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SIGNATURE DOCUMENT FOR
TEXAS HEALTH AND HUMAN SERVICES COMMISSION
CONTRACT No. HHS000979200012
UNDER THE
2-1-1 TEXAS INFORMATION AND REFERRAL NETWORK OPERATIONS GRANT PROGRAM

1. PURPOSE

The Health and Human Services Commission (“System Agency”) and South Plains
Association of Governments (“Grantee”) (each a “Party” and collectively the “Parties”)
enter into the following grant contract to provide funding for 2-1-1 Texas Information and
Referral Network Operations (the “Contract”).

11. LEGAL AUTHORITY

This Contract is authorized by and in compliance with the provisions of governed by
federal, state, and local laws, including, but not limited to, the following:
A.Title 45 Code of Federal Regulations (“CFR”), Part 75;
B. Title 45 CFR, Part 1321;
C. Title 45 CFR, Part 91;
D. The Uniform Grant Management Standards (“UGMS”), Governor’s Office
of Budget and Planning, June 2004; and
E. Federal Grant and Cooperative Agreement Act of 1977, now 31 U.S.C. §§
6301-6308.

JIIR DURATION

The Contract is effective on September 1, 2021 and terminates on August 31, 2023, unless
renewed, extended, or terminated pursuant to the terms and conditions of the Contract.
System Agency, at its sole discretion, may extend this Contract for any period(s) of time,
provided the Contract term, including all extensions or renewals, does not exceed five
years. Notwithstanding the limitation in the preceding sentence, System Agency, at its sole
discretion, also may extend the Contract beyond five years as necessary to ensure
continuity of service, for purposes of transition, or as otherwise determined by System
Agency to serve the best interest of the State.

IVv. BUDGET

The total amount of this Contract will not exceed $236,909.00 for state fiscal year
2022. Grantee is not required to provide matching funds. All expenditures under
the Contract will be in accordance with ATTACHMENT B — BUDGET.

Indirect Cost Rate: If an Indirect Cost Rate Letter is required but it is not issued at the
time of Contract execution, the Parties agree to amend the Contract to include the Indirect
Cost Rate Letter as ATTACHMENT J and revise ATTACHMENT B when the Indirect Cost

Rate Letter is issued.

HHSC Grant -v 2.14
Effective: February 1, 2019
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V. REPORTING REQUIREMENTS

Grantee shall satisfy all Key Performance Requirements and Contract
Deliverables as set forth in Attachment A, Sections 12 & 13, respectively.

VI. CONTRACT REPRESENTATIVES

The following will act as the representative authorized to administer activities under this
Contract on behalf of their respective Party.

System Agency Grantee

Health and Human Services Commission South Plains Association of
909 West 45" Street, Mail Code 2099 Governments

Austin, Texas 78751 1323 58th St.

Attention: Jesusita Flores Lubbock, TX 79412
Jesusita.Flores@hhs.texas.gov Attention: Tim C. Pierce

Executive Director

VII. LEGAL NOTICES

Any legal notice required under this Contract shall be deemed delivered when deposited by
the System Agency either in the United States mail, postage paid, certified, return receipt
requested; or with a common carrier, overnight, signature required, to the appropriate address

below:

System Agency Grantee

Health and Human Services Commission South Plains Association of
4900 N. Lamar Blvd; Mail Code 1100 Governments

Austin, Texas 78751 1323 58th St.

Attention: Office of Chief Counsel Lubbock, TX 79412

Attention: Tim C. Pierce
Executive Director

VIII. NOTICE REQUIREMENTS

Notice given by Grantee will be deemed effective when received by the System Agency.
Either Party may change its address for notices by providing written notice to the other Party.
All notices submitted to System Agency must:

A. include the Contract number;

B. be sent to the person(s) identified in the Contract; and,

C. comply with all terms and conditions of the Contract.

SIGNATURE PAGE FOLLOWS

HHSC Contract #HHS000979200012

Page 2 of 214
HHSC Grant - v 2.14
Effective: February 1, 2019
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SIGNATURE PAGE FOR SYSTEM AGENCY
CONTRACT No. HHS000979200012

SYSTEM AGENCY GRANTEE

Signature Signature

: Tim C. Pi
Printed Name:_ Lawayne Salter Printed Name: " C. Pierce

Executive Director

Title: Deputy Executive Commissioner Title:

Date of Execution: August 18, 2021 Date of Execution:

August 18, 2021

THE FOLLOWING ATTACHMENTS TO SYSTEM AGENCY CONTRACT NoO. HHS000979200012 ARE
INCORPORATED BY REFERENCE:

ATTACHMENT A — STATEMENT OF WORK
ATTACHMENT B — BUDGET

ATTACHMENT C — UNIFORM TERMS AND CONDITIONS — GRANT
ATTACHMENT D — CONTRACT AFFIRMATIONS

ATTACHMENT E — SPECIAL CONDITIONS

ATTACHMENT F — FEDERAL ASSURANCES AND CERTIFICATIONS
ATTACHMENT G — DATA USE AGREEMENT

ATTACHMENT H— SYSTEM AGENCY SOLICITATION NO. HHS0009792 AND ALL ADDENDA
ATTACHMENT I — GRANTEE’S SOLICITATION RESPONSE
ATTACHMENT J — INDIRECT COST RATE

ATTACHMENT K - INSURANCE CERTIFICATES

ATTACHMENTS FOLLOW

HHSC Contract #HHS000979200012
Page 3 of 214

HHSC Grant - v 2.14
Effective: February 1, 2019
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HHSC Grant - v 2.14
Effective: February 1, 2019

Cecile Erwin Young, Executive Commissioner

Contract
for
2-1-1 Texas Information and Referral Network Operations
HHSC Contract No. HHS000979200012

Attachment A — Statement of Work

HHSC Contract #HHS000979200012
Page 4 of 214
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SECTION 1: AREA INFORMATION CENTER OPERATIONS

1 OVERVIEW

The Health and Human Services Commission administers the Texas Information and Referral
Network (“HHSC/TIRN”), which is comprised of twenty-five (25) Area Information Center (“AIC”)
regions that provide general information and referral (“I1&R”) services to individuals in Texas. Each
multi-county regional AIC is responsible for collecting, providing, and updating accurate, well-
organized, and accessible information from state and local health and human services programs.

Individuals and families seeking I&R can contact their local AIC by dialing “2-1-1,” which is the
national abbreviated dialing code for free access to health and human services I&R. The short code
of 2-1-1 is an easy-to-remember and universally recognizable number that connects individuals with
appropriate community-based organizations and government agencies, with the goal of encouraging
prevention and fostering self-sufficiency.

Individuals can also access information through the TIRN Network by visiting the public website at:
https://www.211texas.org/.

In addition to providing comprehensive I&R services to all counties in their regions, AICs play an
integral role in the Governor’s Homeland Security Strategic Plan for 2020-2025 by providing
information to the public in the event of a disaster or emergency.

The 2-1-1 TIRN Network is committed to continuous improvement of the efficiency and quality of
services. In addition to providing services during normal operations and public emergency events,
AICs also participate in special initiatives and collaborative projects that serve Texas residents. The
Grantee must have demonstrated capacity to expand their programming to accommodate these types
of initiatives.

The grantee must possess and maintain the knowledge, skills, experience, and abilities necessary to
deliver contracted services, achieve contract outcomes, satisfy technical requirements, and meet all
required responsibilities. The Grantee will demonstrate the capacity to provide all of the following
AIC core functions:

A. Data Resource Management

B. Information and Referral Services
C. Disaster Preparedness and Response
D. Focused Initiatives
E

. Outreach Activities

The Grantee must meet the following requirements:

A. A physical location must be maintained in at least one of the AIC regions for which
applications are being submitted; and

B. A permanent staff person must be located in the region(s) where the Grantee does not
have a physical location.
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2 AICINFRASTRUCTURE
2.1 Physical Location and Hours of Operation

AICs must be fully operational and able to respond to inquiries 24 hours a day, seven (7) days a week,
year-round.

AICs may choose to subaward with other centers in the Texas 2-1-1 network to fulfill coverage
requirements during overnight hours, weekends, holidays, office or agency relocations, conferences,
trainings, meetings, and other periods of extended offline time; however, offline requests and any
applicable sub awarding arrangement must be submitted in writing and approved by HHSC/TIRN.

Additionally, AICs that subaward for offline coverage must ensure services provided by the sub
awarded center meet or exceed the AIC’s service level. AICs must conduct random monitoring of
recorded calls taken by the sub awarded center to verify call quality and address any issues that may
arise. Evidence of quality monitoring activities must be documented and made available to
HHSC/TIRN upon request.

2.2 TECHNICAL REQUIREMENTS

The Grantee must provide certain technical equipment and have the capacity to support some aspects
of the telecommunications activity, which allows the HHSC/TIRN to function as a system.

2.2.1 REQUIRED EQUIPMENT, MATERIALS, AND SUPPORT

The table below shows the equipment, materials, and other support to be provided by HHSC/TIRN,
as well as, the requirements of the Grantee.

HHSC/TIRN will provide: AIC must provide:
1. A Router / Voice Gateway 1. A broadband connection to the Internet with a
firewall to prevent non-trusted activity

2. Uninterruptible Power Supply 2. A dedicated electrical outlet for the
(“UPS”) to power all HHSC/TIRN- HHSC/TIRN-supplied UPS. The
supplied equipment, which is the specifications for this outlet depend on site-
only equipment allowed on the specific requirements, but could range from
HHSC/TIRN-supplied UPS National Electrical Manufacturers Association

(“NEMA”) 5-15P to NEMA L6-30

3. An Ethernet Switch (if required based 3. Category 5 (“Cat 57) or better cable

on HHSC/TIRN evaluation) connection from the demarcation point to the
HHSC/TIRN rack of gear
4. Voice-over Internet Protocol phones 4. A dedicated server room that must remain
for staff to conduct HHSC/TIRN locked at all times, be accessible only by
business select agency staff, and be used only for

server and other equipment storage

HHSC/TIRN will provide: AIC must provide:
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5. Public Switched Telephone Network 5. Adequate ventilation and cooling in the server
(“PSTN”) lines to support 2-1-1 call room
needs. The number of lines will be a) The temperature of the room must be
determined by HHSC/TIRN staff maintained between 60- and 80-

degrees Fahrenheit at all times.
b) The temperature and humidity may be
monitored remotely.

6. A patch panel for AIC stations 6. A direct employee or contracted employee to
provide network and computer administration

(“IT”) (see Section 3.1.5 Information
Technology Support Staff — Responsibilities
and Qualifications)

7. A standard rack to hold gear 7. A firewall configured to allow activity as
defined by HHSC/TIRN. The firewall must
permit e-mail from HHSC addresses and those

of HHSC/TIRN vendors
8. Sufficient bandwidth (through a 8. Phones with Ethernet wiring either directly or
Virtual Private Network [“VPN”] or through a patch panel to the HHSC/TIRN-
other means) to handle call volume and supplied router or switches (HHSC/TIRN will
other HHSC/TIRN needs not allow additional switches to extend the

reach to other phones. The exception is any
switches supplied by HHSC/TIRN for ESEC
“formerly known as Warm Centers”.)

9. Technical support for HHSC/TIRN 9. Computers with virus protection software that
equipment must be able to de-select the scanning of

network attached servers and comply with
other business requirements of HHSC/TIRN.
Browser software on the computers must
allow for pop-ups

AICs are not permitted to access/change/modify or repurpose any hardware or equipment supplied
by HHSC/TIRN unless directed to do so, in writing, by HHSC/TIRN. Additionally, wireless
connectivity to the HHSC/TIRN-supplied network, router, or switch is prohibited. At the end of the
contract term, all HHSC/TIRN issued equipment must be returned within sixty (60) business days
of expiration of contract, unless otherwise specified by HHSC/TIRN.

2.2.2 COMPUTER AND SOFTWARE REQUIREMENTS
Below are the current HHSC/TIRN-defined computer and software requirements, which AICs will

adhere to throughout the contract term. Due to the evolving nature of technology, these
requirements are subject to change by HHSC/TIRN at any time.
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Computer/Software Item

Requirements

Platform/Image Core

CPU: Minimum 2.0GHz (Recommended 3.2GHz+)
Memory: Minimum 2 GB (Recommended 4GB)

Disk Space for Desktop and Process Analytics: 10 MB for
the client installation files and 100 MB to ensure processes
run when there is no network.

Monitor: Minimum resolution: 1280 x 800
(Recommended resolution: 1280 x 1024 or higher)

Sound Card: Sound card, plus speakers and/or headphones
Video Card: Minimum 32MB RAM

Peripherals: Keyboard, Mouse, CD-ROM drive (or access
to a shared network drive)

Network 10-100 MBPS 10-BaseT LAN Card or faster

Operating System

Microsoft Windows® 7 (32-bit or 64-bit)
Microsoft Windows® 10 (32-bit or 64-bit)
Mac OS X

Browser

Microsoft Internet Explorer® 7.0

Microsoft Internet Explorer® 8.0

Microsoft Internet Explorer® 9.0

Microsoft Internet Explorer® 10.0 (only for Finesse 10.5
ESI1 or higher)

Microsoft Internet Explorer® 11.0

Firefox

Microsoft Edge

Chrome

Plug-ins

Oracle JRE 1. (Update 121 or Higher)

Allow ActiveX (filtering must be enabled for ActiveX
plug-ins)

Cookies must be enabled

Java Plug-in 1.7 7 or later

Other Software Loaded on
System/Image

Anti-Virus
Adobe Reader 6.0 or later
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Computer/Software Item | Requirements

Thin Clients and VMware e Windows 2012 64-bit Edition with Remote Desktop

Comments Session Host (RD Session Host), and with 32-bit/64-
bitCitrix XenApp 6.0

e Windows 2008 R2/R2 SP1 64-bitEdition with Remote
Desktop Session Host (RD Session Host), and with 32-
bit/64-bit Citrix XenApp 6.0

e Windows Server 2008 SP1/SP2 64-bitEdition with
Remote Desktop Session Host (RD Session Host), and
with 32-bit/64-bit Citrix XenApp 5.0

o Citrix 32-bit/64-bit XenApp 7.5/7.6 and XenDesktop 7.x

e VMware View (VDI) 5.x Supported by all desktop
applications except:
o Desktop Messaging Client if Published Application
o Strategic Planner
o Desktop Gadget
o Partially supported by DPA client

e Windows 2012 R2 Terminal Services

2.3 AIRS SITE ACCREDITATION

The Grantee must either be fully accredited by the Alliance of Information and Referral Systems
(“AIRS”). The purpose of the accreditation process is to assess the extent to which an I&R agency
complies with quality practices within the field, as defined by the 4IRS Standards and Quality
Indicators for Professional Information and Referral (AIRS Standards). I&R agencies (AICs) work
collaboratively with AIRS to ensure a strong foundation for service delivery and future development.

The Grantee must maintain their AIRS accreditation throughout the duration of the contract period.
Grantees that are in conditional accreditation status at the contract start date must achieve full
accreditation within six months (180 days).

2.4 FINANCIAL SYSTEMS

The Grantee shall have financial systems in place to maintain internal controls, ensure proper
management of federal and state funds, maximize non-federal resources, and maintain solvency.
The Grantee’s accounting and internal control systems must meet the following requirements:

A. The systems must be appropriate to the size of the organization.

B. The accounting system must consist of source documents, a chart of accounts, journals,
ledgers, and routine financial reports.

C. The accounting system must be capable of producing expenditure reports, cost center
analyses, budget formats, and automated reports as required by, and without additional
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support from, HHSC.

D. The internal controls system shall safeguard the Grantee’s assets, produce accurate
accounting data, promote efficient operations, and encourage adherence to prescribed
accounting policies and procedures.

E. Effective internal control shall involve a division of responsibility among different
employees for a sequence of related functions, clear establishment of each employee's
responsibilities and duties, and use of standards such as procurement policies, proofs,
checks, and other security measures.

3 PLAN OF OPERATIONS

The Grantee shall develop and maintain an HHSC/TIRN approved plan of operations. An initial plan
must be submitted to HHSC/TIRN within thirty (30) business days after execution of the contract.
Ongoing plan updates and changes shall be submitted to HHSC/TIRN for approval at least thirty
(30) business days before a change becomes effective.

The initial and subsequent plans of operation shall include the following:

A. Hours of operation and the setting in which the services will be provided;

B. Job titles and contact information for AIC staff and their responsibilities related to
fulfilling contractual obligations;

o

Number and job classifications of staff delivering services;

o

Qualifications and competencies of each staff member to be paid under this contract;

E. Comprehensive description of Grantee’s policies and procedures for each of the core
functions provided under this contract, including:

1. Data Resource Management (see Section 3.3 Data Resource Management)
2. Information and Referral Services (see Section 3.4.1 Information and Referral)

3. Disaster Preparedness and Response (see Section 3.4.2 Disaster Preparedness and
Response)

4. Outreach Activities (see Section 3.4.6 Qutreach Activities)

e

Comprehensive description and delivery method for services provided to customers;

G. Assurance that AIC staff meet the required qualifications outlined in Section 3.1 AIC
Staff Requirements.

3.1 AIC STAFF REQUIREMENTS

AIC staff must possess and maintain the knowledge, skills, experience, and abilities necessary to deliver
contracted services, achieve contract outcomes, satisfy technical requirements, and meet all
responsibilities, according to the current AIRS Standards. The Grantee must fill the six key staff
positions listed in the following sections. Responsibilities for each position and minimum qualifications
for these positions are described below. (Note: Staff may serve in multiple capacities, depending upon
the size of the AIC and its configuration. The staff configuration will satisfy contractual requirements.)
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3.1.1 PROGRAM DIRECTOR — RESPONSIBILITIES AND QUALIFICATIONS

The Program Director is responsible for the overall provision and coordination of information and
referral services and staff training. The individual in this position must have the following minimum
qualifications:

A. Bachelor's degree, and a minimum of three years of work experience in a related field; or
master's degree and a minimum of one year of work experience in a related field.

B. If the person being considered for this position does not have a bachelor's degree, one of
the following may be substituted to satisfy this requirement:

1. A minimum of seven (7) years of work experience in a related field; or

2. A minimum of four (4) years of call center management and/or lead experience.

3.1.2 CONTACT CENTER MANAGER — RESPONSIBILITIES AND QUALIFICATIONS

The Contact Center Manager is responsible for contact center operations, including the ability to
forecast and effectively manage contact volume, and schedule staff and training to meet service
level objectives. The Contact Center Manager is responsible for monitoring the HHSC/TIRN
contact center real-time and historical reporting data for telephony system activity, as well as
activity related to web-based chat or SMS text service, if applicable. The minimum qualifications
for this position include:

A. Bachelor's degree, and a minimum of one year of work experience in a related field; or a
master's degree.

B. If the person being considered for this position does not have a bachelor's degree, one of
the following may be substituted to satisfy this requirement:

1. A minimum of five (5) years of work experience in a related field; or

2. A minimum of two and one half (2.5) years of call center experience.

3.1.3 RESOURCE MANAGER — RESPONSIBILITIES AND QUALIFICATIONS

The Resource Manager is responsible for creating and maintaining a comprehensive database of
resources in the AIC service region in accordance with AIRS Standards. The employee in this full-
time position must hold the AIRS Certified Resource Specialist — Database Curator (“CRS- DC”)
certification. If the employee does not have this certification at the time of proposal submission,
the Grantee must provide a plan for the employee to obtain CRS-DC certification within six (6)
months of eligibility for the exam. (If the CRS-certified employee departs the program during the
contract period, the AIC must provide HHSC/TIRN a written plan that will result in a staff
member’s CRS-DC certification within six (6) months of eligibility for the exam.)

The Resource Manager must have the following minimum qualifications:
A. Bachelor’s Degree and one year of experience in a related field.

B. If the person being considered for this position does not have a bachelor's degree, one of the
following may be substituted to satisfy this requirement:
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1. A minimum of five (5) years of work experience in a related field and a High School
Diploma or General Education Development (“GED”) certificate; or

2. A minimum of two and one half (2.5) years of call center experience or social service
delivery and a High School Diploma or GED certificate. Note: In situations in which
the host agency for the AIC covers more than one AIC region, the Resource Manager
may be required to be located and serve in the region in which the AIC does not have a
physical presence.

3.1.4 INFORMATION AND REFERRAL CONTACT SPECIALIST — RESPONSIBILITIES AND
QUALIFICATIONS

I&R Contact Specialists are responsible for handling the inquiries that come into the contact center

from individuals seeking assistance. Each I&R Contact Specialist must hold an AIRS Community
Resource Specialist (“CRS”) certification. If the employee does not have this certification
at the time of contract execution, the Grantee must include a plan for the employee to obtain CRS
certification within six (6) months of eligibility for the exam. The I&R Contact Specialists must
also have the following minimum qualifications:

A. Bachelor's Degree.

B. Ifthe person being considered for this position does not have a bachelor's degree, one of the
following may be substituted to satisfy this requirement:

1. A minimum of four (4) years of work experience in a related field and a High School
Diploma or GED certificate; or

2. A minimum of two (2) years of call center experience or social service delivery and
a High School Diploma or GED certificate.

3.1.5 INFORMATION TECHNOLOGY SUPPORT STAFF — RESPONSIBILITIES AND QUALIFICATIONS

IT Support Staff are responsible for providing technical support to the Grantee organization. This
function may be provided by hired staff or the Grantee may choose to subaward for this service. In
either scenario, the IT Support Staff must have the following minimum qualifications:

A. CCNA/CCNP Voice certification - Microsoft Certified IT professional.

B. IP telephony experience, specifically with Cisco phones in a call center environment.

3.1.6 COMMUNITY OUTREACH COORDINATOR — RESPONSIBILITIES AND QUALIFICATIONS

The Community Outreach Coordinator is responsible for developing and maintaining cooperative
relationships within the designated region for the purpose of promoting and expanding 2-1-1
services. The Community Outreach Coordinator must have the following minimum qualifications:

A. Bachelor's degree, and a minimum of one year of work experience in a related field; or a
master's degree.

B. If the person being considered for this position does not have a Bachelor's degree, one of
the following may be substituted to satisfy this requirement:

1. A minimum of five (5) years of related work experience; or
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Note: In situations in which the host agency for the AIC covers more than one AIC region, the
Community Outreach Coordinator may be required to be located and serve in the region in which

2. A minimum of two and a half (2.5) years of call center experience.

the AIC does not have a physical presence.

3.1.7 EMERGENCY MANAGEMENT COORDINATOR

The Emergency Management Coordinator is responsible for serving as the primary point of contact
for HHSC/TIRN and other parties during disasters and events. The staff person designated for this

position must:

A.
B.

C.

Participate in emergency management planning, response, and recovery efforts.

Serve as the AIC’s subject matter expert on HHSC/TIRN’s AIC Emergency Management
Protocols.

Develop and maintain professional relationships with local Offices of Emergency
Management (“OEM”), local public health entities, Disaster District Coordinators,
Voluntary Organizations Active in Disasters (“VOAD?”), and the Red Cross.

3.2 AIC STAFFING PLAN

The Grantee must submit an AIC Staffing Plan that demonstrates sufficient capacity to fulfill contract
and performance requirements. A final Staffing Plan shall be submitted to HHSC/TIRN thirty (30)
calendar days after contract execution (or date specified by HHSC/TIRN), and thirty (30) business days
prior to the end of each operational year. Ongoing Staffing Plan updates and changes shall be submitted
to HHSC/TIRN for approval at least fourteen (14) calendar days before a change becomes effective

(see next section).

The Staffing Plan must be submitted that:

A.

Identifies key personnel and the percentage of time each staff person will commit to this
contract. (If 100% of a staff person’s time will be dedicated to the contract, they would not
be permitted to manage, oversee, or participate in other projects, contracts, etc.)

Defines the required qualifications, skills, and duties of each staff position, including the
required positions defined in Section 3.1 AIC Staff Requirements.

Indicates if a position is full- or part-time.
Demonstrates sufficient AIC staffing to support the service area and contact volumes.

Indicates which positions will be filled by paid employees and which will be filled by
trained volunteers (i.e., during disasters and emergency events when call volumes increase
substantially).

Includes a process for requesting approval from HHSC/TIRN to augment staffing during
disasters or events when the AIC may need to enlist the assistance of trained volunteers to
manage increased call volumes.

Includes an up-to-date organizational chart showing the lines of reporting.
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To establish strong accountability controls, the Grantee must propose and provide ongoing reporting
of organizational structure and identification of key personnel, including résumes and references for
HHSC/TIRN approval.

3.2.1 AIRS CERTIFICATION FOR AIC STAFF

At least 51% of AIC staff must be eligible for the required AIRS CRS certification by the contract
start date. The AIRS Certification Program is based on established standards for the I&R field and
takes into consideration the knowledge, skills, attitudes, and work-related behaviors needed by I&R
staff to provide quality services. Eligibility for the AIRS certification is based on an individual’s
I&R and other relevant experience, as well as their educational background. Initial certification is
based on the job duties the individual actually performs and/or directly supervises.

3.2.2 POST-AWARD STAFFING

After contract award, the Grantee must report any organizational changes that result in a restructure
of the organization or redirection of required key personnel to perform functions other than the
responsibilities of their current position, either temporarily or permanently.

Throughout the contract period, the Grantee must:

A.

Maintain a core staff sufficient for successful fulfillment of contract and performance
requirements with experience in the functional areas in which they work (see Section
3.1 AIC Staff Requirements).

Allocate key personnel and their percentage of time to this contract, which must be
approved by HHSC.

Submit notification to HHSC in writing within fourteen (14) calendar days that a key
personnel vacancy will occur for any reason or prior to making any changes in key
personnel other than changes due to resignation, death, or military recall. Notification
must include a plan to recruit key personnel.

Submit an initial organizational chart within thirty (30) calendar days after contract
execution or date specified by HHSC, including the names and positions of all
personnel assigned to this contract. The organizational chart must designate key
personnel.

Submit an updated organizational chart as changes in personnel occur or as specified
by HHSC.

Submit notification to HHSC in writing within ten (10) calendar days whenever key
personnel are temporarily redirected to perform functions other than the
responsibilities of their current position.

Ensure appropriate AIC staff are available to meet with HHSC and that access to
those staff by HHSC is not restricted.

3.2.3 STAFF AND VOLUNTEER PERSONNEL FILES
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The Grantee must create and maintain a personnel file for each AIC staff person and volunteer
that includes:

A. An up-to-date job description outlining responsibilities, essential job functions, and
lines of accountability;

B. Training documentation; and

C. Standardized observation and performance appraisal forms. Staff evaluations will
address specific responsibilities, roles, and job functions outlined in the individuals’
job descriptions and will be conducted, at a minimum, on an annual basis.

3.3 DATA RESOURCE MANAGEMENT

The AIC’s regional records within the statewide database are the primary source of information
regarding governmental and social service programs available to the community. AICs are responsible
for collecting, updating, and managing information specific to their regions in the HHSC/TIRN-
administered statewide database.

3.3.1 DATA QUALITY STANDARDS AND POLICIES

To ensure the dissemination of accurate and comprehensive information regarding the
governmental and social services resources are available to residents of Texas, AICs are required to
adhere to protocols prescribed by HHSC/TIRN when determining if an entity should be included in
the database and in formatting their information. AICs will use the following guidance materials
when completing this function:

A. The 2-1-1 Texas Information and Referral Network Database Inclusion/Exclusion Criteria
policy was established by HHSC to provide guidelines for determining which service organizations
can be listed in the statewide resource database.

B. The most current version of the HHSC/TIRN Data Quality and Style Guide standards must be
used when formatting, writing, and indexing database records.

C. AICs must use the AIRS taxonomy standards to properly index their region’s resource records in
the database. Taxonomies are used to index and retrieve information about a particular subject
inasystematic, unambiguous way. (Note: There are some instances in which the AIRS taxonomy
standards for indexing records conflict with guidance in the HHSC/TIRN Data Quality and
Style Guide standards. These instances are documented in the HHSC/TIRN Data Quality and
Style Guide, which should be followed.)

3.3.2 DATA QUALITY INITIATIVES

HHSC/TIRN engages in continuous improvement activities to ensure information contained in the
statewide database is accurate and complete. On a regular basis, HHSC/TIRN staff review resource
records to determine if there is missing or invalid information. If any issues are identified,
HHSC/TIRN will notify the AIC and request the necessary corrections. AICs must respond to these
requests and complete all data quality initiatives in the timeframe established by HHSC/TIRN.
HHSC/TIRN will conduct follow-up audits to ensure all corrections were made. The goal is for
AICs to achieve a passing rate of 100 percent.
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3.3.3 ANNUAL FORMAL REVIEWS

On an annual basis, AICs must conduct formal reviews of all active agencies in their region. AICs
must have a documented process to evaluate resource records to ensure they are consistent and
adhere to style guide requirements. The timing of these reviews should be based on the date of the
last formal review to ensure compliance with the required timeframe. This enables AICs to perform
this function throughout the year, rather than for one month. HHSC/TIRN requires formal reviews
to be completed within a 13-month timeframe.

Formal reviews must be documented in writing to capture the AIC’s attempts and methods used to
contact the agencies, as well as the outcomes of communications with agency representatives.
Documentation should also track the response rate of the agency being reviewed and contact
methods used (e.g., telephone, email, fax, site visit, etc.). The AIC’s formal review process must
also include criteria for removing an agency from the database when information cannot be verified.
Formal review documentation must be retained in accordance with contract retention requirements
and provided to HHSC/TIRN via email upon request. HHSC/TIRN will conduct database audits to
verify this requirement has been met. Contractor must conduct formal reviews of 100% of the active
agencies within a 13-month timeframe.

3.3.3.1 ANNUAL SURVEY OF ACTIVE AGENCIES

Upon direction from HHSC/TIRN, AICs shall conduct an annual survey of agencies within the
contracted region using a template provided by HHSC/TIRN. The survey will measure each
agency’s level of satisfaction with record accuracy, as well as their assessment of any
interactions they may have had with the AIC’s Resource Specialists and/or Managers. The
survey will also measure the agency’s familiarity with and opinion of the online resource
database. The AIC may complete this survey as part of the annual formal review process or as
a separate activity. The AIC must meet a 100% compliance rate for survey distribution.

3.3.3.2 UPDATING OF RESOURCE RECORDS

AICs must update resource records when information changes or when it is determined that a
record must be deactivated (i.e., when services are no longer available or when the agency no
longer meets criteria in the HHSC/TIRN inclusion/exclusion policy). The AIC must have a
process for documenting updates and reasons for deactivations. To ensure this requirement is
being met, HHSC/TIRN will conduct database audits and request sample email communications
with agency representatives.

3.4 2-1-1 SERVICE DELIVERY

AICs must be fully operational and able to respond to inquiries twenty-four (24) hours a day, seven (7)
days a week. Services must be provided by trained I&R Contact Specialists who meet the staffing
requirements set forth in Section 3.1 AIC Staff Requirements. AICs must provide customers accurate
and comprehensive information in an unbiased, non-judgmental, and culturally sensitive way to address
their needs and optimize customer choice. If applicable (e.g. in the event of a special project or focused
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iitiative), customers in need will be transferred to an entry point for specialized customer intake and/or
assessment.

Equally important, I&R services must be accessible to customers with special needs and those for whom
English is not their first language. HHSC/TIRN ensures AICs have access to telephony-based
iterpreter services.

Additionally, the AIC must have policies and procedures in place for:

A. Ensuring the confidentiality and security of all customer information, and responding to
possible breaches of this information;

B. Professionally and respectfully responding to challenging or offensive customer behavior; and

C. Resolving complaints from customers and community service agencies.

HHSC/TIRN continually assesses additional methods to engage customers in need of 2-1-1 services
and may direct AICs to implement new services during the contract period. Possible features that may be
implemented in the future include:

A. Multi-channel information and referral services, including web chat and one-way and/or two-
way texting. AICs would be required to adhere to appropriate HHSC/TIRN guidelines and
performance expectations. AICs would be required to enroll clients into communication

modalities (e.g., one-way text messaging, two-way text messaging, and/or smart phone
applications) if directed to do so by HHSC/TIRN.

B. Electronic referral (“e-referral”) as a future method of delivering I&R services for 2-1-1 users.
Once e-referral is established as a means for providing I&R services, the AIC must adhere to
appropriate HHSC guidelines for processing e-referrals, including provisions outlined in the

Attachment G, Data Use Agreement

Regardless of the method by which services are provided, the elements of quality I&R services are the
same.

3.4.1 INFORMATION AND REFERRAL

I&R Contact Specialists must adhere to AIRS Standards for Service Delivery when providing
required services. This process involves specific steps, which are expanded upon in the AIRS
Standards and mvolve:

A. Greeting the customer and establishing and maintaining a rapport with them throughout
the interaction;

B. Using active listening and effective questioning skills to assess, clarify, and prioritize the
customer’s needs;

0

Providing the requested information and/or appropriate resources;

D. Making referrals to organizations that can assist the customer with their identified needs,
ensuring the customer is aware of anything about the organizations that may be helpful in
making an informed choice;
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E. Assisting the customer in identifying alternative solutions when the requested services
are not available in the area; and

F. Documenting the reason for the call (i.e., customer needs and challenges) and the actions
taken by the I&R Contact Specialist (e.g., assessment, provision of information and/or
referral, crisis intervention, advocacy efforts, etc.).

G. Conducting follow-up contacts with vulnerable populations and to assess customer
satisfaction/quality assurance.

In addition, all I&R Contact Specialists must be fully trained on the AIC’s Crisis Call protocol and
how to respond to such situations.

3.4.1.1 CUSTOMER ADVOCACY

In certain situations, it may be necessary for I&R Contact Specialists to take additional steps to
help customers obtain the services they need (i.e., making additional calls or other actions on
behalf of the customer). AICs must establish a policy that explains when it is allowable for &R
Contact Specialists to conduct this type of advocacy assistance and when it would be necessary
to involve supervisory staff. The policy must also address customer authorization and
confidentiality issues. (More in-depth information on this requirement can be found in the A7RS
Standards and Quality Indicators for Professional Information and Referral.)

3.4.1.2 CRISIS INTERVENTION

AICs must develop policies and protocol for assisting customers who are in crisis. I&R Contact
Specialists must be trained to implement crisis protocol when a customer is at risk or in urgent
need of intervention assistance. This includes the ability to recognize potentially concerning
situations and assess the level of risk or endangerment. Examples of such situations include:

A. Threats of suicide or homicide

B. Any form of adult and/or child abuse or assault (i.e., physical, sexual, severe neglect)
C. Mental health emergencies
D

. Other endangerment circumstances

The AIC’s crisis protocol must include procedures for:
A. De-escalating and stabilizing the customer;
B. Assessing the situation and determining next steps;

C. Involving other emergency services, when warranted (e.g., 911, formal crisis
intervention centers, etc.);

D. Documenting the interaction with the customer;

E. Training, mentoring, and monitoring I&R Contact Specialists in crisis management
and applicable state legislation regarding mandatory reporting procedures.
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More in-depth information on this requirement can be found in the AIRS Standards and Quality
Indicators for Professional Information and Referral.

3.4.1.3 CUSTOMER SERVICE AND FOLLOW-UP FOR CONTACTS

AICs must establish policies and procedures for conducting follow-up contacts with
customers. Follow-up contacts may include those driven by the individual customer, such as
those whose safety is at risk, whose basic needs are not being met, or who may be vulnerable
and need additional assistance accessing services. Other follow-up contacts may be conducted
as part of program evaluation efforts to assess outcomes of I&R services. Follow- up contacts
should be conducted with the permission of the customer one to three days after the customer’s
initial contact with the I&R Contact Specialist. The I&R Contact Specialist will document the
follow-up call in a standard questionnaire provided by HHSC/TIRN.

In addition, customer satisfaction/quality assurance follow-up contacts must also be conducted
as part of the AIC’s effort to improve overall service delivery. These types of follow-up
contacts help the AIC determine the extent to which the referral information was helpful in
addressing the customer’s needs and/or if the information provided has any inaccuracies that
must be updated in the database. AICs should also be able to evaluate the effectiveness of
existing community service providers and identify areas where service gaps exist. (This can
also be determined by evaluating “unmet need” data collected in contact documentation.)

AICs will report the outcomes of these follow-up contacts in their quarterly reports to
HHSC/TIRN.

3.4.1.4 CONTACT DOCUMENTATION

I&R Contact Specialists are required to collect and record data for all customer contacts. At a
minimum, AICs must document and track the following demographic information for each
customer:

A. Zip code
City and county of residence
Age (if customer is willing to provide this information)

Gender (if customer is willing to provide this information)

m o aw

Military status (if customer is willing to provide this information)

In addition, AICs must document the following information regarding the contact itself:
A. Contact Type, including:

1. Information Only

2. Assessment and Referral

3. Assessment without Referral
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4. Crisis Intervention
5. Customer Advocacy

B. Presenting need(s)

a

Organizations to which referrals were provided

D. Whether or not the customer’s need was met. If the need was not met, a reason code must
be provided as to why the need was not met (e.g., Client ineligible, Service Does Not Exist,
etc.).

E. Other required data as specified by HHSC/TIRN.

Note: HHSC/TIRN may add/change/delete contact documentation requirements at any time
and AICs must implement the changes accordingly.

3.4.1.5 SERVICE LEVEL TARGETS

Service levels are a measure of an AIC’s capacity to answer a percentage of total call volume
within a predetermined time threshold. They demonstrate how accessible the AIC is to
customers and indicate to management how many I&R Contact Specialists are needed to
provide efficient service. Below are the required service level targets set by HHSC/TIRN.

In regions where the monthly call volume is 10,000 calls or less, the AIC must:
A. Answer 80% of incoming calls within 60 seconds or less;
B. Have an abandoned call rate of 10% or less; and
C. Have a Rolled-Over/Not Answered (“RONA”) call rate of 1% or less.

In regions where the monthly call volume exceeds 10,000 calls, the AIC must:

A. During Year 1 of the contract term, answer 75% of incoming calls within 60 seconds
or less;

B. During Year 2 of the contract term, answer 80% of incoming calls within 60 seconds
or less;

C. Have an abandoned call rate of 10% or less for both years; and
D. Have a RONA call rate of 1% or less for both years.

3.4.2 DISASTER PREPAREDNESS AND RESPONSE

AICs must have policies and procedures in place to enable it to respond to disasters or events that
affect the AIC region and/or other areas of the state. HHSC/TIRN defines a disaster or event as “any
unplanned occurrence that has the potential to result in, or may have already resulted in, property
damage, deaths, and/or injuries to a community (e.g., natural disaster, pandemic).” During such
occurrences, it is expected that call volume may increase in the affected geographic area, as well
as in other areas of the state. AICs must be ready to respond in a short period of time and effectively
coordinate with local and state emergency management organizations.
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All AICs are responsible for monitoring, researching, and determining the details and scope of any
disasters/events that affect their regions. This information must be promptly provided to
HHSC/TIRN and the entire 2-1-1 network, as described and required in the AIC Emergency
Management Protocols. Additionally, AICs are expected to support the entire network during
disasters/events, whether or not there is a direct impact to their area.

AICs shall adhere to the processes set forth in the AIC Emergency Management Protocols and
must participate in emergency management planning, response and recovery, as directed by
HHSC/TIRN. Training and support on the protocols is provided by HHSC/TIRN and accessible
through the TIRN Learning Management System.

34.2.1 EMERGENCY OPERATIONS, ESCALATION OF SERVICES, AND BUSINESS CONTINUITY
PLAN

The Grantee must develop and submit an Emergency Operations, Escalation of Services, and
Business Continuity Plan that describes the AIC’s processes for emergency preparation and
response, including instances when AIC operations are directly impacted by a disaster or other
event that has the potential to disrupt services and increases contact volume beyond staff capacity
and jeopardizes performance requirements. It is critical the plan provides steps the AIC will
take to ensure uninterrupted service delivery to customers and detail how the Contractor will
increase its capacity for service delivery both during and following its normal operating hours.
The initial Emergency Operations, Escalation of Services, and Business Continuity Plan is due
within forty-five (45) calendar days after contract execution or by the date specified by the System
Agency. Once approved, the plan must be updated annually and submitted to HHSC/TIRN
within thirty (30) calendar days prior to the end of each state fiscal year.

The plan must address the following:

A. The process by which the AIC will increase capacity for service delivery during and
after a disaster/event to meet the needs of the community. This section must include
procedures for:

1. Adding staff resources to handle an increase in the number of inbound calls and
contacts (e.g., web-based chat sessions and/or text messages) during and beyond
normal operating hours.

2. Expanding the resource management function to collect, update, manage, and
disseminate timely, complete, and accurate emergency management-related I&R
sources in adherence with the AIC Data Quality and Style Guide, the AIC
Emergency Management Protocols, and as further directed by HHSC/TIRN.

3. Ensuring Emergency Management Coordinators, Emergency Management
Coordinator back-ups, and Resource Managers have 24-hour access to email and
phone communications.

B. The procedure for informing HHSC within one (1) day of an unplanned disaster/event
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that affects the performance of operations, and a timeframe for initiating the AIC’s
Emergency Operations and Business Continuity Plan.

C. A risk assessment of potential issues that may realistically occur during operations,
including but not limited to instances such as power/internet outages, fires, floods,
severe weather events, medical emergencies, pandemics, bomb threats, radiological
threats, workplace violence, etc.

D. An outline of courses of action to address and resolve the anticipated problems.

E. A description of the Grantee’s approach to identifying a disaster recovery site location,
which must include the location of the disaster recovery site and the proximity to the
Grantee’s central site.

F. A description of backup and recovery procedures that specify timeframes for restoring
service and whether the service restored is full or partial.

G. A contingency plan addressing interruption to the established plan of operations and
outlining communication processes, short- and/or long-term resolutions, action steps,
and response time frames.

H. A description of the documentation and tracking instruments that will allow
HHSC/TIRN to determine if performance measures are met.

I. A proposed reporting mechanism specific to disaster recovery and contingency
operations.

3.4.2.2 DISASTER TRAINING AND PREPAREDNESS ACTIVITIES

The AIC must ensure all staff have a working knowledge of the AIC Emergency Management
Protocols and are able to respond appropriately when a disaster/event occurs. They should
understand how the emergency command and control structure is set up in their region and at
the state and federal levels.

Program Directors, Emergency Management Coordinators, Contact Center Managers, and
Resource Managers must complete the following National Incident Management System
(“NIMS”) / Incident Command System (“ICS”) training courses within the first 90 business
days of employment and provide copies of certificates to HHSC/TIRN.

A. IS-700 — this training provides an overview of NIMS, including key concepts and
principles, resource management, ICS organizational structures, communication
standards and formats, interconnectivity of disaster agencies, and emergency
operations functions.

B. ICS-100 — this training covers the principles and basic structure of ICS, its functional
areas, staff roles, and the relationship between ICS and NIMS.
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Additionally, Emergency Management Coordinators must be trained in resource management
to ensure adequate back-up for the Resource Manager, and accurate emergency resource
information.

On an annual basis, the AIC must conduct internal drills to assess staff preparedness for
handling an actual disaster/event. These drills must test the following:

A. The accuracy of key personnel contact information and call tree structure;
B. The extent to which the AIC is prepared to take calls in a crisis situation; and

C. The extent to which AIC staff are trained in disaster/event procedures, in accordance
with the AIC Emergency Management Protocols.

3.4.2.3 INCIDENT REPORTS

If the AIC experiences a system outage interrupting service due to any cause (e.g. Internet
failure or power outage), it must notify HHSC/TIRN within thirty (30) minutes and provide at
least twice daily updates and at a change of circumstance to HHSC/TIRN until the identified
incident is resolved. If system outage last two (2) hours or more, the AIC must submit an
incident report in the prescribed format below and include the following information:

Details of the outage/incident;

When and how the outage/incident was discovered;

Impacts to operations, systems, and/or staff;

Root cause of the outage/incident, including verifying documentation from the
provider responsible for the outage;

Detailed corrective measures taken by the AIC to mitigate the problem and long-
term corrective actions to detect and prevent future incidents, including
identification of alternative providers of the failed service, if feasible and/or
available.

oOwp

=

3.4.3 FOCUSED INITIATIVES MANDATED BY HHSC/TIRN
HHSC/TIRN will require AICs to participate in focused initiatives to enhance I&R services.
3.4.3.1 CHILD CARE I&R SERVICES

AICs receive funding to provide and promote quality childcare I&R services. AICs are given
access to external databases to assist them in providing the following services:

A. Information on and referrals to childcare providers that will meet the customers’
needs with regard to location, age requirements, types of programs provided, etc.;
and

B. Referrals to Head Start and Early Head Start programs and services.

AICs must include listings in their databases regarding information on Texas Workforce
Commission childcare subsidies available through the regional Workforce Solutions offices.
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These listings must be included according to HHSC/TIRN style guidelines and other specific
direction (e.g., use of a template, specific taxonomy indexing).

In addition, staff must be trained on the purpose and function of Child Care I&R Services and
use of the external databases. AICs must submit reports as requested and/or required by
HHSC/TIRN.

3.4.3.2 SUMMER MEALS PROGRAM

AICs will respond to information and referral calls in reference to the Texas Department of
Agriculture (“TDA”) Summer Food Program received in their region as well as submit data
reports as required by HHSC for the duration of the project or as directed by HHSC/TIRN.

3.4.3.3 VETCONNECT

AICs that have been identified by HHSC/TIRN will respond to calls from service members
(active; veterans and/or retired) and their family members seeking assistance and provide
military-specific referrals and/or other resources requested and/or deemed appropriate.
Additionally, the participating AICs shall submit data reports as required by HHSC/TIRN for
the duration of the project or as directed.

3.4.4 FOCUSED INITIATIVES NOT MANDATED BY HHSC/TIRN

HHSC/TIRN may require AICs to participate in other appropriate federal, state, and/or local
programs to fulfill special I&R needs, such as specialized client intake, resource data sharing, and
other information and assistance. AICs are required to implement these initiatives with support from
HHSC/TIRN and comply with reporting requirements. Additionally, HHSC/TIRN reserves the
right to add other initiatives during the contract period via amendment.

HHSC/TIRN may also require and/or invite AICs to participate in focused initiatives to enhance
1&R services such as,

3.4.4.1 TEXAS BALANCE OF STATE CONTINUUM OF CARE

AICs that fall within the Texas Balance of State Continuum of Care coverage area, or if any
of the AIC counties fall within the Region, (available at: https://www.thn.org/texas- balance-
state-continuum-care/) may also receive funding to provide specialized intake for customers
experiencing a housing crisis. To effectively provide this service, these AICs may be asked
to identify and recruit potential coordinated entry sites such homeless shelters, churches,
community clinics, or other facilities where individuals at risk of homelessness visit.
Resource Managers must provide comprehensive, up-to-date, and accurate basic needs
resource records for inclusion in the Homeless Management Information System managed
by the Texas Balance of State Continuum of Care. If necessary and appropriate, customers
in need will be transferred to the designated entry point where they will receive specialized
customer intake and/or assessment. Engagement in this project is contingent upon available
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funding and may require up to a 25 percent match contribution. AICs must submit reports as
requested and/or required by HHSC/TIRN.

3.4.4.2 KINSHIP NAVIGATION

A growing number of children are living with and being raised by their grandparents or other
relative caregivers as a preferred alternative to foster care. Relative caregivers often face
challenges obtaining accurate information on the services and benefits available to them and
the children they are raising. AICs support these caregivers through the Kinship Navigation
initiative, which helps connect them to the resources available in their communities.
HHSC/TIRN will provide guidance to AICs for program implementation, which may include
the following activities:

A. Provide enhanced navigation assistance, expanded data capture, and targeted follow-up
to inquiries from kinship caregivers;

B. Identify kinship caregivers proactively, as relevant and according to HHSC/TIRN
instruction, protocol, and/or policy;

C. Ask customers that meet certain demographic criteria additional questions (beyond
standard I&R), record and document responses, and provide outbound survey links;

D. Offer all kinship caregivers a follow-up contact that includes a call and/or automated
follow-up survey(s);

E. Conduct specialized customer intake and/or assessment and send the call intake form to a
partner organization(s), as appropriate;

F. Conduct additional follow-up/navigation assistance as needed and/or until the kinship
caregiver responses have been completed; and

G. Provide comprehensive, up-to-date, and accurate kinship caregiving resource records,
including any supplementary fields added as a part of this project.

AICs must submit reports as requested and/or required by HHSC/TIRN. Additionally, HHSC/TIRN
reserves the right to add other initiatives during the contract period.

3.4.5 SPECIAL PROJECTS

AICs will participate in local special projects as directed by HHSC/TIRN to enhance I&R services
within the designated service area/region. AICs must maintain and provide call center staffing that
is flexible and responsive to the needs of Special Projects that may be assigned during the contract
period. Special Projects are initiated locally and usually involve some level of staff training, use
resource information not generally available to the region, and/or impact call volume. These projects
may be financially supported by a partner organization of the Grantee or they may be unfunded.

AICs must submit a Special Project Application to obtain authorization from HHSC/TIRN. If
approved, HHSC/TIRN will issue a contract amendment that must be executed prior to the AIC
engaging in any Special Projects and/or external partnership(s) that may have impact to service
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delivery, call handle time, and/or require HHSC/TIRN resources (e.g., telephony platform, phones,
phone lines and/or technological support team/services).

3.4.6 OUTREACH ACTIVITIES

Community outreach and education is important to ensuring the public, local partners, and other
stakeholders are aware of 2-1-1 TIRN services and how they benefit the community.

3.4.6.1 OUTREACH PROJECT WORK PLAN

The Grantee must submit an Outreach Project Work Plan that includes at least ten (10) outreach
events the AIC will conduct/participate in during the contract period to promote and educate
the public about 2-1-1 TIRN services. The plan must include a description of the various
activities the AIC will conduct, which may include public presentations to prospective
customers, community education events, use of social media to publicize services, running
tables at community health/job fairs, and other applicable activities. A variety of outreach
strategies should be used to meet the needs of the population in the region, with particular focus
on reaching people who have difficulty accessing services due to disabilities, homelessness,
language barriers, and other barriers.

In addition, AICs may develop brochures and other media for distribution in their regions. AICs
are required to request approval of all outreach items before costs can be incurred.

Grantee must maintain records of the outreach activities conducted and report specific data
elements on their quarterly reports (see Section 5.1 AIC Quarterly Performance Reports).

3.4.7 AIC STAFF TRAINING

AICs are responsible for providing training to new and existing staff related to the provision of
information and referral services, database management, and the use of HHSC/TIRN mandated
guidelines and reference materials, as appropriate for their respective roles. In addition to training
on their daily functions, all staff must receive training on the AIC Emergency Management
Protocols.

HHSC/TIRN will monitor training reports, AIC staff participation and certificate achievements in
the TIRN Learning Management System, and attendance sheets to verify training requirements are
being met.

3.4.7.1 ADDITIONAL TRAINING REQUIREMENTS — I&R CONTACT SPECIALISTS

An integral part of the training process for I&R Contact Specialists is the provision of
mentoring, coaching, and monitoring to ensure the delivery of quality services. In addition to
having the necessary skills to provide information and referrals, I&R Contact Specialists must
also be trained to use the HHSC/TIRN Cerisis Protocol. Initial training can be taken through the
TIRN Learning Management System; however, supervisors of I&R Contact Specialists must
also provide more intensive learning opportunities through mentoring and coaching.
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HHSC/TIRN provides AICs a Quality Standards and Definitions Guide to assist them in this
process.

I&R Contact Specialists may also receive training on the various projects under Focused
Initiatives (see Section 3.4.3 Focused Initiatives Mandated by HHSC/TIRN) to ensure they
have the proper knowledge and skills to effectively implement those activities.

3.4.7.2 STAFF TRAINING PLAN

The Grantee will develop and submit a plan for ensuring training and continuing education
opportunities for AIC staff that will lead to expanded professional capacity and in-depth
expertise. At a minimum, the plan should address the job-related knowledge and competencies
required to achieve organizational goals and objectives, as well as the specific requirements set
forth herein.

3.4.7.3 ADDITIONAL TRAINING REQUIREMENTS

The Grantee shall participate in additional trainings as deemed necessary by HHSC. Content
may be related to new projects, initiatives, performance measures, or additional quality
improvement activities.

3.4.7 CULTURAL COMPETENCE

The Grantee will develop and maintain a cultural competence plan for equitably serving all
individuals. The plan must be submitted and address how the Grantee will:

A. Meet the needs of individuals of various cultures, races, ethnic backgrounds, and religions who
reside in the local area;

B. Tailor services based on the intellectual functioning, literacy, level of education, and
comprehension ability of each individual in order to ensure all information is presented in a way
that meets their needs;

C. Provide services in the individual’s primary language, whether provided directly by the Grantee
or through telephony-related interpreter services made available by HHSC/TIRN; and

D. Ensure services are provided to all individuals in a manner that recognizes and affirms their
worth and protects and preserves their dignity.

The Cultural Competence Plan is due within 45 calendar days after contract execution, or by the
date specified by the System Agency. The Annual Cultural Competency Plan is due within 30

calendar days prior to the end of each federal fiscal year.

QUALITY ASSURANCE AND MONITORING
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The Grantee must submit a Quality Assurance Plan that documents the processes for monitoring the
quality of services provided by I&R staff, as well as the integrity of database resource listings. The plan
must also include the process by which individuals seeking assistance from the AIC can provide
feedback about the services they received. While some of this information can be collected during
customer satisfaction/quality assurance follow-up contacts conducted by the AIC, there must also be a
process for tracking customer-initiated feedback and any complaints reported.

The Quality Assurance Plan is a dynamic plan subject to reviews and updates frequently by the Grantee
and System Agency. It must also be available to authorized System Agency staff at all times. The
Grantee must provide the Quality Assurance Plan during the following deliverable periods:
A. Submit an initial Quality Management Plan, 45 calendar days prior to the scheduled operational
start date, or as directed by System Agency;
B. Submit an Annual Quality Management Plan 45 calendar days prior to the end of each
operational year of the contract; and

C. Submit a monthly Quality Management Report, in a form acceptable to System Agency within
15 business days following the end of the report month.

4.1 QUALITY ASSURANCE PLAN
The Quality Assurance Plan must include the following elements:

A. The sampling and review process supervisors will use to periodically assess the overall quality of
I&R services provided by all Resource Managers and I&R Contact Specialists, including database
audits, recorded and active calls, and written transcriptions of web chat and text inquiries (if
applicable).

B. A description of the mentoring/coaching process to be used with Resource Managers and I&R
Contact Specialists, and how remediation plans will be developed to address identified performance
issues.

C. A monitoring schedule for the contract period.

D. The process for enabling customer feedback about 2-1-1 services (see Section 4.2 Customer
Feedback/Complaint Tracking for additional detail).

HHSC/TIRN provides AICs tools and written guidance for monitoring I&R services; however, at any
time during the contract period HHSC/TIRN may prescribe additional methods for ensuring quality
services, which must be implemented by the AIC. Monitoring must be conducted by a relevant
supervisor (e.g., Director, Contact Center Manager, Lead I&R Contact Specialist), and an average
quality assessment score of 80% or more must be met for interactions (including calls, web-based chat
sessions, and text messaging) sampled during the reporting period.

4.2 CUSTOMER FEEDBACK/COMPLAINT TRACKING
As part of the Quality Assurance Plan, the Grantee must explain the process by which individuals

seeking assistance from the AIC can provide feedback about the services they received. This part of
the plan must address:
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A. The method used to document and track client feedback;

B. The process for identifying and communicating to HHSC/TIRN any unmet customer needs so the
AIC can work in collaboration with HHSC/TIRN to address them; and

C. The procedure for notifying HHSC/TIRN within 10 business days of any complaint against the AIC
or any AIC staff. The notification must include the following:

1.

2.

9.

Contact name and other identifying information;
Date contact received;
Method of receipt (fax, phone, email, etc.);

Reason for contact (in line with standard definitions developed by Health and Human Services
Office of the Ombudsmen);

Details to isolate potential trends such as location or particular service;
Resolution actions;

Date of resolution (if the complaint is not resolved within 10 business days, the Grantee must
notify HHSC of the resolution upon the final communication with the client);

Determination of whether complaints are substantiated or not; and

Record of final communication with the customer, including date and method.

If, after a good faith effort by the AIC to resolve the complaint, the complaint has not been resolved to
the customer’s satisfaction, the AIC must provide the customer the following contact information for
the HHSC Office of Ombudsman:
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Health and Human Services Commission Office of the Ombudsman
MC H-700
P.O. Box 13247
Austin, Texas 78711-3247

Phone: 1-877-787-8999

Relay Texas for individuals with a hearing or speech disability: 7-1-1 or 1-
800-735-2989

Fax: 1-888-780-8099

Website Address: https://hhs.texas.cov/about-hhs/vour-
richts/hhs-office- ombudsman

HHSC/TIRN reserves the right to change the customer feedback process and may require any feedback
to be directed to HHSC/TIRN staff in addition to the AIC.

5 KEY PERFORMANCE REQUIREMENTS AND DELIVERABLES

The Grantee shall ensure services are provided at or above the level established in Section 12, Key
Performance Requirements Rs), and that all required deliverables and reports are submitted in
accordance with Section 13. Deliverables. The Grantee shall provide a point of contact (GRANTEE

Contact) that can address questions or concerns regarding Section 12. Kev Performance

Requirements R5s).

5.1 AIC QUARTERLY PERFORMANCE REPORTS

On a quarterly basis, the Grantee will submit to HHSC/TIRN the AIC Quarterly Performance Report
to cover the periods shown below. The QPR shall include data for each month reflected in the quarter.
The reports will be due on the twentieth (20) day of the month following the quarter for which the report
is due, unless the 20™ day falls on a weekend or State holiday, then it is due the following business day.
AICs may choose to subaward with other centers in the Texas 2-1-1 network to fulfill coverage
requirements during overnight hours, weekends, holidays, office or agency relocations, conferences,
trainings, meetings, and other periods of extended offline time; however, offline requests and any
applicable subawarding arrangement must be submitted in writing and approved by HHSC/TIRN.

Quarter Months Included in Quarter Report Due Date
1 September 1 through November 30 December 20
2 December 1 through February 28/29 March 20®
3 March 1 through May 31 June 20%
4 June 1 through August 31 September 20
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5.1.1 REQUIRED DATA ELEMENTS

A high-level summary of the data elements to be reported in the AIC Quarterly Performance Report
are included in the table below. (Note: The Grantee shall track other data and reporting elements to
be determined by HHSC/TIRN and will report on progress and services related to additional
mitiatives introduced during the contract period.)

Performance Category Data Elements to be Reported

AIC Interactions Number and percentage of calls answered by a staff person
within 60 seconds or less.

Number and percentage of abandoned calls.

Number and percentage of calls Rolled-Over/Not Answered
(RONA).

Number of follow-up contacts scheduled (for each unique
caller).

Number of scheduled follow-up contacts completed.

Attrition rate of follow-up contacts (total completed/total
scheduled).

Number of Text Messaging Sessions
Number of Web-Based Chat Sessions

Percent of total estimated web-based chat and text message
sessions handled

Quality Assurance Number of customer satisfaction/quality assurance follow-up
contacts made during the quarter.

De-identified, aggregate summary analysis of customer
satisfaction/quality assurance follow-up contacts.

Number of validated complaints issued against the AIC or its
staff.

Data Resource Management | Number of data quality initiatives assigned to the AIC by
HHSC/TIRN during the quarter.

Number of assigned data quality initiatives completed during
the quarter.

Number of Annual Formal Reviews conducted during the
quarter

Number of resource records updated as a result of the formal
reviews.

Number of resource records deleted as a result of the formal
reviews.
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Performance Category Data Elements to be Reported

Outreach/Education Number of outreach and community education events

Activities conducted by the AIC regarding 2-1-1 services and special
mitiatives.

Estimated number of individuals outreached at various
events during the quarter

5.2 GRANTEE PERFORMANCE AND COMPLIANCE

To ensure compliance, HHSC may take the following actions in the event of non-compliance to
any of the contract requirements, KPRs, or Quality Assurance Plans:

A. Suspending all or part of the Contract;

B. Requiring the Grantee to take specific corrective actions in order to remain in compliance
with the terms of the Contract;

C. Recouping payments made to the Grantee found to be in error;
D. Suspending, limiting, or placing conditions on the continued performance of the Project;
E. Imposing any other remedies authorized under this Contract; and

F. Imposing any other remedies, sanctions or penalties permitted by federal or state statute, law,
regulation, or rule.

5.3 AIC PERFORMANCE AND SUPPORT ACTIVITIES

The Grantee shall participate in required activities specified by HHSC/TIRN that support the
continuous improvement of the 2-1-1/TIRN program, including but not limited to conference calls,
webinars, training events, and in-person meetings.

5.4 ANNUAL PERFORMANCE REPORT

The Grantee shall complete and submit an Annual Performance Report within forty-five (45)
calendar days after the start of each state fiscal year. HHSC will provide a template to the
Grantee after contract execution which must be completed and submitted within the timeframes
directed by HHSC.

6 INVOICING

The Grantee shall invoice HHSC in accordance with the Contract. Unless otherwise specified in the
Contract, the Grantee shall submit invoices monthly by the twentieth (20th) business day of the
month following the month in which expenses were incurred or services provided. Work invoice
must be made for the month of service provision with the exception of certain items related to
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operational costs, community outreach, and staff development. Such expenses may include but are
not limited to subscriptions, computer software, memberships, prepaid outreach materials, etc.

Within the timeframes and standards established in the contract and HHSC policy, the Grantee will
submit an invoice, and documentation supporting the provision of services via email to
211 TIRN SAR VAR@hhsc.state.tx.us and AES.Invoices@hhsc.state.tx.us. The following
naming convention shall be used for the subject line of the email and the invoice document
file: “Legal Entity Name. Invoice #. Month Year.” For example, an invoice submitted to HHSC for
the month of September would be submitted as: “Texas 2-1-1. Invoice #1. September 2021.” The
invoice must include the following:

A. A unique identification (Invoice) number;

B. The word “invoice”;

C. Date of the invoice;

D. Subrecipient’s name, address, and contact information;
E. The service dates for when the services were rendered;
F. A description of services provided;

G. The amount requested;

H. The P.O. Number; and

I. The total amount owed, if applicable.

The Grantee must use the Invoice template provided by HHSC to identify costs being requested
from HHSC. Costs must be broken out to a degree that is sufficient to determine if costs are
reasonable, allowable, and necessary for the successful performance of the project, as indicated in
Title 2, CFR, Part 200, and the Texas Grant Management Standards (“TxGMS”). Invoice
supporting documentation may include but is not limited to: invoices, receipts, payroll
documentation, subrecipient payment information, travel reimbursement requests, operational and
equipment costs, etc. All supporting documentation must be organized by funding source and clearly
labeled upon submission, and equal the amounts listed in the invoice.

All invoices must be submitted in accordance to the standards set forth in TAC §20.487. Disputed
invoices will be immediately returned to the Contractor no later than the 21st day after the invoice is
received. HHSC may accept a partial delivery of services and an invoice for payment of the portion
of the services delivered. All undisputed invoices will be paid in accordance to the standards set
forth in TAC §20.488.

The Grantee shall submit a revised budget and request approval for budgetary adjustments
exceeding 25% of the total allocation within each funding source. Such requests will only be
processed twice in a contract year with the first budget revision allowed in the month of November
and the second budget revision allowed in the month of May. Budget revisions are due by the last
business day of the specified month.

At the completion of the contract period, final payment shall be based on the information provided
by the Grantee within the time frame established by the contract or, if a timeline is not established
within the contract, within sixty (60) days after the termination of the contract.  This payment
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provision shall apply to final payment whether at the completion of the contract period or in the
event of early contract termination.

7 TRANSITION PLAN

A final Transition Plan shall be submitted to HHSC within thirty (30) business days after execution of
the contract. HHSC and the Grantee shall work together throughout the Transition Phase to establish a
detailed schedule for all activities and define expectations for the content  and format of the contract
transition deliverables. Ongoing plan updates and changes shall be submitted to HHSC for approval at
least thirty (30) business days before a change becomes effective.

The Transition Plan shall include the following:

A. The identification of risks related to readiness for operations assumption, and a description of how
those risks will be managed and mitigated.

B. Comprehensive and detailed step-by-step actions for successful transition of current operations
from the current contractor to the awarded Grantee through collaboration facilitated by HHSC.

C. Activities the awarded Grantee shall conduct between the effective date of the contract andthe
Grantee's operational start date to ensure continuation of services to AIC customers.

D. Grantee's roles and responsibilities.

E. Detailed schedule of continued business operations for all transition functions and requirements.

8 TURNOVER PLAN

The following are the turnover requirements to which the Grantee must agree. “Turnover” is defined as
the required activities the Grantee must perform in order to transition contract operations to a subsequent
entity or HHSC. At the commencement and during turnover, the Grantee must ensure that HHSC and
consumer populations do not experience any adverse impact from the transfer of services to another
entity or to HHSC.

The Grantee shall submit a final plan to HHSC within thirty (30) business days after execution of the
contract. The Grantee must also submit an Annual Operations Turnover Plan within sixty (60) calendar
days prior to the end of each operational year of the contract. In addition, the Grantee will submit a
“ready to execute” Operations Turnover Plan six (6) months (180 days) prior to the end date of the
contract or upon request by HHSC.

Turnover activities may include, but are not limited to:

A. The transfer of information (including data, if applicable); data entry or case file software (if
utilized); third-party software and modifications (if utilized); documentation relating to software
and interfaces; functional business process flows; and operational information pertaining to the
delivery of services to consumers;
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Transfer of all pertinent documentation (in written and electronic formats), including but not limited
to policies and procedures, case files, spreadsheets, and reports;

Transfer of all training schedules and materials in electronic format including but not limited to:
development methodology, curriculum materials, training class statistics, outcomes and
documentation, materials in development and supporting documentation, best practice materials,
all other training and curriculum development documentation and data related to the required
training of AIC staff;

Any other information that would ensure a comprehensive and complete knowledge transfer to
HHSC or successor entity of all components in the Request for Application (RFA) and the contract;

The implementation of a quality assurance process to monitor turnover activities; and

Training HHSC and/or successor entity staff in the operation of business processes and any
supporting processes related to the RFA and the contract.

The Turnover Plan shall define the activities required through the end of the contract plus six months
after the end of the contract. The Grantee is required to keep, maintain, and share any knowledge
learned during the AIC contract term to assist in avoiding potential pitfalls during turnover and facilitate
a successful transition to the successor entity.

At a minimum, the Turnover Plan shall include the following:

A.

B.

Turnover approach;
Defined tasks and subtasks for the turnover, including staffing and resource requirements;
Turnover schedule;

List of all data, program, and consumer documentation and case files, including documentation
maintenance and work currently in progress in the ADRC;

Current inventories, correspondence, documentation of outstanding issues, and other operations
support documentation;

Staff training schedules and materials;

List of all employees through the Grantee, including hiring documentation, credentials (if
applicable) and employment and payroll records.

Statement of resource requirements that must be met by a successor entity(ies) or HHSC to take
over the program, including staffing and resource requirements necessary to perform the operations
of the program; Knowledge transfer to successor entity or HHSC; and
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I. Any other information needed for an orderly transfer of services.

J. Upon notification by HHSC that turnover activities are required, the Grantee shall complete 100%
of all turnover activities and obtain HHSC approval prior to final payment to the Grantee.

9  CONTRACT RECORD RETENTION

As indicated in Attachment C. HHSC Uniform Terms and Conditions-Grant, the Grantee will keep
and maintain under the Generally Accepted Accounting Principles (“GAAP”) or the Governmental
Accounting Standards Boards (“GASB”), as applicable, full, true, and completerecords necessary to
fully disclose to HHSC, the Texas State Auditor’s Office, the United States Government, and their
authorized representatives, sufficient information to determine compliance with the terms and
conditions of this Contract and all state and federal rules, regulations, and statues. Unless otherwise
specified in this Contract, the Grantee will maintain legible copies of this Contract and all related
documents for a minimum of seven (7) years after the termination of the contract period or seven (7)
years after the completion of any litigation or dispute involving the Contract, whichever is later.

10 FORMAL COMMUNICATION REQUIREMENTS

The Grantee must establish formal communication with HHSC for receipt and response to requests for
information, high level estimates of costs, work products, ad hoc reports, deliverables, updates and
other required correspondence related to performance of contract requirements. HHSC will issue State
Action Requests (“SARs”) to the Grantee following established procedures and timelines. The Grantee
will issue Vendor Action Requests (“VARs”) to HHSC following established procedures and timelines,
inclusive of the submission of the Contract Deliverables and KPRs.

In addition to the requirements stated above, the Grantee must:

A. Submit complete and accurate responses to any SAR or VAR memos no later than ten (10) calendar
days after the Grantee’s receipt of the request or by the date specified in the memo.

B. Submit written request for extension of a SAR or VAR deadline that specifies the estimated date of
completion and reasons for the extension no later than three business days prior to the response due
date.

C. The Grantee must provide ad hoc reports and respond to Legislative inquiries and other high
priority requests within 36 hours from the time of the request or by the date and/or time specified
by HHSC.

D. Ifthe Grantee is late in responding, or does not provide adequate information, HHSC will assess
non-compliance remedies.

HHSC’s formal communication process will be utilized for the submission of all KPRs and Deliverable
reports. HHSC provides comments and approval of each report provided in support of this agreement.

11 CONTRACT MONITORING REQUIREMENTS AND QUESTIONNAIRE
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The Grantee must comply with all applicable cost principles, audit and contract monitoring, and
administrative requirements in accordance with the Contract, contract management guidelines, and
state and federal regulations. To ensure compliance with these requirements, HHSC utilizes a risk-
based contract monitoring process. The Contract Monitoring Questionnaire (“CMQ”) is part of the
risk-based contract monitoring process and provides HHSC with detailed and ongoing information
regarding the Grantee’s internal and financial controls and other general contracting processes.

In addition to the requirements stated above, the Grantee must submit an initial CMQ within 30 calendar
days after Contract execution and annually thereafter within 60 calendar days prior to the end of each
State Fiscal Year.
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12 KEY PERFORMANCE REQUIREMENTS

2-1-1 TIRN Operation KPR 1

Reporting Period

As Requested

Service/Component

Data Quality Initiatives

Performance Standard

Contractor must complete all data quality initiatives as assigned by
HHSC/TIRN.

Measurement of
Noncompliance

Each calendar day for each instance of a late submission,
submission being found unacceptable or incomplete by HHSC, or

failure to provide requested information by the due date indicated
by HHSC.

Non-compliance Remedies

Remedies may include:

e (Costs disallowance;

Increased monitoring;

Corrective action plans;

e Placing special conditions on awards or precluding the
recipient from obtaining future awards for a specified
period; or
Grant termination.

Calculation/
Reporting Process

Data quality initiatives will include an audit on database records,
as directed by HHSC/TIRN.

The System Agency determines the Grantee’s compliance with
this KPR by the completion of all data quality initiatives as
requested by HHSC/TIRN submitted by the Grantee via Exhibit
E, Deliverable, D-01.

All correspondence shall be sent to the 211 TIRN SAR VAR
email address at 211 TIRN SAR VAR@hhs.texas.gov.

2-1-1 TIRN Operations Services KPR 2

Reporting Period

Quarterly

Service/Component

Resource Formal Reviews

Performance Standard

Contractor must conduct formal reviews of resources of 100%
active agencies on a 13-month basis. Formal reviews must be
documented in writing and documents, e.g. communications with
Agency representatives, must be retained in accordance with
contract retention requirements. Formal review documentation
must be provided to HHSC/TIRN upon request by email.

Measurement of Noncompliance

Every 10 percentage points under 100%

Non-compliance Remedies

Remedies may include:
e (Costs disallowance;
e Increased monitoring;

e Corrective action plans;
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e Placing special conditions on awards or precluding the recipient
from obtaining future awards for a specified period; or
e Grant termination

Calculation/
Reporting Process

Contractor must record their update rate on the first business day
of each month and then compile them into the quarterly report.

The System Agency determines the Grantee’s compliance with
this KPR by assessing documentation of quality monitoring
activity and score results reported by the Grantee via Exhibit I,
Deliverables, D-02.

All correspondence shall be sent to the 211 TIRN SAR VAR
email address at 211 TIRN SAR VAR@hhs.texas.gov.

2-1-1 TIRN Operation Services KPR 3

Reporting Period

Monthly

Service/Component

Service Delivery: Contact Center Management Service Level

Performance Standard

For contractors with a monthly call volume of 10,000 calls or less,
the contractor must answer 80% of calls within 60 seconds or less.

For a monthly call volume that exceeds 10,000, the contractor
must answer 75% of calls within 60 seconds or less, for year one
of the contract term. By year two of the contract term, contractors
with a monthly call volume that exceeds 10,000 must answer 80%
of calls within 60 seconds or less.

Measurement of
Non- compliance

Each percentage point below the performance standards.

Non-compliance Remedies

Remedies may include:

e (Costs disallowance;

e Increased monitoring;

e Corrective action plans;

e Placing special conditions on awards or precluding the recipient

from obtaining future awards for a specified period; or
Grant termination

Calculation/
Reporting
Process

Measured through monthly call metric reporting.

Rounding will be conducted to the nearest whole percentage point
for service level. For example, an AIC whose monthly service level
call volume is 10,000 or less and has a monthly service level of
79.56% would be rounded to 80%, thus meeting Monthly Service
Level contract obligations. Conversely, an AIC whose monthly

service level call volume is 10,000 or less and has a monthly
service level of 79.03% would be rounded to 79%, thus not
meeting Monthly Service Level contract obligations.
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The System Agency determines the Grantee’s compliance with
this KPR by assessing monthly percentages for service level,
abandoned rate, and RONA rate reported by the Grantee via
Exhibit I, Deliverables, D-02.

All correspondence shall be sent to the 211 TIRN SAR VAR
email address at 211 TIRN SAR VAR@hhs.texas.gov.

2-1-1 TIRN Operations KPR 4

Reporting Period

Monthly

Service/Component

Service Delivery: Contact Center Management Call Abandonment
Rate

Performance Standard

Contractor must ensure that the average percentage of abandoned
calls in queues for both English and Spanish and Combined which
ends within the reporting month are in each full calendar week
does not exceed 10%.

Calls abandoned in less than 20 seconds are not included in
calculations to determine the average percentage of abandoned
calls.

Measurement of Non-
compliance

Each percentage point above 10%.

Non-compliance Remedies

Remedies may include:

e (Costs disallowance;

e Increased monitoring;

e (Corrective action plans;

e Placing special conditions on awards or precluding the recipient
from obtaining future awards for a specified period; or

Grant termination

Calculation/
Reporting Process

Measured through monthly call metric reporting. Rounding will
be conducted to the nearest whole percentage point for
abandonment rate.

The System Agency determines the Grantee’s compliance with
this KPR by assessing monthly percentages for abandoned rate
reported by the Grantee via Exhibit I, Deliverables, D-02.

All correspondence shall be sent to the 211 TIRN SAR VAR
email address at 211 TIRN SAR VAR@hhs.texas.gov.

2-1-1 TIRN Operations KPR 5

Reporting Period

Monthly

Service/Component

Service Delivery: Contact Center Management Roll Over and
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Not Answered (RONA)

Performance Standard

Contractor must ensure to maintain for regions where the monthly
call volume is 10,000 calls or less, a 1% or less RONA call rate.

Measurement of Non-
compliance

Each percentage point above 1%.

Non-compliance Remedies

Remedies may include:

e (Costs disallowance;

e Increased monitoring;

e Corrective action plans;

Placing special conditions on awards or precluding the recipient

from obtaining future awards for a specified period; or
Grant termination

Calculation/
Reporting Process

Measured through monthly call metric reporting. Rounding will
be conducted to the nearest whole percentage point for
abandonment rate.

The System Agency determines the Grantee’s compliance with
this KPR by assessing monthly percentages for abandoned rate
reported by the Grantee via Exhibit I, Deliverables, D-02.

All correspondence shall be sent to the 211 TIRN SAR VAR
email address at 211 TIRN SAR VAR@hbhs.texas.gov.

2-1-1 TIRN Operation Services KPR 6

Reporting Period

Quarterly

Service/Component

Service Delivery: Quality Assurance (QA)

Performance Standard

An average quality assessment score of 80% or more should be
met for interactions (e.g., calls and web-based chat sessions)
sampled during the reporting period. Outcomes to be measured by
submitted documentation of quality monitoring activities and
results as part of quarterly reporting.

Measurement of Noncompliance

Each percentage point below 80%.

Non-compliance Remedies

Remedies may include:

e (Costs disallowance;

e Increased monitoring;

e (Corrective action plans;

e Placing special conditions on awards or precluding the recipient
from obtaining future awards for a specified period; or

e Grant termination

Calculation/
Reporting Process

Rounding will be conducted to the nearest whole percentage point.
For example, an average QA score of 79.56% would be rounded to
80%, thus meeting QA-contract obligations. Conversely, an
average QA score of 79.03% would be rounded to 79%, thus not
meeting QA-contract obligations.
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The System Agency determines the Grantee’s compliance with
this KPR by assessing documentation of quality monitoring
activity and score results reported by the Grantee via Exhibit I,
Deliverables, D-02.

All correspondence shall be sent to the 211 TIRN SAR VAR
email address at 211 TIRN SAR VAR@hhs.texas.gov.

2-1-1 TIRN Operations KPR 7

Reporting Period

Annually

Service/Component

Disaster Response: Annual Readiness Drill

Performance Standard

Contractor will conduct an internal drill annually assessing
readiness (e.g. ensuring key personal contact information, crisis
call taking preparation, adequate training, and ensuring AIC
Emergency Management Protocols familiarity).

Measurement of Noncompliance

Each calendar day for each instance of a late submission,
submission being found unacceptable or incomplete by HHSC,
or failure to provide requested information by the due date
indicated by HHSC.

Non-compliance Remedies

Remedies may include:

e Costs disallowance;

e Increased monitoring;

e Corrective action plans;

e Placing special conditions on awards or precluding the
recipient from obtaining future awards for a specified period;
or Grant termination.

Calculation/
Reporting Process

The System Agency determines the Grantee’s compliance with
this KPR by submitted documentation of annual readiness drill
submitted by the contractor via Exhibit I, Deliverables, D-09.

All correspondence shall be sent to the 211 TIRN SAR VAR
email address at 211 TIRN SAR VAR@hhs.texas.gov.

2-1-1 TIRN Operations KPR 8

Reporting Period

As Required

Service/Component

Official Correspondence State Action Request

Performance Standard

The Grantee shall submit complete and accurate responses to any
State Action Request (SAR) or Vendor Action Request (VAR)
Response memos no later than ten (10) calendar days after the
Grantee’s receipt of the request or by the date specified in the
memo.

Measurement of Non-compliance

Each calendar day for each instance of a late submission,
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submission being found unacceptable by HHSC, or failure to
provide requested information by the due date indicated by
HHSC.

Non-compliance Remedies

Remedies may include:

e (osts disallowance;

e Increased monitoring;

e Corrective action plans;

e Placing special conditions on awards or precluding the
recipient from obtaining future awards for a specified period;
or

e (Grant termination

Calculation/ The System Agency determines the Grantee’s compliance with
Reporting this KPR by comparing the submission date of the SAR or VAR
Process Response via the formal communication process to the established
due date.
All correspondence shall be sent to the 211 TIRN SAR VAR
email address at 211 TIRN SAR VAR@hhs.texas.gov.
2-1-1 TIRN Operations KPR 9
Reporting Period As Requested
Service/Component Official Correspondence State Action Request Extensions

Performance Standard

Grantee must submit written request for extension of a State
Action Request (SAR) deadline that specifies the estimated date of
completion and reasons for the extension no later than three (3)
business days after Grantee receives the SAR.

Note: Grantee must submit written request for extension of a
High Priority deadline that specifies the estimated

date of completion and reasons for extension no later than three
(3) hours after Grantee receives the SAR.

Measurement of Non-
compliance

Each calendar day for each instance of a late submission, response
being found incomplete or inaccurate by HHSC, or failure to
provide requested response by the due date indicated by HHSC.

Non-compliance Remedies

Remedies may include:

e (Costs disallowance;

e Increased monitoring;

e Corrective action plans;

e Placing special conditions on awards or precluding the recipient

from obtaining future awards for a specified period; or
Grant termination

Calculation/
Reporting Process

The System Agency determines the Grantee’s compliance with
this KPR by comparing the submission date of the SAR or VAR
Response via the formal communication process to the established
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due date.

All correspondence shall be sent to the 211 TIRN SAR VAR
email address at 211 TIRN SAR VAR@hbhs.texas.gov.

2-1-1 TIRN Operations KPR 10

Reporting Period

As Required

Service/Component

Deliverables

Performance Standard

Grantee must meet all due dates contained in the approved
Contract Deliverables, Exhibit I, Deliverables. Failure to meet
due dates for any Deliverable will be assessed separately.

Measurement of Non-
compliance

Each calendar day after each due date specified in Exhibit I,
Deliverables.

Non-compliance Remedies

Remedies may include:

e Costs disallowance;

e Increased monitoring;

e Corrective action plans;

e Placing special conditions on awards or precluding the recipient
from obtaining future awards for a specified period; or

e Grant termination

Calculation/
Reporting Process

The System Agency determines the Grantee’s compliance with
this KPR by comparing the submission date of the deliverable
via the formal communication process to the established due
date.

All correspondence shall be sent to the 211 TIRN SAR VAR
email address at 211 TIRN SAR VAR@hhs.texas.gov.

2-1-1 TIRN Operations KPR 11

Reporting Period

As Required

Service/Component

Service Delivery: ESEC Additional Contact Handling, if
applicable

Performance Standard

Contractor will add 20 contact specialists, as needed and directed
by HHSC. If less than 20 contact specialists are needed,
HHSC/TIRN will direct the specified amount and the Contractor
will be held to that standard. The additional contact specialist
capacity must be added within a period of time not to exceed four
hours or as directed by HHSC.

Measurement of Non-
compliance

Each day the contractor delivers less than 20 contact specialists.

Non-compliance Remedies

Remedies may include:

e (Costs disallowance;

e Increased monitoring;

e Corrective action plans;
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e Placing special conditions on awards or precluding the recipient
from obtaining future awards for a specified period; or
e Grant termination

Calculation/
Reporting Process

The System Agency determines the Grantee’s compliance
with this KPR by assessing call specialist log time within the
telephony system.

2-1-1 TIRN Operations KPR 12

Reporting Period

As Required

Service/Component

System Requirements - Incident Reporting

Performance Standard

If the AIC experiences a system outage interrupting service due to
any cause (e.g. Internet failure or power outage), it must notify
HHSC/TIRN within 30 minutes and provide at least twice daily
updates and at a change of circumstance to HHSC/TIRN until the
identified incident is resolved. If system outage last 2 hours or
more, the AIC must submit an incident report in the prescribed
format below and include the following information:

Details of the outage/incident;

When and how the outage/incident was discovered;

Impacts to operations, systems, and/or staff;

Root cause of the outage/incident, including verifying

documentation from the provider responsible for the

outage;

e Detailed corrective measures taken by the AIC to mitigate
the problem and long-term corrective actions to detect and
prevent future incidents, including identification of
alternative providers of the failed service, if feasible
and/or available.

Measurement of Noncompliance

Each incident that is not reported to the System Agency Point of
Contact within required timeframes.

Non-compliance Remedies

Remedies may include:

Costs disallowance;

Increased monitoring;

Corrective action plans;

Placing special conditions on awards or precluding the
recipient from obtaining future awards for a specified
period; or Grant termination.

Calculation/ Reporting Process

The System Agency determines the Contractor’s compliance with
this KPR by comparing the notification date and time of the
incident to establish due date and time specified by the System
Agency.

All correspondence shall be sent to the 211 TIRN SAR VAR
email address at 211 TIRN SAR VAR@hhs.texas.gov.




awn-auQ

uonnoaxa J0enjuod Jojje
sAep Jepuajes (9 Uy

"ue[d 2oueInssy Ajend ‘14
uor}dag ‘syudwaanbay peNUO) ‘v JUSWYdRY Y Ul
paurpno syudwaiinbar [[e apnoul [[eys djuLID) Y |,

‘sanssi douewiojiad paygnuapt 10y uejd
uorjeIpawal B pue ‘ssa00.d urgoreod/suriojua
ay) Jo uonduosap e ‘ssavord maraal

pue Surpdwes ‘saunbur Suriojruow 10J [NPAYOS

& Jo uonduiosap e apnpour [im ue[d 3y ‘uONIIXd
10B1UO0D JO sAep ()9 uryiim ue[d aoueinsse

A1renb [enur ue Jruuqns jsnu dQUBIL) AY I,

v ue[q doueInssy Ajpene)

€0-d NYIL 1-1-C

AJ1911eNn0)

1odar oy Aq pa1aA0d
Aep 1se[ oy} SuImo[[o}
sAep ssaursnq (7 UryIpn

"110ddy dduBUWLIOLIRJ Al1d)end) DIV ‘1S
uonoag ‘syuawaanbay penuo) ‘v udWydRP Y Ul
paurno sjudwalinbai [[e apnjour [[eYS 29JURIL) Y[,

(P07 Joquda( Aq anp are spodai |

Iuend) “3+9) porrad maraar Ajaayrenb ay) Suimoloy
yruowr ay) jo Aep ssaursnq Yoz ayi Aq H nqIyxy

Ul paynuap! syuswaIINbay sourwWIONoJ Aoy

oy Jo suodar Ajrayrenb jrgns 3snw ajueln) Ay .

Q wodoy
OURULIOJId A1a)en()

-

A~
o <

C0-Ad NAIL [-1-C

A[enuuy

030
‘220z ‘1 rqudes 1707
‘1 Joquidydag 1eak [BOSIy
oBa JO 1IB)S AU} JoYe
sAep 1epules G Uy

110dY DUBULIONId] [BnUUY ‘$'C
uor3d9g ‘syuawaanbay penUO) ‘v JUdWIYdRYY Ul
pauipno sjudwarnbal [[e apnjoul [[eyS d)uRID) Y.

"JeA [BISI) 18]S ord

JO 1e)s Ay Jaye sAep Jepud[ed ¢ uIyNm DSHH Aq
pap1aoad areidwia) © Suiziin uoday 20uBUWLIONI ]
[enuuy ue jwqns pue )[dwod jsnw aRueID) AY |,

wodoy
Q0UBULIO)Id] [eNUUY

[0-Ad NYIL I-1-C

Aduanbaxy

e anQq

sjudwdambayy

ON

IQRIIAID
A Al dqeRAIRg

SATAVHIAI'TIAA €1

Z1€02.LpS4€28-09.LY-2YEP-2yie-1230va.8 1Al @dojaauz ubisnooQ



"ue[d M0 103l01d yoraNNQ T'H'H'€
Uo01102§ ‘spuawaanbay] 10enu0)) ‘Y JUWYORYY Ul
pauIpno syudwaInbal [[e apnour [[eys 29JuLID) Y L.

‘(1eak
Ja— [BOS1} 2)B)S OB JO 1IB)S "JOBIIUOD Y} JO IBIA ue[d
o) [ Jequidydeg 1oye oBa J10J SOIAIRS [-[-7 noqe oriqnd ayy ajeonpa NIOA 103(01 YyorannQ
SAep Iepua[ed ()9 UI AN pue jowoid 03 JoNPUOD 0} puAUI A3} SANIANOR
yoeanno Jo uondiosap pue Jaquinu [0} Ay} SO~ NYIL 1-1-C
Jo uonodafoid e yum [eaoxdde NYMI1/OSHH 10) ue[d
NI0 A\ 102[014 [enuue ue ap1Aod }snuw dJURID) Y I
"UONR}IPINY UG STV €T
woIssTIqns UO0I102§ ‘SjudWAINDbY JPBIU0)) Y JUWYdRPY Ul
yodas \A.:otmzc pauipino syudwaIinbar [[e apn[oul [[eys dajuriD) Y[,
Ajjenuuy JSI1} Y} JO 18 X S uoneypaiddy S STV
e KBl NUOIN £ "SNJe)S UOTIB)IPAIOOE  [RUOIIIPUOD,,
PUE ABQ HUON Ad JULIND JO UOHBIIPAIIIE Y[V JO UONBIUSWNIOP $0-a NYIL 1-1-2
JWIQNs pue UIgjurew }Snl 9JULIL) Y [
Aduanbaay eq ang sjudwdambayy M.HW_ A1 d1qeIdAIRQ

Z1€02.LpS4€28-09.LY-2YEP-2yie-1230va.8 1Al @dojaauz ubisnooQ



QAII0JJ2 SAWI093q
d3ueyd © 210Jq
sAep ssauisnq (0€)
Kjayy 1se9 e reaordde

10§ DSHH ©} paniuuqns

‘ue[J UONISUBI] ‘6
uor3d9g ‘syudwaanbay penuo) ‘v JudWYdRY Y Ul
paurpino syudwaiinbar [[e apnoul [[eys ULID) Y |,

"SO[qBIQAI[SP UOI}ISURI) JORIIUOD

parmbay
sy 2q [[eys saSueyd pue AU} JO JBULIOJ PUB JUIIUOD A} I0J Suoneadxa podoy JUAPIoU]
sajepdn ued Suro3u() QUIJOP pPUR SANIANDEL [[B I0J S[NPAYDS pa[Ielap :
© USI[qBIS? 0} asBYJ UONIISURI ] Y} Inoy3noay}
asueyp 1910501 YI0M [[BYS d9URID) Y} puB HSHH 80-A NdILL I-1-¢
© 210J2q SAep ssauisnq “JOBIIU0D Y} JO UOIINJIXD JdYe sAep ssaursnq (O¢)
€ 1SBa[ 18 puE UOIINIAXD Ay urgm DSHH 01 paprwiqns
10BIIUOD JO )ep dY) Jo)e ue[d [eury e ywqns [[eys a9juein) ay | ‘uonesijdde
sAep ssaursnq (€ UIYIA\ ay) yum uepd feniur ue jrwqgns [[BYS a9)URID) Y [,
*AImunuo))
ssauisng pue suonerddQ Aouddowy ‘77 H€
uonoag ‘sjuawannbay penuUo) ‘v JudWYdRNY Ul
pauipino syudwaIinbar [[e apn[oul [[eys dajuriD) Y[,
1BA
[BIS1J 91B)S OB JO pud ay 03 JoLid sAep Jepuajed ue[q
(reak (0€) KM urgnm NYIL/OSHH 03 papiwqns Amunuo) ssauisng pue
A[[enuuy [BOSI 9JB)S OB JO pud pue Ajjenuue pajepdn aq ysnw ued ay) ‘paroidde ‘S9JIAIRS JO UOIR[RISH
ay}) [ ¢ 1sn3ny 03 Jorid 0U() "SIdWO)ISNI 0) AIDAI[IP JIAIRS paydnriduiun 9 ‘suonerad( AouaGiowy
SAep I1epuajed (¢ UIyIA\ aInsu 0} aye} [[IM DTV ay sdajs sapraoad uerd :asuodsay] 1oysesiq
Ay [BONILID SI )] 'SA01AIRS Jdnusip 0y [enudjod ay) sey
1By} JUAAQ JAYJO0 10 J)sesIp & Aq pajoeduur Ap30a11p LO-A NMIL 1-1-2
a1e suonerado DIy uaym sasueisul Jurpnjoul
‘asuodsar pue uoneredard LouaGiowa 10j sassaooxd
S DIV 2U3 SaqLIdSAp By} UB[d AInunuo)) ssauisng
pue ‘sadIAIdS JO uoneessy ‘suonerado Aoualiowy
ue jruqns pue dojaAap jsnw a9jueID) YL,
0N
Ludanbaay e ang syudwdambay AL A1 dqeIdAIRQ

Z1€02.LpS4€28-09.LY-2YEP-2yie-1230va.8 1Al @dojaauz ubisnooQ



(1eak [eOSyy
91B]S YoBd JO pud Ay})
1€ 1sn3ny 03 Jo1id sAep

"BUIDIOAU] ‘9
uor3d9g ‘syudwaanbay penuo) ‘v JudWYdRY Y Ul
pauipno sjyudwarnbal [[e apnjour [[eYS d)uRID) Y],

Ajrenuuy Jepuajed ()9 uey) ss9| 160K [BOSYy [esodoid amjipuadxyq
ou JoyEaIaYy Ajjenuuy 21e)S [or? Jo pua 2y} 03 Jorxd sAep repuajes ((9)
aumn-auQ ‘ ‘ [T-A NYIL [-1-C
LO1IN59XA 19EIUOS KIXIS UBY) SSI[ OU Id)eaIdy) AJ[enuue pue :DSHH
H hoﬂw / Aq pay1oads 2)ep ay) Aq JO UOHNIAXD JORIIUOD
Iaye sAep repuared ((¢) A1y} urgm jesodoad
SAep 1BPUIED OF WM amjipuadxq [eury e jrwqns [[BYS d2JULRIL) Y |
‘uonerddQ jo uerd
QAII0Q}JO SAUWI009q € UOI109g ‘syuawaINbay] 10B1U0)) ‘Y JUIWYIBP Y Ul
s1nbs a3ueypd © 210J0q paurno syudwalnbal [[e apnjoul [[BYs ddJUBID) Y |,
p .m< d sAep ssauisnq (¢ 1589 Iy wonesdQ Jo uelg
"QAI}QJJ9 SAWI0I3( ATUBYD B 10Joq SABp ssauisnq 9 :
i 10BNUO0D (0€) Ay ise9| e [eaoldde 105 HDSHH 01 panrwgns i .
SU-=UO A} JO UOIINIAXD I1dYJe 2q [reys sasueyd pue sajepdn uerd Suto3-uQ 0T-a N¥LL I-1-¢
sAep ssauisnq ()¢ UIYIAN JORIUOD Y} JO UOIINIIXA JdYJe sAep ssauisnq (O€)
Aumg unpm DSHH 03 29)ueln
ay Aq panrwigns aq ysnw uonerado jo ueyd [eury v
QAII09}J2 SAWI093q
o, v
£ _ummo - M>%hm_ de Uo0I102§ ‘SjuawAIINbay 10eNU0)) Y JUAWYILNY Ul
M seal e 1 paurno syudwaInbal [[e apnjoul [[BYs 9JUBID) Y |,
paimbay 103 DSHH 0} papiwiqns ' ' '
.m< 24 [[eys sa5uvyd pue "SO[QBIDAI[OP UOIISURI) JORIUOD Y} JO JRULIOJ pue
sajepdn ued Suro3u() : s
' JUJUOD Y} 10} SuoIL)dAdXd dUIJap pue SANIANOR ue[J uonIsuBI]
awn-auQ . [[E 10J 9[NPAYDS Pa[ILIdp © YSI[qeIs 0} aseyd
2 21050q § bw_w_ ssouIsnq uonIsuel ] Ay} INoy3noay) Jay1a50) yIom [[eys 60~ NYIL 1-1-C
' Qo)uRIN) AY) puB HSHH 19BNUOD A} JO UOIINOAXD
oowwmmwwao_% M =M§w xw Toye sAep ssauisnq (O¢) AMy) urpim OSHH
JORIUO0 JO 9EP 9t oY 0} paptwqns uefd [eulj B jrwqns [[eys ajuein) Ay,
sAep ssaursnq (¢ UIYIAL : :
Aduanbaay eq ang sjudwdambayy M.HW_ A1 d1qeIdAIRQ

Z1€02.LpS4€28-09.LY-2YEP-2yie-1230va.8 1Al @dojaauz ubisnooQ



(1eaAk [eOS1y
91BIS OB JO pud dy))
1€ 1sn3ny 03 Jo1id sAep

dIRUUONSAN() BULIOIIUOIA JOBIIUOD) “[ |
uor}oag ‘syuawainbay penUO) Vv JUdWIYdRY Y Ul
paurpino syudwaiinbar [[e apnjoul [[eys aJuLID) Y|,

Ajrenuuy TEDUSIES (10 UBUL SO arreuuonsang)
PUSE9 09 UL} SS9 ‘18K [BISI) 2)B)S OB JO PU A} BULIONIUOA] JoBIIUOD)
OU J9)JBaIaY) A[[enuuy o
awn-auQ 01 Jorxd sAep xepuares ((9) AIXIS UIYNM I}l
LODNOBXS J0BIUOO JOYE A[[enuue pue uorndAX PLIUOD 13}k SABp Jepudjed $1-ad NYILL 1-1-2
: (0€) Ay urynm arreuuonsand) SULIONUON
sAep Tepud[es (¢ Uy o .
19BUOD) [BIIIUI AU} JTWIQNS [[BYS dJURID) A
‘BUIDIOAU] ‘9
uondag ‘sjuawannbay penuo) ‘Y JudWYdRNY Ul
papiroad sa01A13S 10 pauIpIno syudwaIinbar [[e apn[oul [[eys dajurin) YL,
pasumour aram sasuadxa 5
. UIOIOAU]
A[puoN YOIyMm Ul ypuow ay) papiaoad 01 o
SUIMO[[0J Ypuow ) Jo SOIAIS IO PALINOUL AIIM SASUAXD Yo1ym i .
Aep ssauisnq Y1 oy Ag | uI ypuow 3y} SUIMo[[oJ yjuow Yy} Jo Aep ssauisng ¢I"A NALL 1-17C
(Wpo1) Yua) ay) Aq A[yIuow JUSWSINQUITAI
10J sysanbax jrwqns [[eys a9juein) ay |,
"BUIDIOAU] ‘9
UO01)99§ ‘SJUdWAINDIY 10BNU0)) Y JUdWYdRNY Ul
soyrenb o) 30 Pud paurno syudwaIbal [[e apnjoul [[BYS dURID) Y ], podoy uonefoig
AJ1911ENn0) Ay} 1ayye Aep Iepuded . pue aimyipuadxy
(p07) Wenuami ayy Ag fonend
4 : Ay} JO puad ay} Joye Aep Iepualed (Y7) yrenuam) i -
ay) Aq suonpaloxd pue sainjipuadxa yjoq uo HDSHH CIMaNALL 1-17C
03 syodar Aprayrenb apiaoad [jeys aojuein) ay |
.oz
Aduanbaay eq ang sjudwdambayy ADI A1 d1qeIdAIRQ

Z1€02.LpS4€28-09.LY-2YEP-2yie-1230va.8 1Al @dojaauz ubisnooQ



JATIOQJJA SAW0IAq

d3ueyd B 210J0q SAep

Jepud[ed (1) uadlnoy
1se9[ 18 [eAoadde

10J NWUIL/OSHH
0} papIwiqns 24 [[eys

ueld SuleIS DIV
‘€ uonoag ‘syudwalinbay 10enu0)) ‘Y NqIYXH ul
paurno syudwambal [[e apnjoul [[eys dJuRID) Y ],

"OAT}0QJJ0 SOW002q dFueyd B

P | s pussamdn | o Sagum pus
Ue[d SuLyers Sutosuo sojepdn uelg w:EEm. Suio3u( "1eax euonerado ueld SUeIS
Ajenuuy o0 [euonesado [oea JOo pud o&. 03 Jorxd sAep ssaursnq ((€) NRLL 1-1-C
4oBD JO PUo oY Ky pue “(NYLL/OSHH 4q payroads
awn-duQ 01 o11d $Aep ssoursng ommnvhmuv._ :M_Souww %Mb:owm@% mxmwmhwvcohmw
! . 0€) AU NI I HH L
(0€) Aury.L uewy s3] ON ue[d m:c%ﬁm [eur, .mEoEQW&Q oM:mEmhhum
—— pue 10B1U09 [[1J[NJ 0} ANoeded juarolyns
sum sKep Tepua[E sarensuowap yey) [esodoad ay) 01 Juswyoeye ue
(0£) A1 UL se ue[q Sungels DIV U JIWqns jsnu jueio) Ay |,
paisanbay "ue[q IeAouIn] ‘g
SV uor0ag ‘syuawaanbay penuo) ‘v Juawydry Yy Ul
OSHH Aq 1senbar uodn | pauipno syuawaimbai [[e apnjour [[eys 9jueIn) 3y |
10BNUOD 10 JOBIIUOD AY) JO pUd
ayy jo pud | ayy oy Joud sypuow X1 ‘OSHH
) 210J2q Aq 3senbai uodn 10 30€0U0 Y} JO pud ay) 03 Jorxd ue[q JoAouIn |,
syjuowr X1 10B1U0D A} syjuow (9) XIS ue[d JOAOUIN ] ,2INJAX3 0} Apeal,,
Jo 1eak reuonerado yoes B pUB 0B1U0D Y} JO 1A [euorje1ddo yoed Jo pud SI-a NMIL 1-1-2
Ajrenuuy [ jo pua ayj 0y Jorxd sAep ayy 03 Jorxd sAep tepuajed ((09) AIXIS uey) ss9| ou
Iepua[ed ()9 Uey) s3] ON [ ueld J9oAouin] suonerdd( [enuuy ue ‘)oBIUOD AY)
awmn-auQ JO uonndaX? Ik sAep ssauisng (¢ (Au1y) urgum
DSHH 03} paprwqns 24 [[eys ue[d JoAowin] v
0N
Aduanbaay eq ang sjudwdambayy AL Al d1qeIdAIRQ

Z1€02.LpS4€28-09.LY-2YEP-2yie-1230va.8 1Al @dojaauz ubisnooQ



DocuSign Envelope ID: 87BACE21-2442-4342-A7BC-823F54720312

Cecile Erwin Young, Executive Commissioner

Contract
for
2-1-1 Texas Information and Referral Network Operations
HHSC Contract No. HHS000979200012

Attachment B — Budget

HHSC Contract #HHS000979200012
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Budget
1. Payment for Services

HHSC will reimburse the Grantee in accordance with Texas Government Code Chapter 2251 for
allowable costs for services performed satisfactorily and 40 TAC, Part 1, Chapter 49, Subchapter C, §
49.311, Claims Payments. HHSC will reimburse costs based on actual expenses incurred that are invoiced
in accordance with Section 2 of this Attachment and supported by adequate documentation. All incurred
expenses for which an invoice for payment is submitted must also be reported in a Grantee Expenditure
Report submitted to HHSC in accordance with Attachment E, Expenditure Report, of this Contract.

HHSC measures satisfactory performance of this Contract based on:

A. Grantee’s adherence to the Contract and success in meeting the Key Performance Requirements
in Attachment C, Key Performance Requirements;

B. results of independent audit reports; and

C. Grantee’s timely, complete, and accurate performance of the requirements set forth in
Attachment A, Statement of Work, and the Contract Deliverables listed in Attachment B,
Contract Deliverables.

This Contract is funded on a cost reimbursement basis. Under the cost reimbursement method of funding,
Grantee is required to finance operations with its own working capital. Grant payments from HHSC will
reimburse the Grantee for actual cash disbursements supported by adequate documentation.

HHSC makes no guarantee of volume, usage, or total compensation to be paid to the Grantee under
this Contract. This Contract is subject to appropriations and to the continuing availability of funds.
The Grantee has no expectation of additional or continued funding.

2. Invoicing

The Grantee shall invoice HHSC in accordance with the Contract. Unless otherwise specified in
the Contract, the Grantee shall submit invoices monthly by the twentieth (20th) business day of the
month following the month in which expenses were incurred or services provided. Work invoice
must be made for the month of service provision with the exception of certain items related to
operational costs, community outreach, and staff development. Such expenses may include but are
not limited to subscriptions, computer software, memberships, prepaid outreach materials, etc.

Within the timeframes and standards established in the contract and HHSC policy, the Grantee will
submit an invoice, and documentation supporting the provision of services via email to
211 _TIRN _SAR VAR@hhsc.state.tx.us and AES.Invoices@hhsc.state.tx.us. The following
naming convention shall be used for the subject line of the email and the invoice document
file: “Legal Entity Name. Invoice #. Month Year.” For example, an invoice submitted to HHSC for
the month of September would be submitted as: “Texas 2-1-1. Invoice #1. September 2021.” The
invoice must include the following:

HHSC Contract #HHS000979200012
Page 53 of 214
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Grantee’s Legal Name;

State of Texas Vendor number or federal tax Identification number;

Grantee’s address;

Grantee’s Telephone number;

Invoice number;

State agency Contract Number;

State agency and division name;

Description of goods and services provided,

Date(s) of Service;

If a sub-Contractor(s) is required to provide CMPAS, an attached explanation of
benefits (“EOB”) for the sub-Contractor(s) services rendered;

The name and telephone number of a person designated by the Grantee to answer
questions regarding the invoice; and

L. Documentation supporting the services, and substantiating costs incurred for the
invoice provided to HHSC.

SEFZOmMmUO®R

~

The Grantee must use the Invoice template provided by HHSC to identify costs being requested
from HHSC. Costs must be broken out to a degree that is sufficient to determine if costs are
reasonable, allowable, and necessary for the successful performance of the project, as indicated in
Title 2, CFR, Part 200, and the Texas Grant Management Standards (“TxGMS”). Invoice
supporting documentation may include but is not limited to: invoices, receipts, payroll
documentation, subrecipient payment information, travel reimbursement requests, operational and
equipment costs, etc. All supporting documentation must be organized by funding source and clearly
labeled upon submission, and equal the amounts listed in the invoice.

All invoices must be submitted in accordance to the standards set forth in TAC §20.487. Disputed
invoices will be immediately returned to the Contractor no later than the 21st day after the invoice is
received. HHSC may accept a partial delivery of services and an invoice for payment of the portion
of the services delivered. All undisputed invoices will be paid in accordance to the standards set
forth in TAC §20.488.

The Grantee shall submit a revised budget and request approval for budgetary adjustments
exceeding 25% of the total allocation within each funding source. Such requests will only be
processed twice in a contract year with the first budget revision allowed in the month of November
and the second budget revision allowed in the month of May. Budget revisions are due by the last
business day of the specified month.

At the completion of the contract period, final payment shall be based on the information provided
by the Grantee within the time frame established by the contract or, if a timeline is not established
within the contract, within sixty (60) days after the termination of the contract. = This payment
provision shall apply to final payment whether at the completion of the contract period or in the
event of early contract termination.

3. Expenditure Report Requirements

HHSC Contract #HHS000979200012
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Grantee’s Expenditure Report is based on the Attachment M, Grantee Plan of Operation.

Upon Contract execution, Grantee must submit the first expenditure report within 30 days after
Contract execution or by the date specified by HHSC, and thereafter, no less than 60 days prior to
the end of each state fiscal year.

The Grantee must provide quarterly expenditure and projection reports to HHSC by the 20th day
after the end of the quarter. The quarters for reporting are listed below:

A. September — November: due by the 20th of December;
B. December — February: due by the 20th of March;

C. March — May: due by the 20th of June; and

D. June — August: due by the 20th of September.

The Quarterly Expenditure Report must outline any changes from the original and/or the annual
Grantee’s Expenditure Report.

The original Grantee’s Expenditure Report (Section 2 below), and the annual Grantee Expenditure
Report, must provide projected costs for the remaining term of the Contract and actual costs for
costs incurred during the performance of the contract. The Quarterly Expenditure Report must
include actual costs. All expenditure reports must adhere to the following requirements:

A. Personnel — The actual cost of employee salaries devoted to working on activities
directly related to the CMPAS Program. These costs are allowable to the extent that
they are identified in the Contract budget and conform to 45 CFR Part 75. Specify by
title or name the positions that support the CMPAS services; how many positions the
Grantee has with the same title or name; and the percentage of time each position
allocates to each service. Do not include the costs of consultants. The costs of
consultants must be included in a separate category under “Other.”

B. Fringe Benefit — The specific costs of fringe benefits, such as the amount spent for
contributions under the U.S Code, Title 26, Subtitle C, Chapter 21, Federal Insurance
Contributions Act, and the Labor Code, Title 4, Subtitle A, Texas Unemployment
Compensation Act, and for health insurance, worker’s compensation, retirement, and
leave. The fringe benefit rate should be based on Contractor’s actual expenditures. The
fringe benefit rate is typically calculated by dividing an organization’s total fringe
benefit costs by total wage/salary costs. Provide specific calculations that show how
these costs were derived. The cost of fringe benefits is allowable in proportion to the
amount of time employees devote to the grant- funded Project, and to the extent that
the benefits are reasonable and are in accordance with 45 CFR Part 75.431 and CFR §
200.

C. Travel — The cost of transportation, lodging, meals, and related expenses incurred
by employees of the organization while performing duties relevant to CMPAS. Out-
of-state travel is travel outside of the Contractor’s service area or outside of the State
of Texas to attend conferences and training. Travel costs associated with out-of-state
travel are allowable only to the extent that HHSC has given it prior approval, with
such approval to be given at least 30 days in advance of the travel. Other/local travel
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costs are those incurred in direct support of the CMPAS Program and include
items such as traveling to outlying counties at least once per month, tolls, and
parking fees. Costs attributable to conference registration fees must be classified
under the “Other” cost category. HHSC will only reimburse travel costs up to the
maximum travel rates identified in the State of Texas Travel Policies and
Procedures, available at: https://fmx.cpa.texas.gov/mt/fmx/
poliproc/travel/index.php. Do not enter costs for consultants' travel or local
transportation. Include this information under “Other.”

D. Materials and Supplies — The cost of consumable items necessary to carry out the
services under this HHSC program, including office supplies, Consumer educational
supplies, software, and any tangible items other than those defined under equipment.

E. Equipment — The cost of any purchases of an article of non-expendable, tangible
property having a useful life of more than one year and an acquisition cost of $5,000
or more per unit. (NOTE: If the item does not meet the 35,000 threshold, include it in
your budget under “Supplies.” Include items such as maintenance for copiers or
postage meters as part of “Other” costs).

F. Professional Services and Subcontractors — Each known Contractor, including the
names of the organizations or individuals, the purposes of the Contracts, and the
estimated dollar amounts of the awards as part of the budget justification. If the
name of the Contractor, exact scope of work, and estimated total costs are not
available or have not been negotiated, enter something such as “Contractor A” as
the Contractor name, and include the best estimate of the cost of the work, as
well as the best available description of the nature of the work to be purchased.
Any third-party Contract that is equal to or exceeds $100,000 over the life of the
Contract must obtain prior written approval from HHSC before entering into the
Contract.

G. Other — All other costs not included under another category. Examples of these
costs include: non-Contractual fees and travel paid directly to individual
consultants; space rentals; utility and telephone expenses; printing and publication
costs; training costs, including tuition and stipends; training service costs, including
wage payments to individuals and supportive service payments (e.g. materials and
supplies); and travel costs related to staff development (i.e., official training) at travel
rates as identified in the State of Texas Travel Policies and Procedures, available
at: https:/fmx.cpa.texas.gov/fmx/ travel/textravel/rates/current.php.

H. Indirect Costs — The Grantee must provide an approved indirect cost rate letter from a
cognizant agency. The Grantee may request indirect costs if it has a current indirect
cost rate agreement. This indirect cost rate must be supported by an approved indirect
cost rate letter, Attachment N. A Grantee without an indirect cost rate letter can use a
ten percent (10%) rate until such letter is provided to HHSC. The Grantee must go
online and complete the questionnaire or upload the ICR documentation using the
following link: https://texashhs.secure.force.com/GranteeLandingPage/

Costs will be reviewed for compliance with UGMS at https://comptroller.texas.gov/purchasing/ grant-
management/ and applicable federal regulations in 45 CFR Part 75, with effect given to whichever
provision imposes the more stringent requirement in the event of a conflict.
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Costs must be itemized to a degree that is sufficient to determine if costs are reasonable, allowable,
and necessary for the successful performance of the project.

HHSC’s final payment to the Grantee will be based on only that information which the Grantee
provides to HHSC within 60 days after the termination of the Contract. This payment provision
applies to final payment whether at the completion of the Contract period or in the event of early
Contract termination.

4. Grantee’s Expenditure Report

(Remainder of Page Intentionally Left Blank)
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HHSC Uniform Terms and Conditions Version 2.16.1
Published and Effective: March 28, 2018
Responsible Office: Chief Counsel

 TEXAS

Health and Human Services

Health and Human Services Commission
HHSC Uniform Terms and Conditions - Grant
Version 2.16.1
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ARTICLE L DEFINITIONS AND INTERPRETIVE PROVISIONS
1.1 DEFINITIONS

As used m this Contract. unless the context clearly indicates otherwise. the following terms
and conditions have the meanings assigned below:

“Amendment™ means a written agreement, signed by the Parties, which documents changes
fo the Contract other than those pﬂﬂuttf::i by Work Orders or Technical Guidance Letters.

“Artachment” means documents, ferms. conditions, or information added to this Contract
following the Signature Document or included by reference, and made a part of this
Contract.

“Contract” means the Signature Document, these Uniform Terms and Conditions. along with
any Attachments, and any Amendments, or Technical Guidance Letters that mav be issued
by the System Agency, to be incorporated by reference for all purposes.

“Deliverable™ means the work product(s). including all reports and project documentation.
required to be submitted by Grantee to the System Agency.

“Effective Date™ means the date agreed to by the Parties as the date on which the Contract
takes effect.

“Federal Fiscal Year means the period beginning October 1 and ending September 30 each
year, which 15 the annual accounting period for the United States government.

“GAAP” means Generally Accepted Accounting Prineiples.
“GASB” means the Governmental Accounting Standards Board.

“Grantee™ means the Party receiving funds under this Contract. May also be referred to as
"Contractor” in certain attachments.

“Health and Human Services Commission” or “HHSC™ means the administrative agency
established under Chapter 531, Texas Government Code, or its designee.

"HUB"” means Historically Undenutilized Business, as defined by Chapter 2161 of the
Texas Government Code.

“Intellectual Property Rights™ means the worldwide proprietary rights or interests, including
patent. copyright. frade secret. and trademark rights. as such right may be evidenced by or
embodied in:
1. any idea design concept. personality right, method. process. technique. apparatus.
invention discovery, or improvement,
1. any work of authorship. including anv compilation. computer code. website or web
page design, literary work., pictorial work, or graphic work;
1l any trademark, service mark, frade dress. trade name, branding, or other indicia of
SOUICE O OTigin;
1v. domain name registrations; and
v. any other proprietary or similar rights. The Intellectual Property Rights of a Party
include all worldwide proprietary rights or interests that the Party may have acouired
by assignment. by exclusive license. or by license with the right to grant sublicenses.

HHSC Grenies Uhniform Termms snd Conditione
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v. 1161

“Mentor Protége™ means the Comptroller of Public Accounts’ leadership program found
at: hitp:/www. window state. tx us/procurement,prog/hub/mentorprotege’.

“Parties” means the System Agency and Grantee, collectively.
“Party” means either the System Agency or Grantee, individually.

“Program”™ means the statutorily authorized activities of the System Agency under which
this Contract has been awarded.

“Project” means specific activities of the Grantee that are supported by funds provided under
thiz Contract.

“Public Informanion Act™ or “PIA™ means Chapter 552 of the Texas Government Code.

“Signature Document™ means the document executed by both Parties that specifically sets
forth all of the documents that constitute the Contract.

“Solicitation” or "Request for Applications (RFA)”" means the document (including all
amendments and attachments) issued by the System Agency under which applications for
Program finds were requested, which is incorporated by reference for all purposes in its
enfirety.

“Solicitation Response” or "Application” means Grantee's full and complete response
{(including any attachments and addenda) to the Solicitation. which is incorporated by
reference for all purposes in its entirety.

“State Fiscal Year” means the period beginning September 1 and ending August 31 each
year. which is the annual accownting period for the State of Texas.

“State of Tenas Tevrgvel” means Texas Administrative Code, Title 34, Pari 1, Chapter 5,
Subchapter C. Section >.22. relative to travel reimbursements under this Contract, if any.

“Statement of Work™ means the description of activities performed in completing the Project.
as specified in the Contract and as may be amended.

“System Agency” means HHSC of any of the agencies of the State of Texas that are overseen
by HHS5C under authonty granted wnder State law and the officers. employees. authorized
represenfatives and designees of those agencies. These agencies include: HHSC and the
Department of State Health Services.

“Technical Gindance Letter” or “TGL™ means an instruction. clarification, or interpretation
of the requirements of the Contract. issued by the System Agency to the Grantee.

“Work Product” means any and all works, including work papers. notes, materials.
approaches. designs. specifications. systems. innovations, improvements, mventions.
software, programs, source code, documentation training materials, audio or andiovisual
recordings, methodologies, concepts, studies, reports, whether finished or unfinished, and
whether or not included in the deliverables, that are developed, produced. generated or
provided by Grantee in commection with Grantee’s performance of its duties under the
Contract or through vse of any funding provided under this Contract.

“Uniform Grant Management Standards™ or “TUUGMS™ means vniform grant and contract
administration procedures. developed under the authority of Chapter 783 of the Texas

HHSC Grantee Timform Temms and Condinons
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Government Code, to promote the efficient use of public funds in local government and in
Programs requiring cooperation among local, state. and federal agencies.

1.2 INTERPRETIVE PROVTSIONS

A
B.

The meamngs of defined terms include the singular and plural forms.

The words “hereof” “herein.” “hereunder.” and similar words refer to this Confract
as a whole and not to any particular provision, section, Attachment. or schedule of this
Contract unless otherwise specified.

. The term “including”™ is not limiting and means “including withowt limitation™ and,

unless otherwise expressly provided in this Contract. (1) references to contracts (including
this Contract) and other contractual instruments shall be deemed to include all
subsequent Amendments and other medifications. but only to the extent that such
Amendments and other modifications are not prohibited by the terms of this Contract.
and (i) references to any stafute or regulation are to be construed as inchuding all
statutory and regulatory provisions consolidating, amending. replacing. supplementing,
or interpreting the statute or regulation.

. Any references to “sections.” “appendices.” or “attachments™ are references to sections.

appendices, or attachments of the Contract.

E. Any references to agreements, confracts, statutes, or administrative miles or regulations

in the Contract are references to these documents as amended, modified. or
supplemented from time to fime during the term of the Contract.

F. The captions and headings of this Contract are for convenience of reference only and do
not affect the inferprefation of this Confract.

G. All Attachments, including those incorporated by reference, and anv Amendments are
considered part of the terms of this Confract.

H. This Confract may use several different limitations, regulations, or policies to regulate
the same or similar matters. All such limitations, regulations, and policies are
cumulative and each will be performed in accordance with its terms.

I Unless otherwise expressly provided, reference to any action of the System Agency or
by the System Agency by way of consent, approval. or waiver will be deemed
modified by the phrase “in its sole discretion.”

J. Time is of the essence in this Contract.

ARTICLE IL PAYMENT METHODS AND RESTRICTIONS
1.1 PAvMENT METHODS
A Except as otherwise provided by this Confract. the payment method will be one or more

v. 2181

of the following:

1. Cost Reimbursement. This payment method is based on an approved budget and
submission of a request for reimbursement of expenses Grantee has incurred at the
time of the request;

1i. Unit rate/fee-for-service. This pavment method is based on a fixed price or a specified

rate(s) or fee(s) for delivery of a specified unit(s) of service and acceptable
submission of all required documentation, forms and/or reports; or

ui. Advance payment This payment method i1s based on disbursal of the minimum

necessary funds fo carry out the Program or Project where the Granfee has
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implemented appropriate safeguards. This payment method will only be utilized in
accordance with goverming law, state and federal regulations, and at the sole
discretion of the System Agency.

B. Grantee shall bill the System Agency in accordance with the Contract. Unless otherwise
specified in the Contract, Grantee shall subnut requests for reimbursement or pavment
monthly by the last business day of the month following the month in which expenses
were mncurred or services provided. Grantee shall mamntain all documentation that
substantiates invoices and make the documentation available to the System Agency upon

Tequest.

1.2 TIvAL BILLING SUBMISSION

Unless otherwise provided by the System Agency. Grantee shall submit a reimbursement
of payment request as a final close-out invoice not later than forty-five (45) calendar days
following the end of the term of the Contract. Reimbursement or payment requests received
after the deadline may not be paid.

2.3 FINANCIAL STATUS REPORTS (FSRS)

Except as otherwise provided, for contracts with categorical budgets, Grantee shall submait
quarterly F5Rs to System Agency by the last business day of the month following the end
of each quarter for System Agency review and financial assessment. Grantee shall submit
the final FSE no later than forty-five (45) calendar days following the end of the applicable
term.

2.4 Use oF Funps

Grantee shall expend funds under this Contract only for approved services and for reasonable
and allowable expenses directly related to those services.

2.5 UsE FORE MATCH PROHIBITED

Grantee shall not use funds provided under this Contract for matching purposes in securing
other funding without the written approval of the System Agency.

1.6 PROGRAM INCOME

v.21481

Income directly generated from funds provided under this Contract or earned only as a result
of such funds is Program Income Unless otherwise required under the Program Grantee
shall use Program Income, as provided im UGMS Section I, Subpart C. 25(g)(2), fo
further the Program, and Granfee shall spend the Program Income on the Project. Grantee
shall identify and report Program Income in accordance with the Contract, applicable law,
and any programmatic guidance. Grantee shall expend Program Income during the Contract
ferm1, when eamed. and mav not carry Program Income forward to any succeeding term.
Grantee shall refund Program Income to the System Agency if the Program Income 15 not
expended in the term in which it 15 earned. The System Agency may base future funding
levels, in part. upon Grantee’s proficiency in identifying. billing. collecting, and reporting
Program Income. and in using Program Income for the purposes and under the conditions
specified in this Contract.

HHLC Grantes Uniform Terms :od Conditions
Page Taf 21

Efective 0372672019

HHSC Contract #HHS000979200012
Page 65 of 214



DocuSign Envelope ID: 87BACE21-2442-4342-A7BC-823F54720312

2.7 NONSUPPLANTING

Grant funds may be used to supplement existing, new or corresponding programming and
related activities. Grant funds may not be used to supplant (replace) existing funds in place
to support current programs and related activities.

2.8 ALTOWABLE COsTS

Allowable Costs are restricted to costs that comply with the Texas Uniform Grant
Management Standards (UGMS) and applicable state and federal rules and law. The Parties
agree that all the recquirements of the UGMS apply to this Contract. including the criteria for
Allowable Costs. Additional federal requirements apply if this Contract 15 funded, in whole
of in part. with federal funds.

20 INDIRECT COST RATES

The System Agency may acknowledge an indirect cost rate for Grantees that is ufilized for
all applicable contracts. Grantee will provide the necessary financial documents to determine
the indirect cost rate in accordance with the Uniform Grant Guidance (UGG) and Uniform
Grant Management Standards (UGMS).

ARTICLE IIL. STATE AND FEDERAL FUNDING

31 oG

This Confract is subject to termination or cancellation, without penalty to System Agency,
either in whole or in part. subject to the availability of state funds. System Agency is a state
agency whose authority and appropriations are subject to actions of the Texas Legislature. If
System Agency becomes subject to a legislative change. revocation of statutory authority. or
lack of appropriated funds that would render either System Agency’s or Grantee's delivery
or performance under the Contract impossible or unnecessary. the Contract will be
terminated or cancelled and be deemed null and void In the event of a termination or
cancellation under this Section. System Agency will not be liable to Granfee for any
damages. that are caused or assoctated with such fermination. or cancellation. and System
Agency will not be required to give prior notice.

3.2 No DEBT ACAINST THE STATE

This Contract will not be construed as creating any debt by or on behalf of the State of Texas.

3.3 DEBT AnD DELINQUENCIES

Grantee agrees that any payments due inder the Contract shall be directly applied towards
eliminating anv debt or delingquency it has to the State of Texas including, but not limited to,
delinquent taxes. delinquent student loan payments, and delinquent child support.

3.4 RECAPTURE OF FUNDs

v. 1151

A . Atits sole discretion, the System Agency may i) withhold all or part of any pavments to
Grantee to offset overpavments, unallowable or ineligible costs made to the Grantee. or
if any required financial status report(s) is not submitted by the due date(s), or i1) require
Grantee to promptly refund or credit - within thirty (30) calendar davs of written notice -

HHLC Grantee Uniform Terms and Conditons
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any fimds erroneously paid by System Agency which are not expressly authonized under
the Contract.

. “Overpayments” as used in this Section include payvments (1) made by the System
Apgency that exceed the maxinum allowable rates: (i) that are not allowed under applicable
laws, miles. or regulations; or (i) that are otherwise inconsistent with this Contract.
mchiding any unapproved expenditures. Grantee understands and agrees that it will be
liable to the System Agency for any costs disallowed pursuant to financial and
compliance audit(s) of funds received under this Contract. Grantee further understands
and agrees that reimbursement of such disallowed costs shall be paid by Grantee from
funds which were not provided or otherwise made available to Grantee under this
Contract.

ARTICLE IV. ALTOWABLE COSTS5 AND AUDIT REQUIREMENTS

4.1 ArToWABLE COsTS
A System Agency will reimburse the allowable costs incurred in performing the Project that

are sufficiently documented Grantee nmst have incurred a cost prior to claiming
reimbursement and within the applicable term fo be eligible for reimbursement under
this Conftract. At its sole discretion, the System Agency will determine whether costs
submitted by Grantee are allowable and eligible for reimbursement. The System Agency
may take repavment (recoup) from funds available under this Contract in amounts
necessary to fulfill Grantee's repayment obligations. Applicable cost principles, aundit
requirements, and admimstrative requirements include, but are not limited to:

Applicable Entity | Applicable  Cost | Audit Admmistrative
Principles Requirements Requirements

State. Local and | 2 CFR Part 200 and| 2 CFR Part 200, | 2 CFR Part 200 and
Tribal UGMS Subpart F  and | UGMS
Governments UGMS
Educational 2 CFR Part 200 and| 2 CFR Part 200, | 2 CFR Part 200 and
Institutions UGMS Subpat F and | UGMS

UGMS
Non-Profit 2 CFR Part 200 and| 2 CFR Part 200, | 2 CFR Part 200 and
Organizations UGMS Subpat F  and | UGMS

UGMS

HESC Grenie= Unifomm Tamns and Condition:
Page 8 of 21
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For-profit
Organization
other than a
hospital and an
organization
named in OMB
Circular A-122
(2 CFR Par.
230) as not
subject to that
circular.

48 CFR Part 31
Contract Cost
Prnciples and
Procedures, or
Uniform cost
accounting
standards that
comply with cost
principles
acceptable to the
federal or state
awarding agency

2 CFR Part 200,
Subpat F and
UGMS

2 CFR Part 200 and
UGMS

B. OMB Circulars will be applied with the modifications prescribed by UGMS with effect
miven fo whichever provision imposes the more siringent requirement in the event of a

conflict.

4.2 AUDITS AND FINANCIAL STATEAMENTS

v. 1161

A Andits

i. HHS Single Audit Unit will notify Grantee to complete the Single Audit
Determination Form. If Grantee fails to complete the form within thirty (30) calendar
days after receipt of notice, Grantee will be subject to the sanctions and remedies for
non-compliance with this Contract.

11. If Grantee, within Grantee’s fiscal vear, expends at least SEVEN HUNDRED FIFTY
THOUSAND DOLLARS ($750.000) in federal funds awarded, Grantee shall have a
single audit or program-specific audit in accordance with 2 CFR 200. The federal
threshold amount includes federal funds passed through by way of state agency

awards.

iii. If Grantee. within Grantee's fiscal vear. expends at least SEVEN HUNDRED FIFTY
THOUSAND DOLLARS ($750.000) in state funds awarded. Grantee shall have a
single audit or program-specific audit in accordance with UGMS. State of Texas
Single Audit Circular. The andit must be conducted by an independent certified public
accountant and in accordance with 2 CFR 200, Government Auditing Standards, and

UGMS.

iv. Forprofit Grantees whose expendifures meet or exceed the federal or state
expenditure thresholds stated above shall follow the guidelines in 2 CFR 200 or

UGMS. as applicable, for their program-specific audits.

v. Each Grantee that is required to obtain a single aundit mmst competitively re-procure
single audit services once every six years. Grantee shall procure audit services in
compliance with this section, state procurement procedures. as well as with the

provisions of UGMS.
B. Financial Statements

Each Grantee that does not meet the expenditure threshold for a single audit or program-

specific audit. nmst provide financial statements.

Effactive 0372672019
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4.3 SUBMISSION OF AUDITS AND FINANCIAL STATEMENTS

A Apdits
Due the earlier of 30 days after receipt of the independent certified public accountant's
report or nine months after the end of the fiscal year, Grantee shall submit electronically
one copy of the single audit or program-specific audif to the System Agency via:
1. HHS portal at: or,
hitps://hhsportal hhs state b us/heartwebextr/hhscSan
11. Email to: single audit report@hhsc state tx us.
B. Financial Statements
Due no later than nine months after the Grantee’s fiscal year end. Grantees which are not
required to submit an audit. shall submit electronically financial statements via:
1. HHS portal at:
hitps://hhsportal hhs state b us‘heartwebextr/hhscSan; or,
ii. Email to: single audit report@hhsc state tx.us.

ARTICLE V. AFFIRMATIONS, ASSURANCES AND CERTIFICATIONS
5.1 GENERAL AFFIRMATIONS

Grantee certifies that, fo the extent General Affirmations are incorporated into the Confract
under the Signature Document, the Granfee has reviewed the General Affirmations and that
Grantee is1n compliance with all requirements,

5.2 FEDERAL ASSURANCES

Grantee further certifies that. to the extent Federal Assurances are incorporated into the
Contract under the Signature Document. the Grantee has reviewed the Federal Assurances
and that Grantee is in compliance with all requirements.

5.3 TEDERAL CERTIFIC ATIONS

Grantee further certifies that, to the extent Federal Certifications are incorporated into the
Confract under the Signature Document, the Grantee has reviewed the Federal
Cerfifications and that Grantee is in comphance with all requirements. In addition. Granfee
certifies that it 1s in conpliance with all applicable federal laws. niles. and regulations. as they
may pertain to this Contract.

ARTICLE VL. INTELLECTUAL PROPEETY

6.1 OWNERSHIF OF WORK PRODUCT

All right. title. and interest in the Work Product. including all Intellectual Property Rights
therein. is exclusively owned by System Agency. Grantee and Grantee’s emplovees will have
no rights in or ownership of the Work Product or any other property of System Agency. Any
and all Work Product that is copyrightable under United States copyright law 15 deemed to
be “work made for hire” owned by System Agency. as provided by Title 17 of the United
States Code. To the extent that Work Product does not qualify as a “work made for hire™
vnder applicable federal law. Grantee hereby trrevocably assigns and transfers to System
Apgency. its successors and assigns, the entire right. title. and interest in and to the Work
Product. including any and all Intellectual Property Rights embodied therein or associated
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6.3

6.4

6.5

v. 1161

therewith. and in and to all works based upon. derived from. or incorporating the Work
Product. and in and to all income. rovalties. damages, claims and payments now or hereafter
due or payable with respect thereto, and in and to all causes of action. either in law or in
equity for past. present or future infringement based on the copyrights. and in and to all rights
corresponding to the foregoing. Grantee agrees to execute all papers and to perform such
other property rights as System Agency may deem necessary to secure for System Agency
orf its designee the rights herein assigned. In the event that Grantee has any rights in and to
the Work Product that cannot be assigned fo System Agency. Grantee hereby grants to
System Agency an exclusive, worldwide, rovalty-free, transferable. irrevocable, and
perpetual license, with the right to sublicense, fo reproduce, distribute, modify, create
denivative works of, publicly perform and publicly display, make. have made, use, sell and
offer for sale the Work Product and any products developed by practicing such rights.

GRANTEE s PRE-EXISTING WORES

To the extent that Grantee incorporates into the Work Product any works of Grantee that
were created by Grantee or that Grantee acquired rights in prior to the Effective Date of this
Contract (“Incorporated Pre-existing Works™)., Grantee retains ownership of such
Incorporated Pre-existing Works, and Grantee hereby grants to System Agency an
irevocable, perpetual. non-exclusive, royvalty-free. transferable. worldwide right and license,
with the right to sublicense. to use, modify. copy. create derivative works of publish
publicly perform and display. sell. offer to sell, make and have made. the Incorporated Pre-
existing Works, in any medium. with or without the associated Work Product. Grantee
represents, warrants, and covenants to System Agency that Grantee has all necessary right
and authority to grant the foregoing license in the Incorporated Pre-existing Works to System

Agency.

AGREFMENTS WITH EAMPLOYEES AND SUBCONTRACTORS

Grantee shall have written, binding agreements with ifs emplovees and subcontractors that
include provisions sufficient to pive effect to and enable Grantee’s compliance with
Grantee’s obligations under this Article VI

DELTVERY UpON TERMINATION OR EXPIRATION

Mo later than the first calendar day after the termination or expiration of the Confract or upon
System Agency’s request, Grantee shall deliver to Syvstem Agency all completed, or partially
completed, Work Product. including any Incorporated Pre-existing Works. and any and all
versions thereof Grantee’s failure to timely deliver such Work Product is a material breach
of the Contract. Grantee will not retain any copies of the Work Product or any documentation
or other products or results of Grantee's activities under the Contract without the prior written
consent of System Agency.

SURVIVAL

The provisions and obligations of this Article VI survive any fermination or expiration of
the Contract.
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ARTICLE VII. RECOEDS, AUDIT, ANDDISCLOSUEE
Books AND RECORDS

Grantee shall keep and mantain under GAAP or GASB. as applicable, full. true. and
complete records necessary to fully disclose to the System Apgency. the Texas State
Auditor's Office, the United States Govermnment. and their auntherized representatives
sufficient information to determine compliance with the terms and conditions of this Confract
and all state and federal rules. regulations. and statutes. Unless otherwise specified in this
Contract, Grantee shall maintain legible copies of this Confract and all related documents
for a mininmm of seven (7) vears after the termination of the Contract period or seven (7)
vears after the completion of any litigation or dispufe involving the Contract, whichever is
later.

ACCESS TO RECOEDS, BOOKS, AND DOCUMENTS

In addition to any right of access arising by operation of law, Grantee and any of
Grantee’s affiliate or subsidiary organizations, or Subcontractors shall permit the System
Apgency or any of its duly authorized representatives, as well as duly authorized federal
state or local awthorities. unrestricted access to and the right to examine any sife where
business 15 conducted or services are performed. and all records. which includes but is not
limited to financial. client and patient records. books. papers or documents related to this
Contract. If the Contract includes federal funds, federal agencies that shall have a right
of access to records as described in this section include; the federal agency providing the
funds, the Comptroller General of the United States. the General Accounting Office, the
Office of the Inspector General, and any of their authorized representatives. In addition.
agencies of the State of Texas that shall have a right of access to records as described in
this section include; the System Agency, HHSC, HHSC's contracted examiners, the State
Auditor's Office, the Office of the Texas Attorney General. and any successor agencies,
Each of these entities may be a duly authorized avthority. If deemed necessary by the System
Apgency or any dulyv authorized authority. for the purpose of investigation or hearing,
Grantee shall produce original documents related to this Confract. The System Agency and
any duly authorized authority shall have the right to audit billings both before and after
payment. and all documentation that substantiates the billings. Grantee shall include this
provision concerning the right of access to, and examination of sites and information
related to this Contract in any Subcontract it awards.

RESPONSE/COMPLIANCE WITH AUDIT OR INSFECTION FINDINGS

A Grantee must act to ensure its and its Subcontractors” compliance with all comections
necessary to address any finding of noncompliance with any law. regulation. audit
requirement. or generally accepted accounting principle. or any other deficiency
identified in any audit, review, or inspection of the Contract and the services and
Deliverables provided. Any such correction will be at Grantee’s or its Subcontractor’s
sole expense Whether Grantee's action corrects the noncompliance shall be solely the
decision of the System Agency.

B. As part of the services, Grantee must provide to HHSC upon request a copy of those
portions of Grantee's and its Subcontractors' internal audit reports relating to the services
and Deliverables provided to the State under the Contract.
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7.4 SAO ArDIT

A The state auditor may conduct an audit or investigation of any entity receiving funds from
the state directly under the Contract or indirectly through a subcontract under the
Contract. The acceptance of fimds directly mnder the Contract or indirectly through a
subcontract under the Contract acts as acceptance of the authority of the state auditor,
under the direction of the legislative audit committee. to conduct an audit or investigation
in connection with those fimds. Under the direction of the legislative audit committee, an
entity that 15 the subject of an audit or investigation by the state auditor must provide the
state auditor with access fo any information the state audifor considers relevant to the
investigation or audit.

B. Grantee shall complv with any mules and procedures of the state auditor in the
implementation and enforcement of Section 2262154 of the Texas Government Code.

7.5 CONFIDENTIALITY

Grantee shall maintain as confidential. and shall not disclose to third parties without System
Apgency’'s prior written consent, any System Agency information including but not limited to
System Agency’s business activities, practices. systems. conditions and services. This
section will survive termination or expiration of this Contract.

ARTICLE VIOIL. CONTRACT EEMEDIES AND EARLY TERMINATION
8.1 CONTRACT REMEDIES

To ensure Grantee’s full performance of the Contract and compliance with applicable
law, the System Agency reserves the right to hold Grantee accountable for breach of contract
or substandard performance and may take remedial or corrective actions. including. but not
limited to:
1. suspending all or part of the Contract;
. requiring the Grantee to take specific actions in order to remain in compliance with
the Contract:
ii. recouping pavments made by the System Agency to the Grantee found fo be in error;
1. suspending. limiting. or placing conditions on the Grantee's continued performance
of the Project;
V. 1mposing any other remedies, sanctions or penalties authorized under this Contract or
permitted by federal or state statute. law, regulation or mule.

8.2 TERMINATION FOR CONVENIENCE

The System Agency may terminate the Contract at any time when, in its sole discretion.
the System Agency determines that termimation 15 i the best interests of the State of
Texas. The termination will be effective on the date specified in HHSC s notice of
termination. The System Apency’s right fo terminate the Contract for convenience is
cumulative of all nights and remedies which exist now or in the fufure.

8.3 TERMINATION FOR CAUSE

Except as otherwise provided by the U.S. Bankrptcy Code, or any successor law, the
System Agency may termunate the Contract, in whole or in part, upon either of the following
conditions:
HESC Grensse Uniform Temms snd Condidon:
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1. Marterial Breach

The System Agency will have the right to termunate the Confract in whole or
in part if the System Agency determines, in its sole discretion, that Grantee has
materially breached the Contract or has failed to adhere to any laws, ordinances,
rules. regulations or orders of any public authority having jurisdiction and such
violation prevents or substantially impairs performance of Grantee’s duties under the
Contract. Grantee's misrepresentation in any aspect of Grantee’s Solicitation
Response. if anv, or Grantee's addifion to the Excluded Parties List System (EPLS)
will also constitute a material breach of the Contract.

ii. Failure to Maintain Financial Viabilicy

The System Agency may termunate the Confract if, in ifs sole discretion, the System
Agency has a good faith belief that Grantee no longer maintains the financial
viability required to complete the services and Deliverables. or otherwise fully
perform its responsibilities under the Contract.

ARTICLE I, MISCELLANEOTUS PROVISIONS

0.1 ANENDMENT

The Contract may only be amended by an Amendment executed by both Parties.

0.2 INsURANCE

A. Unless otherwise specified in tlis Contract, Grantee shall acquire and maimtain for the

duration of this Contract, insurance coverage necessary to ensure proper fulfillment
of this Contract and potential liabilities thereunder with financially sound and reputable
wsurers licensed by the Texas Depariment of Insurance. in the type and amount
customarily carried within the industry as determined by the System Agency. Grantee
shall provide evidence of insurance as required under this Contract. including a schedule
of coverage or underwriter’s schedules establishing to the satisfaction of the System
Agency the nature and extent of coverage granted by each such policy. upon request
by the System Agency. In the event that any policy is determined by the System
Agency to be deficient fo comply with the terms of flus Contract, Grantee shall secure
such additional policies or coverage as the System Agency may reasonably request or
that are required by law or regulation. If coverage expires during the term of this Contract,
Grantee st produce renewal cerfificates for each type of coverage.

. These and all other insurance requirements under the Contract apply fo both Grantee and

its Subconiractors, if any. Grantee is responsible for ensunng its Subcontractors'
compliance with all requirements.

0.1 LEcArl OBLIGATIONS

v. 1141

Grantee shall comply with all applicable federal state. and local laws. ordinances, and
regulations, meluding all federal and state accessibility laws relating fo direct and mdirect
use of information and communication technology. Grantee shall be deemed to have
knowledge of all applicable laws and regulations and be deemed to understand them
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0.4 PERAOTTING AND LICENSURE

At Grantee's sole expense. Grantee shall procure and maintain for the duration of this
Confract any state, county, city, or federal license, authorization, insurance, Waiver, permit,
qualification or cerfification required by statute, ordinance, law, or regulation to be held by
Grantee to provide the goods or services required by this Contract. Grantee shall be
responsible for pavment of all taxes, assessments. fees, premiums, permits, and licenses
requited by law. Grantee shall be responsible for pavment of any such government
obligations not paid by its Subcontractors during performance of this Contract.

0,5 INDEADNITY

Al

C.

GRANTEE SHALL DEFEND, INDEMNIEY AND HOLD HARMIESS THE
STATE OF TEXAS AND SYSTEM AGENCY, ANDVOE THEIR OFFICERS,
AGENTS. EMPLOYEES, REPRESENTATIVES, CONTEACTORS,
ASSIGNEES., ANDVOR DESIGNEES FROM ANY AND ALL LIABILITY,
ACTIONS, CLAIMS, DEMANDS, OR SUITS, AND ALL RELATED COSTS,
ATTORENEY FEES, AND EXPENSES ARISING OUT OF OR EESULTING
FROM ANY ACTS OE OMISSIONS OF GRANTEE OR ITS AGENTS,
EMPLOYEES, SUBCONTRACTORS, OFDER FULFILLERS, OR SUPPLIERS
OF SUBCONTRACTORS IN THE EXECUTION ORE PERFORMANCE OF THE
CONTRACT AND ANY PURCHASE ORDERS ISSUED UNDER THE
CONTRACT. THE DEFENSE SHALL BE COORDINATED BY GRANTEE
WITH THE OFFICE OF THE TEXAS ATTORNEY GENERAL WHEN TEXAS
STATE AGENCIES ARF NAMED DEFENDANTS IN ANY LAWSUIT AND
GRANTEE MAY NOT AGREE TO ANY SETTLEMENT WITHOUT FIRST
OBTAINING THE CONCUREENCE FROM THE OFFICE OF THE TEXAS
ATTORNEY GENERAI. GRANTEE AND SYSTEM AGENCY AGREE TO
FURNISH TIMELY WRITTEN NOTICE TO EACH OTHER OF ANY SUCH
CLATAM.

THIS PARAGRAPH IS NOT INTENDED TO AND SHAIL NOT BE
CONSTRUED TO EREQUIRE GRANTEE TO INDEMNIEY OR HOLD
HARMIESS THE STATE OR THE SYSTEM AGENCY FOR ANY CLAIMS OR
LIABILITIFS RESULTING FROM THE NEGLEGENT ACTS OR OMISSIONS
OF THE SYSTEM AGENCY OR ITS EMPLOYEES.

For the avoidance of doubt, System Agency shall not indemnify Grantee or any
other enfity under the Coniract.

0.6 ASSIGNMENTS
A Grantee may not assign all or any portion of its rights under. interests in or duties

v. 1161

required under this Contract without prior written consent of the System Agency.
which may be withheld or granted at the sole discretion of the System Agency. Except
where otherwise agreed in writing by the System Agency. assignment will not release
Grantee from its obligations under the Contract.

Grantee understands and agrees the System Agency may in one or more transactions
assign. pledge. or transfer the Contract. This assignment will only be made to another
State agency or a non-state agency that 15 contracted to perform agency support.
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9.7 INDEPENDENT CONTRACTOR

Grantee and Granfee’s emplovees, representatives, agents, Subcontractors. suppliers, and
third-party service providers shall serve as independent contractors in providing the services
under the Contract. Neither Grantee nor System Agency is an agent of the other and neither
may make any commnuitments on the other party’s behalf Should Grantee subcontract any of
the services required in the Contract. Grantee expressly understands and acknowledges that
in entering such subcontract(s). System Agency is in no manner liable to any
Subcontracton(s) of Grantee. In no event shall this provision relieve Grantee of the
responsibility for ensuring that the services performed under all subcontracts are rendered in
compliance with the Contract. Grantee shall have no claim against System Agency for
vacation pay. sick leave. retirement benefits. social security. worker s compensation. health
or disability benefits. unemplovment insurance benefits. or emplovee benefits of any kind.
The Contract shall not create any joint venture, parinership, agency, orf emplovment
relationship between Grantee and System Agency.

0.8 TECHNICAL GUIDANCE LETTERS

In the sole discretion of the System Agency, and in conformance with federal and state law,
the System Agency may issue instructions. clarifications, or interpretations as may be
required during work performance in the form of a Technical Guidance Letter (TGL).
A TGL must be in writing and may be delivered by regular mail electronic mail or
facsimile transmission. Any TGL issued by the System Agency will be incorporated into the
Contract by reference for all purposes when it 15 issued.

9.9 DIsPUTE RESOLUTION

A The dispute resolution process provided for in Chapter 2260 of the Texas Government
Code must be used to attempt to resolve any dispute arising under the Contract.

B. If a contract dispute anses that cannot be resolved to the satisfaction of the Parties. either
Party may notify the other Party in writing of the dispute. If the Parties are unable to
satisfactorily resolve the dispute within fourteen (14) days of the written notification_ the
Parties must use the dispute resolution process provided for in Chapter 2260 of the Texas
Government Code to attempt to resolve the dispute. This provision will not apply to any
matter with respect to which either Party may make a decision within its respective sole
discretion.

0.10 GOVERNING LAW AND VENUE

The Contract shall be governed by and construed in accordance with the laws of the State of
Texas, without regard to the conflicts of law provisions. The venue of any suit arising under
the Contract is fixed in any court of competent jurisdiction of Travis County. Texas. unless
the specific venue is otherwise identified in a statute which directly names or otherwise
identifies its applicability to the System Agency.

011 SEVERABILITY

If any provision contained in this Contract is held to be unenforceable by a court of
law or equity, this Contract shall be construed as if such provision did not exist and the non-
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enforceability of such provision shall not be held to render any other prowvision or
provisions of this Confract unenforceable.

0,12 SURVIVABILITY

Expiration or termination of the Contract for any reason does not release Grantee from any
hability or obligation set forth in the Contract that is expressly stated to survive any such
expiration or termunation that by ifs nature would be intended to be applicable following any
such expiration or termination. or that is necessary to fulfill the essential purpose of the
Confract, including without limitation the provisions regarding warranty, indemmnification,
confidentiality, and nghts and remedies upon termination.

0.13 ForcE MATEURE

Neither Grantee nor Svstem Agency shall be liable to the other for any delay in or failure of
performance. of any requirement included in the Confract caused by force majeure. The
existence of such causes of delay or failure shall extend the period of performance until after
the causes of delay or failure have been removed provided the non-performing party
exercises all reasonable due diligence to perform. Force majeure is defined as acts of God.
war, fires, explosions, hurricanes, floods, failure of transportation. or other causes that are
beyond the reasonable control of either party and that by exercise of due foresight such party
could not reasonably have been expected to avoid, and which by the exercise of all
reasonable due diligence, such party is unable to overcome.

0.14 No WAIVEE oF PROVISIONS

The failure of the System Agency to object to or to take affirmative action with respect to
any conduct of the Grantee which is in violation or breach of the terms of the Contract shall
not be construed as a waiver of the violation or breach or of any future violation or breach.

015 PUBLICITY

r.2.161

A Except as provided in the paragraph below, Grantee must not use the name of or
directly or indirectly refer to, the System Agency. the State of Texas, or any other
State agency in any media release. public announcement, or public disclosure relating
to the Contract or its subject matter, including in any promotional or marketing
materials, customer lists. or business presentations.

B. Grantee mav publish, at its sole expense, results of Grantee performance under the
Contract with the System Agency's prior review and approval. which the System
Apency may exercise at its sole discretion. Any publication (written. visual, or sound)
will acknowledge the support received from the System Apency and any Federal agency,
as appropriate.

C. Contractor is prohibited from using the Work for any Contractor or third party marketing.
advertising. or promotional activities. without the prior written consent of System
Agency The foregoing prohibition includes, without limifation. the placement of
banners, pop-up ads, or other advertisements promoting Contractor’s or a third pariy’'s
products. services. workshops. frainings. or other commercial offerings on any website
portal or internet-based service or software application hosted or managed by Contractor
as part of the Worl
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0.16 PROHIBITION ON NON-COMPETE RESTRICTIONS

Grantee shall not require any employees or Subcontractors to agree fo any conditions.
such as non-compete clauses or other contractual arrangements that would limit or restrict
such persons or entities from employment or contracting with the State of Texas.

0.17 No WATVER OF SOVEREIGN NV NITY

Nothing in the Contract will be construed as a waiver of the System Agency’s or the
State’s sovereign immmity. Tlus Confract shall not constitute or be construed as a waiver of
any of the pnvileges, nights, defenses. remedies. or immunities available to the System
Agency or the State of Texas. The failure to enforce, or any delay in the enforcement. of any
privileges, rights. defenses. remedies. or immunities available to the System Agency or the
State of Texas under the Contract or under applicable law shall not constitute a waiver of
such privileges, rights, defenses, remedies. or imumunities or be considered as a basis for
estoppel. System Agency does not waive any privileges. rights. defenses. or immunities
available to System Agency by entering into the Contract or by its conduct prior to or
subsequent to enfering into the Contract.

9.18 ENTIRE CONTRACT AND MODIFICATION

The Contract constitutes the entire agreement of the Parties and is mtended as a complete
and exclusive statement of the promises, representations. negotiations. discussions. and other
agreements that may have been made in connection with the subject matter hereof Any
additional or conflicting terms in any fitare document incorporated into the Contract
will be harmonized with this Contract to the extent possible.

0.19 COUNTERPARTS

This Contract may be executed in any mumber of counterparts. each of which will be an
original and all such counterparts will together constitute but one and the same Contract.

0.2() PROPER AUTHORITY

Fach Party represents and warranfs that the person executing this Contract on its behalf
has full power and authority to enter into this Contract.

0,21 E-VERIFY PROGRAM

Grantee cerfifies that it utilizes and will continue to utilize the U.S. Department of
Homeland Security's E-Venfy system to determine the eligibility of
1. all persons employed to perform duties within Texas during the term of the Contract;
and
1. all persons, (including subcontractors) assigned by the Grantee fo perform work
pursuant to the Contract within the United States of America.

0,22 v RIGHTS

A Grantee agrees to comply with state and federal anti-discrimination laws, including:
i. Title VI of the Civil Rights Act of 1964 (42 US.C. §2000d e 5ag.);
1. Section 504 of the Rehabilitation Act of 1973 (20 US.C. §794);
1. Americans with Disabilities Act of 1000 (42 TI.5.C. §12101 af 5eg.);
tv. Age Discrimination Act of 1975 (42 U.S.C. §§6101-6107);
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v. Title IX of the Education Amendments of 1972 (20 US.C. §51681-1688);
vi. Food and Nutrition Act of 2008 (7 US.C. §2011 et seq.); and
vii. The System Agency's administrative rules, as set forth in the Texas Administrative
Code. to the extent applicable to this Confract.

B. Grantee agrees to comply with all amendments to the above-referenced laws, and all
requirements imposed by the regulations issued pursuant to these laws. These laws
provide in part that no persons in the United States may, on the grounds of race, color,
national origin sex. age disability, political beliefs. or religion be excluded from
participation in or denied any aid. care. service or other benefits provided by Federal or
State funding. or otherwise be subjected to discrimination.

C. Grantee agrees to commply with Title VI of the Civil Rights Act of 1964, and 1ts
implementing regulations at 45 CF.E Part 80 or 7 CFR. Part 15, prohibiting a
contractor from adopting and implementing policies and procedures that exclude or
have the effect of excluding or limiting the participation of clients mn ifs programs,
benefits. or activities on the basis of national ongin. State and federal civil rights
laws require contractors to provide alternative methods for ensuring access to services
for applicants and recipients who cannot express themselves fluenfly in English
Grantee agrees to take reasonable steps to provide services and information, both orally
and in writing. in appropriate languages other than English. in order to ensure that
persons with limited English proficiency are effectively informed and can have
meaningful access to programs. benefits. and activities.

D Grantee agrees to post applicable civil rights posters in areas open to the public
informing clients of their civil rights and including contact information for the HHS Civil
Rights Office. The posters are available on the HHS website at:
http://hhsex hhae texas gov/syvstem-support- services/civil-nights/publications

E. Grantee aprees to comply with Executive Order 13279. and its implementing
regulations at 45 CFR Part §7 or 7 CFR. Part 16. These provide in part that any
orgamization that participates in programs funded by direct financial assistance from the
United States Department of Agrculture or the United States Department of Health
and Human Services shall not discniminate against a program beneficiary or prospective
program beneficiary on the basis of religion or religious belief

F. Upon request, Grantee shall provide HHSC s Civil Rights Office with copies of the
Grantee's civil nights policies and procedures.

G. Grantee nmist notify HHSC s Civil Rights Office of any civil rights complaints received
relating to its performance under this Contract. This notice must be delivered no more
than ten (10} calendar davs after receipt of a complaint. Notice provided pursuant to
tlus section must be directed to:

HHSC Civil Rights Office

701 W. 51 Street. Mail Code W206
Austin, Texas 78751

Phone Toll Free: (888) 388-6332
Phone: (312) 4384313

TTY Toll Free: (877)432-7232

Fax: (512) 438-5885.

HHSC Grentes Uniform Temns and Conditons
Pagze 20 of 21
v. L1561
Effactove 0372672019
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023 SYSTEM AGENCY DATA

As between the Parties. all data and information acquired. accessed. or made available to
Contractor by or through System Agency or System Agency contractors. mncluding all
electronic data generated. processed. transmifted. or stored by Contractor in the course of
providing data processing services in connection with Contractor’s performance hereunder.
(the “System Agency Data™). is owned solely by Svstem Agency. Contractor has no nght
or license to use. analyze. agoregate. transmit. create derivatives of. copy. disclose, of process
the System Agency Data except as required for Contractor to fulfill its obligations under the
Confract or as awthorized in advance in writing by System Agency. For the avoidance of
doubt, Contractor is expressly prohibited from using. and from permitting any third party to
nse, System Agency Data for marketing, research, or other non-governmental or commercial
purposes, without the prior written consent of System Agency.

HESC wmoee Umiom Terms and Coooroons

Bage 11 pf 21
v. 1161
Effective 03/26/2019
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Cecile Erwin Young, Executive Commissioner

Contract
for
2-1-1 Texas Information and Referral Network Operations
HHSC Contract No. HHS000979200012
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For purposes of these Contract Affirmations. HHS includes both the Health and Human Services
Commussion (HHSC) and the Depariment of State Health Services (DSHS). System Agency
refers to HHSC. DSHS. or both. that will be a party to this Contract. These Contract
Affirmations apply to all Contractors regardless of their busmess form (eg. individual.

partnership, corporation).
By entering mnfo this Confract. Contractor affirms, without exception. understands. and agrees
to comply with the following items through the life of the Contract:

1.

(B

Contractor represents and warrants that these Contract Affirmations apply to Confractor
and all of Contractor's principals. officers, directors, shareholders, partners, owners. agents,
employees. subcontractors, independent contractors. and any other representatives who
may provide services under. who have a financial interest in or otherwise are interested in
this Contract and any related Solicitation.

Complete and Accurate Information

Contractor represents and warrants that all statements and information provided to HHS
are current, complete, and accurate. This includes all statements and information in this
Contract and any related Solicitation Response.

Public Information Act

Contractor understands that HHS will comply with the Texas Public Information Act
{Chapter 352 of the Texas Government Code) as interpreted by judicial milings and
opinions of the Attorney General of the State of Texas. Information documentation. and
other material prepared and submitied mn connection with this Contract or anv related
Solicitation may be subject to public disclosure pursuant to the Texas Public Information
Act. In accordance with Section 2252907 of the Texas Government Code, Confractor is
required to make any information created or exchanged with the State pursuant to the
Contract, and not otherwise excepted from disclosure under the Texas Public Information
Act, available 1 a format that 15 accessible by the public at no additional charge to the
State.

Contracting Information Requirements

Contractor represents and warrants that it will comply with the requirements of Section
352 372(a) of the Texas Government Code. Except as provided by Section 552 374(c) of
the Texas Government Code, the requirements of Subchapter J (Additional Provisions
Related to Contracting Information). Chapter 552 of the Government Code. may apply to
the Contract and the Contractor agrees that the Contract can be termunated if the Contractor
knowingly or intentionally fails to comply with a requirement of that subchapter.

Healith and Human Services
Cootmact Affimations v. 1.7
Effectve Movember 2020
Page [ of 10
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WL

10.

11.

Aszsignment

A Confractor shall not assign its nights under the contract or delegate the performance of
itz dunies under the contract without prior wnitten approval from Svstem Agency. Any
attempted assignment m violation of this provision is void and without effect.

B. Contractor understands and agrees the System A gency may in one or more transactions
aszign, pledze, or transfer the Contract. Upon receipt of System Agency's notice of
assignment. pledge. or transfer., Contractor shall cooperate with System Agency m
giving effect to such assignment. pledge. or transfer, at no cost to System Apgency or to
the recipient enfity.

Terms: and Conditions

Contractor accepts the Schicitation terms and conditions umless specifically noted by
excephions advanced in the form and manner divected 1n the Soheitanon 1f any, under
whach this Contract was awarded. Contractor agrees that all exceptions to the Solicitation.
as well as terms and conditons advanced by Confractor that differ in any manner from
HHS' terms and conditions, if any, are rejected unless expres:ly accepted by System
Agency in wntng.

HHS Right to Use

Contractor agrees that HHS has the nght to use. produce. and distmbute copies of and to
discloze to HHS smplovees, agents, and contractors and other zovernmentz! enfities all or
part of this Contract or any related Solicitation Response as HHS deems necessary fo
complete the procurement process or comply with state or federal laws.

Releasze from Liabiboy

Contractor generally releases from hability and warves zll claims aganst any party
providing information about the Contractor at the request of System Agency.

Dealinzs with Public Servant:

Contractor has not mven. has not offered to zive. and does not intend to give at any ome
hereaffer any scomomic opportumity, futuwre employment, zift loan. gratwmty, special
discount, mp. favor, or service to a public servant in connection with thus Contract or any
related Soheoitation. or related Solicitanon Response.

Financial Participation Prohibited

Under Section 2155.004. Texas Government Code (relating to financial particrpation in
prepanng solicitations). Contractor certifies that the mndividual or business entity named m
thiz Contract and anv related Solicitation Rezponse 15 not inehzible to recerve thus Contract
and acknowledges that this Contract may be temunated and payment withheld if this
certification 15 mnaccurate.

Prior Dizaster Relief Contract Viclagden

Under Sections 2155006 and 2261.053 of the Texas Government Code (relating to
convictions and penalties regarding Hwmcane Rita, Humcane Kamna, and other
disasters), the Contractor certifies that the individual or business entity mamed m this
Contract and any related Soheitation Response 1s not melimble to recerve this Contract and

Health and Human Services
Contract AfSimeaticas v. 1.7
Effectve Novembar 2020
Page 2 of 10
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13,

14,

16.

17,

acknowledges that thiz Conftract may be termunated and pavment withheld if dus
certification 1s Inacourate.
Child Support Obligation

Under Section 231 .006(d} of the Texas Family Code regarding child support. Contractor
certifies that the mdnnidual or business entity named m this Contract and any related
Solicitation Response 15 not ineligible to recerve the specified pavment and acknowledges
that the Confract may be temunated and payment may be withheld if this certification 15
maccurate.

Suspension and Debarment

Confractor certifies that it and its prmeipals are not suspended or debamed from domng
businass wath the state or faderal sovernment as lhisted on the Srars of Texas Debarred
Vender Lizt maintammed by the Texas Comptroller of Public Accounts and the Syztem for
Award Management (54M) maintamed by the General Sermices Admimstraton. This
certification 1= made pursuant to the regulations implementing Executive Order 12549 and
Executive Order 12689, Debarment and Suspenzion. 2 C.F.R Part 376, and any relevant
regulations promulgated by the Department or Agency funding this project. This provision
shall be included in its entirety in Contractor’s subcontracts, if anv. if payment in whole or
in part 15 from federal funds.

Excluded Parties

Contractor certifies that it 1= not listed m the prolubited vendors hst authonzed by
Executive Order 13224, "Blocking Property and Prohibiting Tranzactions with Perzons
Who Commit, Threaten to Commiit, or Support Tervorizm, " publizhed by the United States
Department of the Treaswrv, Office of Foreizn Assets Control

Foreign Terrorist Organizations
Contractor represents and wairants that it 15 not engaged in business with Iran. Sudan. or a

foreigm terronist organization. as prohibited by Section 2252 152 of the Texas Government
Code.

Executive Head of a State Agency

In accordance with Section 669.003 of the Texas Government Code. relating to contractng
with the executive head of a state agency. Contractor certifies thatit 1z not (1) the executive
head of an HHS agency, (2) 2 person who at any time dunng the four vearz before the date

of thus Contract was the executive head of an HHS agency, or (3) a person who employs 2
current or former executive head of an HHS agency.

Human Trafficking Prohibition

Under Section 2155.006]1 of the Texa: Government Code, Contractor certifies that the
individual or busmess entity named in this Confract i1s not meligible to receive this contract
and acknowledges that this Contract may be temunated and payvment withheld if this
certification 1 Inacourate.

Health and Human Service:
Contract Aff=masions v. 1.7
Effactive Novembar 2020
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18,

Franchize Tax Status

Contractor represents and warrants that it 13 not cwrently delinquent in the payment of any
franchize taxes owed the State of Texas under Chapter 171 of the Texas Tax Code.

Debt: and Delinguencies

Conftractor agress that any payments due under this Contract shall be applied towards any
debt or delinquency that 1= owed to the State of Texas.

Leobbying Prohibition

Contractor represents and warrants that pavments to Contractor and Contractor's receipt of
appropnated or other funds under this Confract or any related Solicitation are not prohibited
by Sections 556.0035, 556.0053. or 556.008 of the Texas Government Code (relating to use
of appropnated money or state funds to employ or pay lobbwists, lobbyving expensas, or
influence legislation).

Buy Texa:

Contractor agrees to comply with Section 21554441 of the Texas Government Code,
requunng the pwchase of products and matenals produced m the State of Texaz m
performing service contracts.

Dizaszter Recovery Plan

Contractor agress that upon request of System Agency. Contractor shall provide copies of
its most recent business contimmty and disaster recovery plans.

Computer Equipment Recycling Program

If this Contract 1= for the purchase or lease of computer equupment. then Contractor certifies
that 1t 15 mn compliance with Subchapter Y, Chapter 361 of the Texas Health and Safety
Code related to the Computer Eqmipment Recyeling Program and the Texas Commission
on Environmental Quality rules in 30 TAC Chapter 328,

Television Equipment Recycling Program

Ifthis Contract 1z for the purchase or lease of coverad television equipment, then Contractor
certifies that 1t 15 compliance with Subchapter Z. Chapter 361 of the Texas Health and
Safery Code related to the Television Equpment Recycling Program.

Cyhbersecurity Training

A Confractor represents and warrants that 1t will comply wath the requirements of Sechon
2054.5192 of the Texa: Government Code relating to cybersecunty tamming and
required verification of complefion of the traming program.

B. Confractor represents and warrants that if Contractor or Subcontractors. officers, or
employees of Contractor have access to any state computer system or database, the
Contractor, Subcontractors. officers. and employess of Contractor shall complete
cyvbersecunty tframmg pursuant to and in accordance with Government Code. Section
2054.5192.

Health snd Human Services
Contract Afeagioas v. 1.7
Effectve Novemsber 2020
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Reztricted Employment for Certain State Perzonnel

Contractor acknowledges that pursuant to Section 372069 of the Texaz Government
Code, 2 former state officer or employee of a state agency who during the penod of state
service or employment participated on behalf of a state agency in a procurement or contract
negonaton mvolving Confractor may not accept employment from Contractor before the
second annrversary of the date the Contract 15 sizned or the procurement 15 ferminated or
withdrawn.

No Conflicts of Interest

A. Contractor represents and warrants that 1t has no actual or potential conflicts of mterest
in providing the requested goods or services to System Agency under this Contract or
any related Solicitafion and that Confiactor’s provision of the requested goods and/or
services under thes Contract and any related Sohicitation will not constitute zn actual or
potential conflict of interest or reasonably create an zppearance of impropnety.

B. Contractor agrees that. if after execution of the Contract, Contractor discovers or 15
made aware of a Conflict of Interest. Confractor will mmmediately and fully disclose
such mterest in wniting to System Agency. In addifion, Contractor will promptly and
fully disclose any relationship that might be perceived or reprezented as a conflict after
itz discovery by Contractor or by System Agency as 2 potennal conflict. System
Agency reserve:s the nght to make a final determination regarding the existence of
Conflicts of Interest. and Contractor agrees to abide by Svstem Agency’s decision

Fraud, Waste, and Abuze

Contractor understands that HHS doss not tolerate any type of frand. waste. or abuse
Violations of law. agency policies, or standards of ethical conduct will be invesngated and
appropnate actions will be taken. Pursuant to Texas Government Code. Section 321.022,
if the admmistrative head of a department or entity that 15 subject to audit by the state
auditor has reasonable cause to believe that money received from the state by the
department or enfity or by 2 chent or contractor of the department or extity may have been
lost, musappropriated. or musused. or that other fraudulent or unlawful conduct has occuwrred
1 relation to the operation of the department or entity. the administrative head shall report
the reason and bazis for the belief to the Texas State Auditor’s Office (SAQ). All employess
or contractors who have reasonable cause to believe that fraud. waste. or abuse has occwred
(mcluding misconduct by any HEHS employee. Grantee officer, agent, employee. or
subcontractor that would constitute fraud. waste, or abuse) are required to 1mmediately
report the questioned activity to the Health and Human Services Commuission's Office of
Inspector General. Contractor agrees to comply with all applicable laws, rules, regulations,
and System Agency policies regarding frand, waste, and zbuse including, but not limited
to. HHS Curcular C-027.

A report to the SAD must be made through one of the following avenues:
® SAO Toll Free Hotline: 1-800-TX-AUDIT
® SAQ website: http://zao fraud state tx.us/

All reports made to the OIG must be made through one of the following avenues:
® OIG Toll Free Hotline 1-800-436-6184

Health and Humas Services
Contract ASmations v 1.7
Effecave Novemsber 2020
Page 5 of 10
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30,

® OIG Website: ReportTexasFraud com
e Internal Affairs Email: Internal & ffawsReferval@hhsc state fcus
® OIG Hotline Email: OIGFraudHotline @ hhsc. state. tx us.
¢ 0IG Mailing Address: QOffice of Inspector General
Atin: Fraud Hotline
MC 1300
P.O. Box 85200
Austin. Texas 78708-5200
Anftitrust

The undersigned affirms under penalty of perjury of the laws of the State of Texas that

A in connection with thiz Contract and any related Solicitation Response, neither I nor
any representative of the Contractor has violated any provizion of the Texas Free
Enterprize and Antinust Act. Tex. Bus. & Comm. Code Chapter 15:

B. in comnection with this Contract and any related Solicitation Response, neither I nor
any reprezentative of the Contractor has violated any federal anntust law: and

C. peither I nor any representanve of the Contractor has directly or mduectly
commumcated any of the contents of this Contract and any related Solicitation
Response to a competitor of the Contractor or any other company, corporation, firm.
parmership or individual engaged in the same line of business as the Contractor.

Legal and Regulatory Actions

Conftractor represents and warrants that 1t i not aware of and has received no notice of any
court or governmental agency procesding Investization. or other action pending or
threatened against Confractor or any of the individuals or entihes included in pumbered
paragraph 1 of these Contract Affinmations within the five (3) calendar years mmediately
preceding execunon of this Contract or the submission of any related Solicitation Response
that would or could impaw Contractor’s performance under this Contract. relate to the
confracted or similar goods or services. or otherwise be relevant to System Agency’s
consideranon of entening mto this Contract. If Contractor 1= unable to make the preceding
representation and warranty, then Confractor mstead represents and warrants that it has
provided to System Agency a complete, dstailed disclosure of any such cowt or
governmental apency proceeding. mvestigation. or other action that would or could impair
Contractor’'s performance under thiz Contract. relate to the contracted or sumilar goods or
services, or otherwise be relevant to System Agency’s consideration of enterng nto this
Contract. In addition. Confractor acknowledges this 15 a continuing disclosure requirement.
Contractor reprezents and warrants that Contrzctor shall notify Svstem A gency In wmting
within five (3) business days of any changes to the representations or warranties in this
clause and understands that fatlure to so tumely update System Agency shall constitute
breach of contract and may result in immediate contract termination.

Health and Human Service:
Contract Afmaticas v. 1.7
Effecove Novemsbar 2020
Page 6of 10
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3.

33.

34,

Lo
:Jl

No Felony Criminal Conviction:

Contractor represents that neither Contractor nor any of itz emplovees, agents, or
reprezentatives. including any subcontractors and emplovess, agents, or representanve of
such subcontractors. have been convicted of a felony criminal offense or that if such 2
conviction has occwrred Contractor has fully advized System Agency in wnting of the facts
and circumstances swrounding the convichons.

TUnfair Business Practices

Contractor represents and wairants that it has not been the subject of allegations of
Deceptrve Trade Pracnces violanons under Chapter 17 of the Texas Busmess and
Commerce Code, or allegations of any unfair business practice i any admmistrative
heanng or court swit and that Contractor has not been found to be liable for such practces
in such proceedings. Contractor cernfies that it has no officers who have served as officers
of other entities who have been the subject of allegations of Deceptive Trade Practices
wviclations or allegations of any unfair business pracnices 1n an adoumistrative hearing or
court sust and that such officers have not been found to be Lable for such pracices m such
proceedings.

Entities that Boycott Israel

Contractor represents and warrants that (1) it does not. and shall not for the duration of the
Contract, boycott Israel or (2) the venfication requured by Section 2271.002 of the Texas
Government Code does not apply to the Contract. If circumstances relevant to this
provision change during the course of the contract. Contractor shall promptly notify System
Agency.

E-Verify
Contractor certifies that for contracts for semvices, Confractor shall utilize the US.

Department of Homeland Secunty’s E-Verify system duning the term of this Contract to
determne the ehzbility of:

1. 3l percons emploved by Contractor to perform duties within Texas; and
2. all persons. meluding subcontractors, assigned by Contractor to perform work
pursuant to this Contract withun the United States of Amenica

Former Agency Employees — Certain Contracts

If this Contract 15 an employvment contract, 2 professional services contract under Chapter
2254 of the Texas Government Code, or a consulting services contract under Chapter 2254
of the Texas Government Code, mn accordance with Section 2252.901 of the Texas
Government Code. Contractor represents and warrants that neither Contractor nor any of
Contractor’s employees including, but not lunited to, those authonzed to provide services
under the confract, were former employees of an HHS Agency durmg the twelve (12)
month penod immediately prior to the date of the execution of the contract.

Healih snd Human Services
Contract Affimmsatioas v. 1.7
Effective November 2020
Pags 7 of 10

Page 87 of 214



DocusSign Envelope ID: 87BACE21-2442-4342-A7TBC-823F54720312

36.

37,

8.

Dizclosure of Prior State Emplovment — Conzulting Services

If thiz Contract 1 for consulting services.

A In accordance with Section 2254032 of the Texas Government Code, a Contractor
providing consulting services who has been emploved by, or employs an mdivadual
who has been employed by. System Agency or another State of Texas agency at any
tume during the two years preceding the submiszion of Contractor’s offer to provide
services must disclose the followmgz informztion n its offer to provide services.
Contractor hereby certifies that this information was provided and remams true. correct,
and complete:

Nzame of mdridual(z) (Contractor or employee(s)):

Status;

The nature of the previous employment with HHSC or the other State of Texas
agency:

The date the employment was termunated and the reason for the termunztion: and
The zonua!l rate of compensation for the employment at the tme of 1ts termumnation

1 4

e

B. If po informanon was provided m response to Section A above, Contractor camfiss
that neither Confractor nor any individual employed by Contractor was employed by
System Agency or any other State of Texas agency at any ime durng the two years
precedmg the submission of Confractor’s offer to provide services.

Abortion Funding Limitation

Contractor understands. acknowledzes. and agrees that. pursuant to Arhele I, Section
6.25 of the Generzl Appropriations Act (the Act). to the extent allowed by federal and state
law, money zppropnated by the Texas Legslature may not be distiibuted to any individual
or enfity that. during the penod for which funds are appropriated under the Act:

1. performs an abortion procedure that 1= not reimbursable under the state’s Medicaid
program:

2. 15 commonly owned, managed. or conirolled by an enfity that performs an abornion
procedure that 15 not renmbursable under the state’s Medicaid program: or

3. 15 a franchise or affihate of an entity that performs an abortion procedure that 15 not
reimbursable under the state’s Medicaid program. The provision does not apply to a
hospital hicensed under Chapter 241, Health and Safety Code. or an office exempt under
Section 245.004(2). Health and Safety Code. Contractor represents and warrants that it
15 not melizible, nor will it be meligible during the term of thus Contract, to receive
appropnated funding pursuzant to Article I, Section 6.23.

Funding Elimbility

Confractor understands, acknowledges. and agrees that, pursuant to Chapter 2272 of the

Texas Government Code, except as exempted under that Chapter, HHSC cannot contract

with an abortion provider or an affiliate of an sbortion provider. Contractor certifies that it

1z not meligible to contract with HHSC under the term: of Chapter 2272 of the Texas

Government Code.

Heslik and Human Services
Contract Afmmaticms v. 1.7
Effecove Novembar 2020
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39,

40,

41.

43,

P
:Jl

Prohibition on Certain Telecommunication: and Video Surveillance Services or
Equipment (2 CFR 200.218)

Contracter cernfies that the mdridual or busmess entity named m this Response or
confract 1= not nelizible to recerve the specified contract or funding pursuant to 2 CFR
200.216.

Falze Representation

Contractor understands=, acknowledges. and agrees that any false reprezentation or any
farlure to comply with a representation. wamanty, or certification made by Contractor 15
subject to all civil and enmwnal consequences provided at law or in equity meluding but
not limited to, immediate termination of this Contract.

Falze Statements

Contractor represents and wamrants that zll statements and information prepared and
subnutted by Contractor in this Contract and any related Solicitation Response are curvent.
complete. true. and accwsate. Contractor acknowledges any false statement or matenal
musrepresentaton made by Confractor durmng the performance of this Confract or any
related Soliitanion 15 3 matenal breach of contract and may voud this Contract. Further,
Contractor understands, acknowledges, and agrees that any false representation or any
farhure to comply with a representation. wamranty, or cerafication made by Contractor 15
subject to all cwwil and crimunal consequences provided at law or in equity meluding, but
not lunited to, mmedsate terminanon of this Contract.

Permit: and Licenze
Contractor represents and warrants that it will comply with all applicable laws and maintam

all perouts and hcenses requived by applicable city, county, state. and federal rules.
regulations, statutes. codes. and other laws that pertain to this Contract.

Drug-Free Workplace

Contractor represents and warrants that it shall comply with the appheable provisions of
the Drug-Free Work Place Act of 1988 (41 US.C. §701 et s2q ) and mamtam a drug-free
work environment.

Equal Employment Opportunity

Confractor represents and warrants its compliance with all apphezble duly enacted state
and federal laws governing equal employvment opportunities.

Federal Occupational Safetry and Health Law

Contractor represents and warrants that all amacles and services shall meet or exceed the

safety standards established and promulzated under the Federal Occupational Safety and
Health Act of 1970 as amended (29 U.S.C. Chapter 15).

Health and Humans Services
Contract Afimmations v. 1.7
Effectve Novamsbar 2020
Page 9of 10
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46,  Signature Authority

Contractor represents and wairants that the indivadual signmg this Contract Affirmations
document 15 authorzed to s1zn on behalf of Contractor and to bmd the Confractor.

Authorized representative on behalf of Contractor must complete and sizn the following:

South Plains Association of Governments

Legal Name of Contractor

Assumed Business Name of Contractor, if applicable (d'b/a or ‘doing business as’)

Texas: County(s) for Aszumed Busine:: Name (d'b/a or ‘doing busines: as’)
Aitach Assumed Name Ceraficate(z) filed with the Texas Secretary of State and Assumed
Name Certificate(s), if any, for each Texas County Where Azsumed Name Certificate(s) haz

been filed
DocuSigned by:
l: TlW\ C P!U"U/ August 18, 2021
; SIZnature o1 Autnorized Bepresentative Date Siened
Executive Director
Printed Name of Authorized Representative Tide of Authorized Reprezentative
First, Aliddle Name or Initial, and Last Name
1323 58th Street Lubbock, Texas 79412
Phyvzical Street Addre:s Citv. State. Zio Code
P.0O. Box 3730 Lubbock, Texas 79452
Aailing Address, if different Citv, State, Zip Code
|806.762.8721 806.765.9544
Phone Number Fax Number
tpierce@spag.org 094262417
Email Addresz: DUNS Number
75-1285200-9 1-75-1285200-9
Federal Emplover Identification Number Texas Pavee ID No. — 11 digits
N/A N/A
Texas Franchize Tax Number Texas Secretary of State Filing
Number
Healih and Human Services
Contract Affimantions v 1.7
Effectve Novembaer 2020

Page 10 of 10



DocuSign Envelope ID: 87BACE21-2442-4342-A7BC-823F54720312

Cecile Erwin Young, Executive Commissioner
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OMB Mumber; $040-0007
Expirabion Date: (22872022

ASSURANCES - NON-CONSTRUCTION PROGRAMS

Fubliz reporting burden for this collection of information is estimated to average 15 minutes per response, including time for reviewing
instructions, searching existing data sources, gatherdng and maintaining the data needed, and completing and reviewing the collection of
information. Send comments regarding the burden estimate or any other aspect of this collection of information, including suggestions for
reducing this burden, to the Office of Management and Budget, Paperwork Reduction Project (02348-0040), Washington, DC 20503.

PLEASE DO NOT RETURN YOUR COMPLETED FORM TO THE OFFICE OF MANAGEMENT AND BUDGET. SEND
IT TO THE ADDRESS PROVIDED BY THE SPONSORING AGENCY.

HOTE:

As the duly authorized representative of the applicant, | centify that the applicant:

Certain of these assurances may not be applicable to your project or program. If you have guestions, please contact the
awarding agency. Further, certain Federal awarding agencies may require applicants to cerify to additional assurances.

If such is the case. you will be notified.

Has the legal authonty to apply for Federal assisance
and the institutional, managerial and financial capability
{inciuding funds sufficient to pay the non-Federal share
of project cost) to ensure proper planning, management
and completion of the project described in this
application.

Will give the awarding agency, the Comptroller General
of the United States and, if appropriate, the State,
through any authorized representative, access to and
the right to examine all records, books, papers, or
documents related to the award; and will establish a
proper accounting system in accordance with generally
accepted accounting standards or agency directives.

Will establish safeguards to prohibit employees from
usimg their positions for a purpose that constitutes or
presents the appearance of personal or organizational
conflict of interest, or personal gain.

Will mitiate and complete the work within the applicable
time frame after receipt of approval of the awarding
agency.

Will comply with the Intergovernmental Personnel Act of
1870 (42 U.5.C. §54728-4783) relating to prescribed
standards for merit systems for programs funded under
one of the 18 statutes or regulations specifiad in
Appendix A of OPM's Standards for a Merit Systemn of
Personnel Administration (5 C.F.R. 800, Subpart F).

Will comply with all Federal statutes relating to
nondiscimination. These include but are not limited fo:
{a) Title W1 of the Civil Rights Act of 1884 (P.L. BB-352)
which prohibits diserimination on the basis of race, color
or national ongin; (b} Title X of the Education
Amendments of 1872, as amended (20 U.5.C_§51881-
1883, and 1885-1888), which prohibits discrimination on
the basis of sex; (¢} Section 504 of the Rehabilitation

Previous Edition Uzable

Authorized for Local Reproduction

Act of 1873, as amended (29 U.5.C. §784), which
prohibits discrimination on the basis of handicaps; (d}
the Age Discriminaton Act of 1975, as amended (42 L.
S.C. §58101-8107). which prohibits discrimination on
the basiz of age; (&) the Drug Abuse Office and
Treatment Act of 1872 (P.L. B2-255), as amended,
relating to nondiscrimination on the basis of drug
abuse; (f) the Comprehensive Alcohal Abuse and
Alcoholism P revention, Treatment and Rehabilitation
Act of 18970 (P.L. 81-918), as amended, relating to
nondiscrimination on the basis of alcohal abuse or
alcoholism: (g} §5523 and 527 of the Public Health
Sernvice Act of 1812 (42 U.5.C. 55200 dd-3 and 260
ea- 3), as amended, relating to confidentiality of alcohol
and drug abuse patient reconds; () Title VIl of the Civil
Rights Act of 18688 (42 U.5.C. §53601 et seq.). as
amended, relating to nondiscrimination in the sale,
rental or financing of housing; (i) any other
nondiscrimination provisions in the specific statute(s)
under which application for Federal assistance is beaimg
made; and, (j} the requirements of any other
nondiscimination statute(s) which may apply to the
application.

Will comply. or has already complied. with the
requirements of Titles Il and Il of the Uiniform
Relocation Assistance and Real Property Acquisition
Palizies Act of 1870 (P.L. B1-848) which provide for
fair and equitable treatment of persons displaced or
whose property is acquired as a result of Federal or
federally-assisted programs. These reguiremenis
apply to all interests in real property acquired for
project purposes regardless of Federal participation in
purchases.

. Will comply, as applicable, with provisions of tha

Hatch Act (5 .5.C. §51501-1508 and 7324-7328}
which limit the political activities of employees whose
principal employment activities are funded m whole
or in parnt with Federal funds.
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8.

10

1.

12.

Will comply, as applicable, with the provisions of the Davis-
Bacon Act (40 U.5.C. §§276a to 278a-7), the Copeland Act
(40 U.S.C. §278¢ and 18 U.S.C. §874), and the Contract
Work Hours and Safety Standards Act (40 U.S.C. §§327-
333), regarding labor standards for federally-assisted
construction subagreements.

Will comply, if applicable, with flood insurance purchase
requirements of Section 102(3) of the Flood Disaster
Protection Act of 1873 (P.L. 83-234) which requires
recipients in a special flood hazard area to paricipate in the
program and to purchase flood insurance if the total cost of
insurable construction and acquisition is $10,000 or more.

Will comply with environmental standards which may be
prescribed pursuant to the following: (a) institution of
environmental quality control measures under the National
Environmental Policy Act of 1968 (P.L. 81-180) and
Executive Order (EQ) 11514; (b) notification of violating
facilities pursuant to EO 11738; (c) protection of wetlands
pursuant to EQ 119880; (d) evaluation of flood hazards in
floodplains in accordance with EQ 11888; (2) assurance of
project consistency with the approved State management
program developed under the Coastal Zone Management
Act of 1872 (18 U.S.C. §5§1451 et seq.); (f) conformity of
Federal actions to State (Clean Air) Implementation Plans
under Section 178(c) of the Clean Air Act of 1855, as
amended (42 U.S.C. §57401 et seq.); (g) protection of
underground sources of drinking water under the Safe
Drinking Water Act of 1874, as amended (P.L. 93-523);
and, (h) protection of endangered species under the
Endangered Species Act of 1873, as amended (P.L 83-
205).

Will comply with the Wild and Scenic Rivers Act of
1888 (16 U.S.C. §§1271 et seq.) related to protecting
components or potential companents of the national
wild and scenic rivers system.

13.

14,

15.

16.

17.

18.

19.

Will assist the awarding agency in assunng compliance
with Section 108 of the National Historic Preservation
Act of 1966, as amended (168 U.S.C. §470), EO 11503
(identification and protection of histonc properties). and
the Archaeological and Historic Preservation Act of
1974 (16 U.S.C. §54603-1 et seq.).

Will comply with P.L. 83-348 regarding the protection of
human subjects involved in research, development, and
related activities supportad by this award of assistance.

Will comply with the Laboratory Animal Welfare Act of
1986 (P.L. 80-544, 3s amended, 7 U.5.C. §§2131 et
seq.) pertaining to the care, handling, and treatment of
warm blocded animals held for research, teaching, or
other activities supported by this award of assistance.

Will comply with the Lead-Basad Paint Poisaning
Prevention Act (42 U.5.C. §54801 et seq.) which
prohibits the use of lead-based paint in construction or
rehabilitation of residence structuras.

Will cause to be performed the required financial and
compliance audits in accordance with the Single Audit
Act Amendments of 1986 and OMB Circular No. A-133,
"Audits of States, Local Govemments, and Nan-Profit
Organizations."

Will comply with all applicable requirements of all other
Federal laws, executive orders, regulations, and policies
goveming this program.

Will comply with the requirements of Section 108(g) of
the Trafficking Victims Protection Act (TVPA) of 2000, as
amended (22 U.S.C. 7104) which prohibits grant award
recipients or a sub-recipient from (1) Engaging in severe
forms of trafficking in persons during the period of time
that the award is in effect (2) Procunng a commercial
sex act during the period of time that the award is in
effect or (3) Using forced |abor in the performance of the
award or subawards under the award.

SIGNATURE OF AUTHORIZED CERTIFYING OFFICIAL

I DocuSigned by:

=\ 2129CE04185942D...
APPLICANT ORGANIZATION

Tim (. P

TITLE

I Executive Director I

| South Plains Association Of Gover

l I'RU'U'U?I'._IB, 2021 I

DATE SUBMITTED
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CERTIFICATION REGARDING LOBBYING

Certification for Contracts, Grants, Loans, and Cooperative Agreements

The undersigned certifies, to the best of his or her knowledge and belief, that:

(1) No Federal appropriated funds have been paid or will be paid, by or on behalf of the undersigned, to any
person for influencing or attempting to influence an officer or employee of an agency, a Member of
Congress, an officer or employee of Congress, or an employee of a Member of Congress in connection with
the awarding of any Federal contract, the making of any Federal grant, the making of any Federal loan, the
entering into of any cooperative agreement, and the extension, continuation, renewal, amendment, or
modification of any Federal contract, grant, loan, or cooperative agreement.

(2) If any funds other than Federal appropriated funds have been paid or will be paid to any person for
influencing or attempting to influence an officer or employee of any agency, a Member of Congress, an
officer or employee of Congress, or an employee of a Member of Congress in connection with this Federal
contract, grant, loan, or cooperative agreement, the undersigned shall complete and submit Standard
Form-LLL, "Disclosure of Lobbying Activities," in accordance with its instructions.

(3) The undersigned shall require that the language of this certification be included in the award documents
for all subawards at all tiers (including subcontracts, subgrants, and contracts under grants, loans, and
cooperative agreements) and that all subrecipients shall certify and disclose accordingly. This certification
is a material representation of fact upon which reliance was placed when this transaction was made or
entered into. Submission of this certification is a prerequisite for making or entering into this transaction
imposed by section 1352, title 31, U.S. Code. Any person who fails to file the required certification shall be
subject to a civil penalty of not less than $10,000 and not more than $100,000 for each such failure.

Statement for Loan Guarantees and Loan Insurance
The undersigned states, to the best of his or her knowledge and belief, that:

If any funds have been paid or will be paid to any person for influencing or attempting to influence an officer
or employee of any agency, a Member of Congress, an officer or employee of Congress, or an employee of
a Member of Congress in connection with this commitment providing for the United States to insure or
guarantee a loan, the undersigned shall complete and submit Standard Form-LLL, "Disclosure of Lobbying
Activities," in accordance with its instructions. Submission of this statement is a prerequisite for making or
entering into this transaction imposed by section 1352, title 31, U.S. Code. Any person who fails to file the
required statement shall be subject to a civil penalty of not less than $10,000 and not more than $100,000
for each such failure.

* APPLICANT'S ORGANIZATION
|50uth Plains Association Of Gover |

* PRINTED NAME AND TITLE OF AUTHORIZED REPRESENTATIVE

Prefix: |:| * First Name: I'I'Wn I Middle Name: |

* Last Name:IP1 erce | Suffix: I:I

* Title:| Executive Director l

* SIGNATURE | — o «paTe: [lUGUST T8, 72p21
Tim . Pire

2126CE0a185812D




