dedicated health care specialized agents will be assigned to
ensure all incoming calls, emails, and follow-up calls are answered according to the
established KPI’s.

3. The contact center solution must be available Monday through Friday from 8:00 a.m.
Atlantic Standard Time (AST) to 5:00 p.m. AST to answer calls by live agents, except for
the following holidays: New Year’s Day, Memorial Day, Independence Day, Labor Day,
Thanksgiving Day, and Christmas Day.

a. Our sites have a 24/7 capability and will be available to meet the required schedule.
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The contact center solution must provide a voice message to callers stating the hours of
operation during the hours that the contact center is not open.

a. As part of our solution, an IVR system will be available to not only provide a voice
message stating the hours of operation, but it can also be configured to deliver additional
information or instructions to the customers during the hours the operation is closed, as
required by the client.

The contact center solution must provide a toll-free number available in-state and out-of-
state (as associated phone lines).

a. A toll-free number will be provided for in-state and out-of-state (as associated phone
lines).
The contractor shall release and transfer the toll-free telephone number to the owner
(PRMP) or a successor contractor upon termination of the contract.

a We will release and transfer the toll-free telephone number to the owner (PRMP) or a
successor contractor upon termination of the contract.

The contact center solution must include all necessary hardware such as personal
computers (PCs), monitors, phone system including telephones, headphones, desks,
chairs, etc.

a.  Our solutions include all necessary hardware such as: personal computers (PCs),
monitors, phone system including telephones, headphones, desks, chairs, training
rooms, employee ID’s, etc.

The contact center solution must provide disaster recovery and contingency plans.

a. Please refer to our disaster recovery and contingency plan.
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10.

1.

12.

Attachment D - LinkActiv, LLC Disaster Recovery & Business
Continuity Plan

Please refer to included documents.

S
> LinkActiv
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The contact center must adhere to all federal and Puerto Rico laws and regulations.

a.  Our sites are compliant with all federal and Puerto Rico laws and regulations.

The contact center must provide agents fluent in Spanish and English.

a. We currently have over 1,200 bilingual agents working among our sites. For this project
we will provide dedicated bilingual healthcare specialized agents to ensure outstanding
service levels, as required by the client.

The contact center must be operational by 03/09/20.
a. Our operations are already prepared to fulfill the requested needs by 03/09/20.

The contact center solution must ensure compliance with Health Insurance Portability and
Accountability Act of 1996 (HIPAA) privacy and security requirements.
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a. Forover 10 years we have been providing contact center solutions for the health care
industry. Our sites are compliant and experienced within the Health Insurance Portability
and Accountability Act of 1996 (HIPAA) privacy and security requirements.

13. Contact center employees must have PR Negative Criminal Record certificate and must
successfully complete a drug screening.
a. As our standard hiring procedure, a background check on the criminal record is made for

each candidate. To ensure agent quality a drug screening will be performed, as
requested by PRMP.
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2.0 Approach to System and Technology

The Vendor should ensure that the responses to this section are in alignment with the requirements set
forth in REP-2022-PRMP-MES-ContactCenter-004.

Instructions: Describe the vendor's approach to providing the systems and technology needed for
the contact center and meeting the requirements as described in Attachment F: Requirements
Traceability Matrix of this RFP.

1. The phone system must include Automatic Call Distribution (ACD) and must be able to
route calls based on type of inquiry (complexity level).

a. Our current system (AVAYA) Includes ACD to route cards accordingly.

2. The phone system must be able to maintain calls in queue and route according to first in,
first out.

a. Our current system prioritizes call accordingly. "

3. The phone system must have the capability for calls to be monitored and recorded for
quality and must inform all callers that calls may be monitored and recorded.

a. All calls are recorded and monitored for quality purposes; they are stored as long as the
customer requests. At the beginning of the call, it will be standardized to let the callers
know, the call is being monitored and recorded for quality purposes.

4. The phone system must be able to play introductory and informational messages while on
hold.

a. Our current system can be adapted to any customized message the client wants to play,
while the call is on hold, music, or a combination of both.

5. The phone system must provide real-time statistics and historical reporting capabilities
including: Number of incoming calls, Number of calls answered, Number of abandoned
calls, Average wait time (time to answer), Average abandoned time, Highest abandoned
time, Total talk time, Total hold time, Average talk time, Average hold time, Daily
percentage of abandoned calls and calls answered, number of available agents by time of
day and day of week, in hourly increments

a. LinkActiv structures reporting programs custom are designed to each client’s information
needs. It works on two levels: the first delivers daily KPI results and the second
generates monthly business reviews with clients to review results, project management
assessment and identifies actions going forward. Critical to the process success is that
each project has a timetable and a task leader. On a monthly basis, project goals are
transferred to the different components of the operation.

In order to assure project performance and result tracking, the Shared Service
department currently delivers the following reports:
e 30-minute interval reports
o Interval reports (calls metrics, staffing metrics)
e 2-hours interval reports
o Summary of daily activities (FE sales, LPS, calls, %SL, LPH, Occupancy)
o Update leaderboard (sales volume versus goals)
o Daily reports
o Performance reports per queue and idiom (calls metrics, sales metrics,
staffing metrics)
o Customer service representatives and supervisors’ scorecard (calls metrics,
sales metrics, staffing metrics, attendance, QA scores)
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o Closing report (daily stats)
e Weekly reports

o Supervisors dashboard (track supervisors coaching work in order to assure
supervisors spent at least 75% of their time coaching)

o Staffing reports (FTE tracker, SQI, IDP)
o Features and Accessories report
e Every 15 days
o Employee performance (incentive report)
e Monthly
o Master list
o Monthly business review
e Newly hired training
e Time to competency (TTC)
b. Custom real-time reports are also available for further reference.

The statistics listed above must be provided electronically in a weekly Comma-Separate
Values (CSV) format to PRMP. -

a. The statistics can be provided as requested, the client must let us know the platform of
choice share the information.

The phone system must be capable of providing statistics (such as number of calls
answered, talk time, hold time) by the identity of each agent.

a. Our current system can provide statistics by each agent's identity.
The contractor must notify PRMP immediately if the phone system is inoperable.

a. At LinkActiv we have a robust communications and redundancy plan in place; as a
standard procedure, if there are any anomalies among the communication system, we
contact the client immediately.

The contractor response to the RFQ must include a detailed description of the proposed
ACD system and its capabilities and capacities:

a. ACD System Description

Call Center Elite Overview and Specification.

Call Center Elite is the Avaya flagship voice product for customer engagement. The
product coresides on Avaya Aura® Communication Manager, which is a key component
of the Avaya Aura® communications platform.

Communication Manager supports multiple communications protocols; such as H.323
and Session Initiation Protocol (SIP). Communication Manager is configured as an
Evolution server to integrate Call Center Elite with traditional circuit switched Time
Division Multiplexing (TDM), H.323, SIP, and hybrid environments.

Call Center Elite offers conditional call routing that can be coupled with the following
routing options:

« Greatest Need (GN)

« Skill Level (SL)

» Service Level Maximizer (SLM)

» Service Objective (SO) by Skill or Vector Directory Number (VDN)

» Service Level Supervisor (SLS) with Call Selection Override and Reserve Agent



Call Center Elite on Communication Manager 6.x and later increases agent productivity
by providing resource selection capabilities. For example, Least Occupied Agent (LOA).
The following Best Service Routing (BSR) Available Agent strategies that are applied for
each VDN:

« First Found Agent

+ Uniform Call Disfribution—Most Idle Agent (UCD-MIA)

« Uniform Call Distribution-Least Occupied Agent (UCD-LOA)
« Expert Agent Distribution-Most Idle Agent (EAD-MIA)

« Expert Agent Distribution-Least Occupied Agent (EAD-LOA)

Call Center Elite integrates with performance management applications, such as Avaya Call
Management System (CMS).

Call Vectoring
Call Vectoring is the process of defining vector programs for call routing and call treatment.

Call vectors are a series of user-defined commands that you can use to route internal or network
calls and to determine the treatment for each call. You can route calls to on-network or off-
network destinations, or to staffed ACD agents.

Communication Manager directs all incoming calls to an administered VDN which could represent
a service category, such as Billing, Customer Service, or Sales. The VDN directs calls to a vector
with commands such as announcement, busy, collect digits, goto step, or wait-time for call routing
and call treatment.

Expert Agent Selection

Expert Agent Selection (EAS) is a skill-based routing feature that reduces the call transfer and
call holding time by matching caller needs with agent skills.

When EAS is set to y, Communication Manager associates each phone with an agent login ID,
which is an extension in the dial plan, and not with a skill hunt group. Hence, when an agent logs
in, Communication Manager associates the phone with all the skill hunt groups that a system
administrator assigns to the agent login ID.

Using Call Center Elite an administrator can assign up to 120 skills to an agent. The administrator
can set the call handling preference, that is, administer distribution of calls with the greatest need
before skill level under call surplus conditions. Conversely, staffed agents can be moved to
handle calls under agent surplus conditions. Agent occupancy and the administered skill levels
determine which agents handle calls under agent surplus conditions.

EAS supports a Direct Agent Calling (DAC) capability that a caller can use to speak with a
specific agent. Communication Manager prioritizes and delivers a direct agent call before a skill
hunt group call. Communication Manager receives the call as an ACD call but delivers or queues
the call to the agent and not to a skill hunt group.
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3.0 Approach to Quality and Training

The Vendor should ensure that the responses to this section are in alignment with the requirements set
forth in RFP-2022-PRMP-MES-ContactCenter-004.

Instructions: Describe the vendor’s approach to performing these services and meeting the
requirements as described in Attachment F: Requirements Traceability Matrix of this RFP.

1. The contractor must establish a training program to ensure that staff is adequately trained
on the tools (PEP, MMIS, Provider Secure Portal, Contact Center Management System,
Learning Management System (LMS), phone system equipment); PRMP policies; contact
center procedures and scripts. PRMP will provide training materials for all tools and
policies.

a. Our agents are carefully selected based on our customer’s requirement. We will develop
a tailored onboarding & training program to ensure proper training on (PEP, MMIS,
Provider Secure Portal, Contact Center Management System, Learning Management
System (LMS), phone system equipment); PRMP policies; contact center procedures and
scripts. LinkActiv partners with the client to assure a quality Train the Trainer is
conducted to accelerate the agents’ time to competency in production phase. When the
client provides the training materials, LinkActiv trainers may review and provide
recommendations on delivery and testing strategies. Based on client’s requirements,
training materials may be adapted and uploaded to LinkActiv e-learning systems, while
protecting copyright/content proprietary rights. LinkActiv understands that providing
development opportunities contributes to employee retention and engagement. For that
purpose, agent’s training needs assessments are identified through quality audits and
training activities are programmed according to such results and are executed through
different channels such as individual coaching, group trainings or e-learning. Also, a full
curriculum for employee development is offered through LinkActiv Academy. These
training and incentive programs are attractive due to the effectiveness among the
employees’ learning curve about new products and services.

2. The contractor must provide facilities for initial training for a period of 3 weeks in San
Juan.

a. All our sites are equipped with training rooms for simultaneous trainings, we also provide
healthcare e-learning programs to reinforce training and education. Guaynabo facilities
are equipped with 7 available training rooms with a minimum capacity of 25 people and
Roosevelt Roads (Ceiba) has 3 training rooms with the same capacity (minimum of 25
people).

3. All scripts must be approved by PRMP prior to use.
a. As part of our internal process we always request client's approval for all scripts, and
training materials before implementation. We also have an in-house specialized resource,
available to collaborate and develop tailored scripts, training modules, and workshops as
needed. All training programs, schedules, learning modules and materials will be sent to
PRMP for approval prior implementation & use.

4. After initial implementation of the contact center, the contractor must monitor 100% of
calls handled by new agents during the first week of the agent taking calls.
a. Dedicated resources will be assigned to ensure quality;100% of calls handled by new
agents during the first week will be monitored by assigned quality agents. For every 2
new hires a dedicated quality agent will be monitoring the calls.
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5. The contractor must conduct quarterly quality audits on all staff members and report the
results to PRMP.

a.

At LinkActiv, we perform monthly quality audits to ensure optimum project performance.
We evaluate our KPI's and compare them with the established goals. On a separate
approach, we gather feedback and data we get from caller’s surveys performed after
every call. All the information is shared with the customer to establish new goals and set
the operation towards the caller’s benefit.

6. The contact center must provide customer service etiquette training.

a.

The Human Resources department has established an Onboarding Program to enhance
the employee experience and accelerate the agent’s time to competency. The program
provides new employee orientation and guidance through the recruitment, training and
production phases during the first 90 days in the job. New employee surveys are
conducted in each phase to measure employee engagement and satisfaction.

LinkActiv partners with the client to assure a quality Train the Trainer is conducted to
accelerate the agents’ time to competency in production phase. When the client provides
the training materials, LinkActiv trainers may review and provide recommendations on
delivery and testing strategies. Based on client’s requirements, training materials may be
adapted and uploaded to LinkActiv e-learning systems, while protecting copyright/content
proprietary rights. LinkActiv understands that providing development opportunities
contributes to employee retention and engagement. For that purpose, agent's training
needs assessments are identified through quality audits and training activities are
programmed according to such results and are executed through different channels such
as individual coaching, group trainings or e-learning. Also, a full curriculum for employee
development is offered through LinkActiv Academy. These training and incentive
programs are attractive due to the effectiveness among the employees’ learning curve
about new products and services. They ensure the employee engagement with the brand
to provide a flawless execution.

Sample Training Program:
i. Telephone etiquette
ii. Monitoring and Quality Controls
iii. Suggestive Selling
iv. Customer Service and Sales Best Practices
v. Wiriting Skills
vi. Handling Customer Objections and Handling difficult calls
vii. Role play with systems and product (along with other representatives taking the
training, the training specialist and a supervisor of the campaign)
viii. Side by side and OJT (On the job training)

7. The contact center staff must be trained annually on HIPAA privacy and security
requirements.

a.

As part of our ongoing educational programs, we provide annual trainings to ensure
compliance among the healthcare industry regulations such as HIPAA, and security and
privacy policies.

8. The contractor shall record all incoming calls for quality control and training purposes.

a.

In LinkActiv we have the capability of recording all incoming calls for quality, control, and
training purposes

9. The contractor shall maintain the recordings for up to 6 months from the date of the call.

a.

At LinkActiv we have the capability to save all recordings as long as the client requires.
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3.1.1

10. The contractor must provide recordings to PRMP within 5 business days of a request.

a.

Recordings will be provided to the customer upon request within 5 business days.

11. Escalation Process — To ensure customer service

a.

LinkActiv provides guidelines and best practices that are provided to all staff members
and policies and procedures for handling complaints.

As a general business practice, all LinkActiv employees must sign a confidentiality and
non-disclosure agreements, as a requirement for employment. While this is in place and
in order to comply with all contract conditions, CLIENT account staff will be briefed in
detail on all contractual agreements with CLIENT. This ensures full account staff
understanding of agreements and service expectations.

Besides having all team members informed on contract obligations, also as a general
practice, LinkActiv prepares account reviews on a bi-annual basis. All Linkactiv key
stakeholders participate actively in preparing these account reviews. This is another way
LinkActiv senior staff ensures that all account team members are aligned with strategy and
results expected by CLIENT.

General Contract conditions complaints are channeled through the established
organizational structure. They are required to be managed within 24 hours of receiving a
written communication detailing issue at hand. All complaints are investigated, and
investigation results as well as any necessary corrective action, is discussed with client.

Figure 2, Escalation Process

Initial Complaint Account Executive

Cpeting i
Point-of-Contact

e e EEEEEETEEE—

Type of
Complaint
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Approach to Inquiry Tracking

The contact center agents must log all calls into the PRMP Contact Center Management
System including the date and time of the call, reason for call, resolution reached, agent
ID, and status.

a. Our agents will log all calls into the PRMP Contact Center Management System including
the date and time of the call, reason for call, resolution reached, agent ID, and status.
Video can be added in order to validate information and transactions. We develop a
custom report where we can validate system reports vs the total transactions. The
operational team oversees service quality.

The contact center agents must log all email inquiries into the PRMP Contact Center
Management System including the date and time of the email, reason for inquiry,
resolution reached, agent ID, and status.

a. Agents will be trained to also log all email inquiries into the PRMP Contact Center
Management System including the date and time of the email, reason for inquiry,
resolution reached, agent ID, and status.

The contact center agent must provide the caller with a reference number for the call or
email inquiry.

a. Every time the agents log into the system a reference number is generated, agents will
be providing the caller with a reference number for the call or email inquiry, to be
addressed through the CRM. The client must indicate how the number will be generated.
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5.0 Approach to Software and Access Requirements

The Vendor should ensure that the responses to this section are in alignment with the requirements set
forth in RFP-2022-PRMP-MES-ContactCenter-004.

=

Instructions: Describe the vendor’s approach to providing the systems and technology needed for the
contact center and meeting the requirements as described in Attachment F: Requirements Traceability
Matrix of this RFP.

LinkActiv Approach to meeting software and access requirement

Our agents and staff will be able to access the PRMP PEP via the web via Virtual Private Network (VPN)
will have access the PRMP Call Center management System (CCMS) via VPN, will be able to access
PRMMIS via VPN, will be able to access LMS via the internet and will have access to email.

Our dedicated IT Department and working system provides program integration accessibility, hence
LinkActiv will be able to provide the required software and access requirements.

1
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6.0 Approach to Quality and Training - Service Level Agreements

The Vendor should ensure that the responses to this section are in alignment with the requirements set
forth in RFP-2022-PRMP-MES-ContactCenter-004.

Instructions: Describe the vendor’s approach to performing these services and meeting the
requirements as described in Attachment F: Requirements Traceability Matrix of this RFP

LinkActiv’s approach to meeting SLAs:

In order to comply with the required SLAs, the following program structure is proposed:

. Bilingual Customer Service Representatives: 74
. Supervisor: 6 (Senior Supervisor —1, Supervisor - 5)
. Quality: 3

. BO: 1

. Operational Training: 1

Resources that will be initially assigned to the Team are: Account Manager, Supervisor, Bilingual
Customer Service Representative, Quality Analyst, BO and a Trainer.

. Account managers: the main liaison between LinkActiv and our clients. Some of the
Account Manager responsibilities are: Project setup, Strategic direction, KPI monitoring,
Report analysis, Client meetings, Business reviews, and Internal w/ Client. These executives
accomplish project objectives by planning and evaluating project activities, working in
partnership with client management to understand the business requirements for the project,
and developing effective working relationships and ongoing management processes. The
AMs also define the deliverables, resource requirements, and develop work plans for the
project, to manage the development and delivery; they ensure the project is delivered within
the financial requirements of the contract. Finally, they estimate and plan projects from start,
and the procedures to manage the relationship and delivery of KPI's. A critical role is to
manage, monitor, and motivate the cross functional team and multiple country KPI's assigned
to the project. They must have previous experience within the contact center environment, a
minimum of a bachelor's degree and strong leadership and communications skills.

. Supervisor (Coach): Supervisors are always present in the day to day operation. They are
trained and prepared to manage any difficult or particular situation with customers, while
always looking to meet daily goals by motivating the agents.

S QA: Quality Assurance Analyst (QA) is responsible for assessing the quality of the
performance of our communicators. The QA will monitor inbound and outbound call and
emails responses to assess communicators’ demeanor, technical accuracy, customer service
performance, and conformity to company policies and procedures. This individual will assist
in developing, creating and implementing quality processes and procedures; as well as
making recommendation for enhancements to training materials as needed to enhance the

overall customer experience.

. Trainers: Prepare new sales representatives by conducting orientation to sales process;
developing individual coaching plans; providing resources and assistance; scheduling
orientation drive-along with senior representatives. They oversee developing individual
results by maintaining policy and procedure resources; providing coaching; conducting
training sessions; developing outcome improvement resources. Our trainers Improve training
effectiveness by developing new approaches and techniques; making support readily
available: integrating support with routine job functions.
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Figure 1 Proposed Program Structure

Account Manager

Sup‘e'rv"i‘s‘br' Senior Supervisor

icinc

List of Deliverables Reports

REQ # Requirement Description Frequency

80% of chats received must be responded to by an

agent in less than 30 seconds Reported Morihy

Abandon rate will be less than 5% Reported Monthly
80% of all inquiries will be resolved in the first call (*) |Reported Monthly
Overall quality of 95% (*) Reported Monthly

Acknowledgement of all provider emaill inquiries within
2 business days (*)

Resolve all provider email inquiries within 5 business
days (%)

Interval report, every 30 minutes (calls received,
answered, forecast, AHT, personnel connected every |Reported Monthly
30 minutes (*)

Operational report, summary of the operational results
sent the next day, showing accumulated daily and Reported Monthly
monthly information (*)

Reported Monthly

Reported Monthly

. In-house Command Center Team to develop reports on demand

(*) Prior to the start of the project we must establish between the parties how these indicators will
be measured — in order to comply with the above deliverables, our agents must be a 100%
empowered by PRMP and have access and the proper tools to provide the beneficiaries with the

needed assistance.
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7.8.  Attachment H: Terms and Conditions Response

This section describes the Terms and Conditions of the RFP, the PRMPs expectations of
vendors, and compliance with federal procedures.

1. Title Page

The vendor should review Attachment H: Terms and Conditions Response signing each
provided signature block using blue ink in order to note the vendor's acknowledgment and intent
of compliance. The vendor should identify any exceptions to the Terms and Conditions. If
exceptions are not noted in Attachment H: Terms and Conditions Response of the RFP but
raised during contract negotiations, PRMP reserves the right to cancel the negotiation if, at its
sole discretion, it deems that to be in the best interests of PRMP.

2. RFP Terms and Conditions

RFP Terms and Conditions consi<ns1:XMLFault xmlns:ns1="http://cxf.apache.org/bindings/xformat"><ns1:faultstring xmlns:ns1="http://cxf.apache.org/bindings/xformat">java.lang.OutOfMemoryError: Java heap space</ns1:faultstring></ns1:XMLFault>