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Covered California/[Contractor Name]

	Exhibit A
(Standard Agreement)

SCOPE OF WORK

A. Purpose

The purpose of this Agreement is for Contractor to provide an additional Contact Center for Covered California to support up to 1,200 Full-Time Equivalent (FTE) staff for voice, chat, and manual workstreams. Contractor must supply the necessary equipment, materials, and facilities, including secure connectivity, to receive and respond to calls, chat, and data manual workstreams throughout the year and during projected peak call volume periods. 
Contractor will play a key role in delivering best-in-class service and ensuring high levels of consumer satisfaction. It is important to understand that the work performed by Contractor will create an experience across multiple touchpoints that the consumer may be exposed to simultaneously. Covered California and Contractor will work together to reduce friction and encourage innovation and consumer-centric thinking to provide best-in-class consumer service to its customers. 

B. Background Clearance 

Prior to accessing confidential data including personally identifiable information, personal health information, federal tax information, or financial information contained in the information systems and devices of Covered California, or any other information as required by federal and State law or guidance, all staff, including employees, contract or subcontract personnel, vendors or volunteers who perform services under this Agreement must comply with the criminal background check requirements set forth in Government Code section 1043, and its associated regulations set forth in California Code of Regulations, Title 10, section 6456. Contractor must bear all costs associated with obtaining clearance for each said staff member.  Failure to obtain the necessary background clearances may authorize Covered California to terminate this Agreement for cause as specified in Section G of Exhibit C.

C. [bookmark: _Hlk28691210]Contract Amendment 
[bookmark: _Hlk7970743]
Covered California may, at its sole discretion, extend the term of the contract for up to four years for a total contract term of up to eight (8) years.  If mutually agreed upon by Covered California and Contractor, this contract shall be amended to include additional funding at the same rates provided in the Bidder’s proposal and as specified in Attachment 1 of Exhibit B. Covered California retains commercially reasonable discretion to adjust the rates identified in Attachment 1 of Exhibit B in any of the option years. 

D. General Scope or Tasks
	
1. Hours of Operation
a) Contractor must maintain Contact Center hours of operation as described below. With advance notice, Contractor may be required to maintain other hours as requested by Covered California’s Project Management Team, including Saturdays, Sundays, holidays, and on a 24-hour, 7 days per week schedule. Contractor will adequately staff its Contact Center during those hours of operation.  

b) Services must be provided a minimum of 8 hours per day with the ability to go up to 12 hours per day from 8:00 am to 8:00 pm Pacific Time with ability to offer services 7 days a week or 24/7 as needed. Hours of service are subject to change based on operational need. Must have the ability to offer services 24 hrs./day seven (7) days a week (24/7).

2. Contact Center Staffing
Contractor must provide staff located in California pursuant to the following requirements: 

a) [bookmark: _Hlk25133422]Up to 1,200 full-time equivalent staff to perform voice, chat, and manual workstream services. These staffing numbers represent the total number of active staff who will perform work. Contractor must account for planned and unplanned time that staff are not available for work, including call outs, lates, no show, vacation, or any other activities not scheduled that makes them unavailable for work. Contractor is responsible for staffing the appropriate number of employees to ensure that the minimum number of required staff can perform work as required by this Agreement. Covered California’s Workforce Management Team (CCWFM) will determine specific staffing levels by work area (voice/chat/manual workstream) and will communicate these to Contractor representative. Call types will vary but will typically include inbound calls from Covered California’s consumers; calls from Medi-Cal consumers; and calls related to application creation, application maintenance, enrollment, password reset, application status, and IRS Form 1095s.  Covered California may also require seasonal outbound calls as needed. Manual Workstream may include input, processing, and updates to paper applications; call backs related to paper applications, verification forms and documents; agent verification, and other verification work as directed by Covered California. 

b) Additionally, all of Contractor’s staff must be dedicated to fulfilling the requirements of this Agreement and not for other clients or programs that do not relate to the services as set forth in this Agreement. 

c) Contractor must receive prior written approval from the Covered California project representative prior to performing overtime work not directly associated with consumer interactions that conclude after an employee’s shift was scheduled to end.  All staff performing overtime work must receive compensation at a rate of one-and one-half times the worker’s basic rate of pay for all such hours worked in excess of eight hours per day or 40 hours per week. Notwithstanding its prior approval, Covered California shall not be held liable to compensate Contractor for any overtime work sought or performed because Contractor has not met, for whatever reason, the maximum staffing requirements under the Agreement. 
 
d) Staffing levels and long-term staffing plans based on call volume, outbound calls, chat, and manual workstream will be provided by CCWFM. Contractor will be responsible for scheduling individual staff to meet the requirements as set forth by CCWFM.

e) At the direction of Covered California, Contractor’s staff may flex between inbound calls, outbound calls, chat, and manual workstream. 

f) With twenty-four (24) hours’ notice, and at the direction of Covered California, Contractor must make commercially reasonable schedule adjustments to align with Contact Center business needs.

3. Bilingual Staffing

Contractor must provide bilingual staff in California pursuant to the following requirements: 
a) Twenty percent (20%) of staff in Section (D)(2)(a) must be bilingual in Spanish.  

b) Two percent (2%) of staff in Section (D)(2)(a) must be bilingual in Korean.

c) Two percent (2%) of staff in Section (D)(2)(a) must be bilingual in Mandarin.

d) One percent (1%) of staff in Section (D)(2)(a) must be bilingual in Cantonese.

e) One percent (1%) of staff in Section (D)(2)(a) must be bilingual in Vietnamese.

f) Two (2) phone staff in each of the following languages: Arabic, Armenian, Cambodian, Farsi, Hmong, Lao, Russian, and Tagalog.

g) All bilingual staff must be proficient in the specified language and Contractor must document the procedures for how language speakers are vetted, proficiency tested, monitored, and coached in Contractor’s Staffing Plan. 

h) Any languages not identified in this Agreement will be handled through a separate language line service. 

i) Covered California may adjust its requirements for bilingual speakers depending on its needs.  Upon notification of additional language, Contractor must make commercially reasonable efforts to provide staff who are proficient in such language.

4. Key Personnel

At all times, Contractor must staff Key Personnel as outlined in this Section. Key Personnel must have the required credentials and experience set forth below. Within five (5) business days after executing this Agreement, Contractor must provide Covered California with all required documentation and resumes for each Key Personnel to demonstrate that they meet the requirements of this Section. Substitution of Key Personnel will be handled pursuant to Section E of this Exhibit.  

a) Site Director. The Site Director must possess these minimum credentials and experience: seven (7) years’ experience managing contact center operations.  The Site Director shall have dotted line accountability to Covered California and to whom all project communication shall be addressed.  The Site Director will have authority to act on all aspects of this Agreement.  This person will be responsible for the overall project on behalf of Contractor and will be Covered California’s contact for all invoice issues.

b) Information Technology Manager. The Information Technology Manager must possess these minimum credentials and experience: bachelors’ or associate degree in Computer Science or an Engineering discipline; five (5) years’ experience managing information technologies and information security protocols that support contact center, telephony platforms, and customer relationship management (CRM) systems.

c) Operations Manager(s). The Operations Manager must possess these minimum credentials and experience: five (5) years’ experience with contact center operations; three (3) years’ experience in a leadership position within a contact center.

d) Training Manager. The Training Manager must possess these minimum credentials and experience: two (2) years’ experience as a training manager including experience in scheduling and logistics, managing large scale training waves, and managing a training team; two (2) years’ experience with learning management systems (LMS), and contact center training.

e) Contractor must provide a workforce management manager to oversee all Contractor WFM activities.  CCWFM provides all workforce management forecasting, schedules, and monitoring across Covered California and vendor contact center sites.

f) Quality Assurance (QA) Manager. The QA Manager must possess these minimum credentials and experience: three (3) years’ experience managing quality assurance assessment and analysis teams in a contact center environment; three (3) years’ experience in identifying gaps and collaborating with training manager to close gaps and increase performance; and proficiency in Microsoft Office Suite and online quality assurance tools such as Verint or other similar system.

5. Support Staff
a) Contractor must provide a Technical Lead to manage and coordinate all aspects of technology, including but not limited to voice, data, desktops, and cloud-based systems and with whom all technical communications will be coordinated. 
 
b) Contractor must provide no less than three operation managers to support supervisors and perform other operational and project related duties.

c) Contractor must provide supervisor staff not to exceed a 1:20 ratio of supervisor to staff to oversee staff handling of inbound calls, outbound calls, chat, and manual workstream as well as perform escalation functions, administrative tasks, staff feedback, coaching, mentoring, development, recognition, and retention activities.

d) At Covered California’s direction, Contractor must also engage a “Team Lead” process that mirrors the team lead process utilized by Covered California to focus on the important task of first line support to staff answering calls and chats (call assist, navigation, finding/interpreting scripts, task guides, call documentation, and manual workstream review for compliance).  Contractor’s Team Leads will spend a minimum of 10% of their time each month on direct consumer interactions to remain current on content, processes, and managing the consumer experience.  The CCWFM will determine specific Team Lead staffing levels and will communicate these to Contractor representative.

e) Contractor must provide a minimum of four (4) qualified trainers to support all initial hiring wave (ramp up) activities and on-going training activities for the duration of this Agreement.  Contractor must provide the necessary number of additional trainers to support the annual training plan. 

f) Contractor must maintain sufficient staff to support ongoing Workforce Management data entry, scheduling, real time analysis and reporting for the duration of this Agreement.

g) Contractor must maintain sufficient staff to support ongoing Quality Assurance evaluation processes for the duration of this Agreement.

h) [bookmark: _Hlk22031084]Contractor must maintain sufficient desktop support. This staff will be required to work with the Covered California Information Technology team to provide the required support for access management on all Covered California tools.

6. Timeline

a) Contractor must provide a detailed plan for staffing and production to demonstrate readiness for a July 1, 2024, start date. 

b) Contractor must provide a detailed timeline demonstrating a plan for any proposed facilities, support staffing, and technology readiness for a July 1, 2024, start date.

c) Contractor must provide Covered California’s project representative with daily (Monday – Friday) start-up and implementation reports that detail the progression of the implementation and integration process as it relates to relevant elements of Covered California.

7. Training
a) During ramp-up activities, Contractor must provide a minimum of one (1) trainer per classroom of 25 learners and an additional one (1) trainer per every 10 learners added. 

b) Contractor trainers must utilize the Covered California’s training courses, training methodologies, training materials, and all support materials currently provided to its Contact Center staff. 

c) Training content and materials will be created by Covered California University (CCU).  Contractor will be responsible for facilitation of CCU training content and delivery.

d) Contractor must participate in training processes as directed. Training activities may include evaluator and leadership participation.
   
e) Training is required for all Contractor staff who perform services under this Agreement and must follow CCU’s training plans. 

f) Contractor staff must be evaluated at the end of the training. CCU will provide the final individual evaluation and assessment scores to Contractor. 

g) Individual student evaluations will include knowledge assessments, attendance, classroom behavior which will determine if the student will be released to production as outlined in the annual training plan.

h) All knowledge assessments are in the CCU learning management system with oversight provided CCU.

i) CCU determines ongoing training needs and creates content for its Contact Centers.  CCU will work with Contractor’s Training Team to provide any new training and training materials as necessary.

j) For all training classes, Contractor will coordinate with CCU to ensure training environment availability. 
 
k) [bookmark: _Hlk150189675]Contractor staff must comply with all mandated training as required by Covered California. 

l) All contractor staff performing work under this agreement will complete Covered California’s Privacy and Security awareness training prior to gaining access to systems; within 60 days of hire; and annually as mandated by Covered California. Contractor will maintain evidence of training including staff acknowledgements and will provide the evidence, as required, during the staff onboarding process. 

8. [bookmark: _Hlk24018361]Quality of Work
Contractor must perform all work related to Quality Assurance as directed by the Covered California Internal Compliance and Support Branch, including: 

a) Contractor must utilize the guidelines, forms and evaluation plan provided by the Covered California Internal Compliance and Support Branch to monitor, evaluate, and document results for a representative sample of consumer contacts. Evaluation quantities may range from zero to eight per staff member per month.

b) Contractor must participate in Quality Assurance training and calibration processes as directed by Covered California, which may include evaluator and leadership participation.

c) Contractor must use the Covered California Quality Assurance processes and tools to perform evaluations and calibration activities.

9. Contact Center Operations

a) Contractor must adhere to Covered California’s processes and procedures while providing services under this Agreement as documented in written support materials such as knowledge articles, job aids, task guides and talking points for contact handling and other work.  Covered California will provide all written support materials to Contractor.

b) Contractor is responsible for distributing all support materials to its staff in a timely manner, ensuring staff is given sufficient time to review the new and updated support materials, and that staff has a clearly defined path for asking questions and receiving clarification on the new and updated support materials. Contractor must contact the Covered California Project Management Team for any clarification of these materials. 

c) Contractor may not, without written approval by the Covered California’s Project Management Team, initiate or implement any process or procedure for consumer interaction outside of those provided by Covered California. The CRM Knowledgebase, maintained by CCU, is Covered California’s system that houses knowledge base articles and provides access to resources such as job aids, task guides, talking points, and other written support materials staff use to assist consumers.  

d) Contractor must only utilize the California Healthcare Eligibility, Enrollment, and Retention System (CalHEERS) and CRM as directed in protocols, task guides and job aids that are provided by Covered California.

e) Contractor must work cooperatively with other Covered California vendors who may perform similar contact center work at the guidance of the Covered California’s Project Management Team. 

f) Contractor must allow the Covered California’s Project Management Team and their approved representative(s) access to any on-site operations during normal business hours of operation for scheduled and unscheduled visits.

g) Contractor must participate in meetings as required by Covered California with the Covered California’s Project Management Team to report on status of operations, adherence to Service Level Agreements, technology, and other issues identified by Covered California.

10. [bookmark: _Hlk29459233]Workforce Management

a) Working with the Covered California’s Project Management Team, Contractor must develop a plan to achieve and maintain schedule adherence standards of Ninety-three (93%) percent or higher monthly.

b) Contractor must use the Covered California’s workforce management system to monitor and track staffing levels and schedules by work area. 
c) Contractor’s workforce management staff will be responsible for adhering to all processes provided by Covered California’s workforce management team.

11. Performance Evaluation
a) Covered California will utilize system generated reports to monitor Contractor’s performance.
b) Covered California will develop and provide Contractor with a monthly scorecard focusing on Key Performance Indicators (KPI) and trend analysis. The scorecard will address overall performance.  Contractor management will meet each week with Covered California’s Project Management Team to review the scorecard and discuss initiatives in progress and continuous improvement activities.

12. [bookmark: _Hlk22208956]Key Performance Indicators

This section sets forth the performance metrics which Covered California will measure monthly.  When Contractor does not meet one or more key performance metrics, Covered California will provide written notice to Contractor that identifies all deficiencies. Upon receipt of this notice, Contractor will have thirty (30) calendar days to correct all identified deficiencies. If Contractor has not corrected all identified deficiencies in thirty (30) calendar days, Covered California will withhold a percentage of the next invoice. Covered California may withhold payment for thirty (30) calendar days (“Withholding Period”) at the rates set forth in Section A (2) of Exhibit B. If Contractor has not corrected the identified deficiencies to Covered California’s satisfaction at the conclusion of the Withholding Period, Contractor will forfeit the withheld amount and will not be entitled to recover it from Covered California. If Contractor has corrected some but not all deficiencies, Contractor will receive the withheld amount for those corrected deficiencies but will forfeit the portion attributed to the outstanding deficiencies that were not remedied to Covered California’s satisfaction. Covered California and Contractor may mutually agree, in writing, to extend any deadlines as set forth in this Section to allow Contractor additional time to correct identified deficiencies to Covered California’s satisfaction. Disputes over any withheld amount will be handled pursuant to Section F of Exhibit C. The total amount withheld shall not exceed ten percent (10%) of the total monthly invoice.

The following requirements are subject to withholdings: 

a) Staffing

i. Contractor must provide all staff as required by Section (D)(1)(a) of this Exhibit.

ii. Contractor must provide all bilingual staff as required by Section (D) (3)(a) of this Exhibit.

b) Quality Assurance

i. Contractor must perform the required number of Quality Assurance evaluations for inbound/outbound calls, chat and manual workstream monthly as directed by the Covered California Quality Assurance team and maintain a minimum score of 85%. 

ii. Contractor must use the Covered California Quality Assurance processes and tools to perform the evaluations.

c) Schedule Adherence

i. Contractor must achieve a schedule adherence average of 93% monthly for all staff in Section (D)(2)(a).

ii. Contractor must follow and use the Covered California Workforce Management processes and tools to manage adherence.

d) System Access  

i. Prior to performing services under this Agreement, all Contractor staff must undergo a fingerprinting and criminal background check clearance process specified in Exhibit A, Section B, Background Clearance.

ii. Contractor is required to submit offboard requests within one (1) hour of the staff’s termination as specified by Section (D)(16)(b). 

13. Work Environment

a) Any facility utilized must include furniture, cubicles, office supplies, and all other necessary equipment to perform all work as outlined in this Agreement.

b) Any facility utilized will support telephony, server, and network equipment in a physically secure area. The facility should have the necessary power and environmental controls to protect the equipment from external factors such as power, climate, fire, and water threats.  The facility should be wired through out with a minimum of CAT 6 data cables.  The facility must have the appropriate infrastructure to accept circuits from major TELCO providers.

c) Given the highly sensitive nature of the data processed in the Contact Center, Contractor must develop a security plan that ensure physical and technical safeguards will meet current MARS-E standards.  
 
	As shown in the table below, any facility utilized should adhere to the below requirements and feature the equipment as specified.
Facility Requirements 

	Area 
	Function 
	Notes 

	Information Technology 
Design 
Standards
	Computer/equipment room 
	Cooled and equipped for fire prevention and secure controlled access, heat and humidity monitoring and notification system, storage area for break/fix inventory. 

	
	Security 
	Physical security and access control 

	
	Access 
	Compliant with Americans with Disabilities Act (ADA) 

	
	Computer/equipment room 
	Secured controlled access 


 
Additional facility features include an elevator for ADA compliance, UPS, back-up generator system, and redundant fiber-optic facilities. 

14.	Telework

If Contractor has telework staff, all staff must reside and work in the State of California. Working with the Covered California’s Project Management Team, Contractor must develop a written telework agreement for staff that is approved by Covered California. 

15.	Technology

a) Contractor must provide redundant connections into Covered California designated data centers from their VPN service. 
b) Contractor must provide a minimum of 1GB separate redundant links for all traffic bound for the internet. 
c) Contractor must provide computers, headsets, keyboards, mice, and other peripheral equipment necessary for its staff to perform contact center activities.
d) Contractor must install Jabber, Finesse, and Verint recording software on all desktops.
e) If Contractor has a physical site for workers they will supply all PCs, phones, monitors, printers, network routers, network switches, data center racks, and wiring sufficient to perform all services as required under this Agreement; PC and phone equipment should be equal to or exceed those used by Covered California staff. 
f) Contractor must implement and manage network access by adopting Covered California’s network security standards, such as Access Control Lists (ACLS) as required by Covered California. 
g) Contractor must provide a centralized software management system to manage desktop software inventory, and push software and security updates. Contractor must provide a security vulnerability scanning product such as Tenable or any other software that has the same functionality. Contractor must provide a monthly vulnerability security scan report to the Covered California Information Security Office informationsecurity@covered.ca.gov. The report must convey the status of vulnerabilities within all systems used to service the contract and include a remediation schedule.
h) Contractor must provide and manage the end point protection software and must provide a weekly report to the Covered California Information Security Office. The report must show that all systems used to service the contract are protected by end point protection.
i) Contractor must provide redundant DHCP and DNS network services. 
j) Contractor must provide redundant Domain authentication services and appropriate network services.
k) Contractor must be responsible for all user provisioning on their domain. 
l) Contractor must provide e-mail accounts to all staff performing services under this Agreement.
m) If Contractor has a physical site, they must provide battery backup for one hundred twenty (120) minutes for all routers, switches, and servers.
n) If Contactor has a physical site, it must provide enough Local Area bandwidth to record 100% of all the voice and screen captures as well as other data traffic.
o) Contactor must use Covered California’s CRM, Workforce Management, Quality Monitoring, Interactive Voice Response (IVR), and Automated Call Distribution (ACD) systems and any other software and hardware required by Covered California.  Contractor will ensure that software, as defined by the manufacturer of these systems, needed to support the applications is installed and kept current on staff computers.
p) Contractor must provide internet connectivity to the following applications: 
i. Covered California’s Web Application.  

ii. Covered California’s Learning Management System (LMS). 

iii. Covered California’s Customer Relationship Management System (CRM).

iv. Covered California’s SharePoint. 

q) Contractor must provide, manage, maintain, and upgrade, as required by Covered California, contact center technologies necessary to deliver multi-channel and customer service tools on the desktop (e.g., CalHEERS, CRM system, other desktop tools) needed to handle consumer calls for Covered California consistent with Covered California’s enterprise-wide standards.
r) All of Contractor’s IT hardware is required to be refreshed by Contractor at a minimum of every 5 years. IT hardware includes routers, switches, servers, storage, workstations, and monitors. 

s) Contractor must provide the capability to connect to and access Covered California’s Automated Call Distribution (ACD) functions to distribute calls to staff. 
t) Contractor must encrypt workstation hard drives via the current FIPS validated encryption module as required the current MARS-E version.  Contractor must protect the information system media until the media are destroyed or sanitized using approved equipment, techniques, and procedures that meets sanitization mechanisms consistent with guidance provided by NIST Special Publication 800-88 Revision 1, Guidelines for Media Sanitization.  Contractor must provide monthly documentation of evidence that all workstation hard drives are encrypted to meet the requirements to the Covered California Information Security Office. 
u) Contractor must utilize Covered California VOIP platform to handle call traffic.
16.	Access Management
a) Access Management and Access Controls must comply with current MARS-E standards.

b) Staff Offboarding: Contractor is required to submit offboard requests to Covered California within one (1) hour of the staff’s termination. Covered California will routinely audit this process to confirm notifications are consistently made following this timeframe. 

c) Audit: Contractor must provide a monthly spreadsheet formatted report to Covered California IT (CCIT) of all active staff.  CCIT will compare total active staff in the Covered California active directory to contractors’ active users report.  If the totals are of the comparison do not match, Contractor must identify the discrepancies of the active list and will resolve the discrepancies within 24 hours of notice.

d) Password Management: Contractor must develop, implement, and manage a plan for all its users to reset all system passwords in line with current MARS-E standards.  

E. Reassignment of Key Personnel 

1. [bookmark: _Hlk20989220]Contractor must not reassign Key Personnel assigned to the contract during the contract term without prior written approval of Covered California. Key Personnel include all individuals identified in Section D (2) as well as those individuals that have leadership and decision-making roles as it relates to Operations, Quality Assurance, Training, Staffing, Information Technology, and Human Resources.  If a Key Personnel is unable to perform duties due to illness, resignation, or other factors beyond Contractor’s control, Contractor must make every reasonable effort to provide suitable substitute personnel.

2. Substitute personnel shall not automatically receive the hourly rate of the individual or position being replaced. Covered California and Contractor must negotiate the hourly rate of any substitute personnel to the contract. The hourly rate negotiated must be dependent, in part, on the experience and individual skills of the proposed substitute personnel. The negotiated rate cannot exceed the hourly rate stated in the contract.

3. Covered California reserves the right to request any Contractor employee be removed from performing any work on the Agreement and, on written notice to the Contactor, Contractor must assign a substitute employee.

4. Make its best efforts to maintain staff continuity throughout the life of the project. If, however, a substitution becomes necessary, Contractor must submit resumes for review, in advance, for all proposed personnel substitutions. All Contractor personnel substitutions must be approved in writing by Covered California Representative. Failure to receive the required approvals may result in termination of the contract.

F. Contractor’s Roles and Responsibilities 

Contractor must: 

1. Designate a person to whom all project communications may be addressed and who has the authority to act on all aspects of the contract. This person will be responsible for the overall project and will be the contact for all invoicing and Contractor staffing issues. 

2. Provide written reports for review and approval by Covered California and formally respond to Covered California performance findings as necessary.

3. Meet as required with Covered California staff. 


G. Covered California’s Roles and Responsibilities

Covered California shall:

1. Designate the Covered California Representative(s) to whom all Contractor communications may be addressed and who has the authority to act on all aspects of the contract. 

2. Provide access to business and technical documents as necessary for Contractor to complete the tasks identified in this Agreement.

3. Ensure appropriate resources are available to perform assigned tasks, attend meetings, and answer questions.

4. Ensure that decisions are made in a timely manner.

5. Identify and provide access to Subject Matter Experts to assist in the development of technical requirements. 

6. Monitor Contractor’s performance

H. Contract Deliverables

1. Contractor understands that all recommendations and contract deliverables must comply with the Patient Protection and Affordable Care Act of 2010, as well as sections 15438, 15439, and 100501 through 100521 of the Government Code; 1346.2 and 1366.6 of the Health and Safety Code; 10112.3 and 10112.4 of the Insurance Code.

2. Contractor must provide all deliverables within the timeframe specified and required by Covered California.  

3. Contractor understands and acknowledges that all deliverables must be reviewed, approved, and accepted by Covered California.

4. Contractor understands that any Covered California requested revisions to any deliverable must be incorporated by Contractor within seven (7) calendar days from the date in which Covered California provided its feedback, unless a different timeframe is required and specified by Covered California. 

5. In the event Covered California requires additional refinements and modifications for any deliverable which occurs after that deliverable has been previously accepted by Covered California, Contractor shall be required to make the additional revisions until the revised deliverable is accepted and approved by Covered California.

6. At the direction of the Covered California Project Management Team, Contractor must develop and submit the following annual business plans for approval by Covered California: 

a) Staffing Plan
b) Operations Plan
c) Training Plan
d) Quality Assurance Plan
e) Workforce Management Plan
f) Technology Plan
g) Security Plan
h) Telework Plan

7. Contractor shall be paid for services rendered under this Agreement in accordance with Exhibit B – Budget Detail and Payment Provisions.

I. Deliverable Acceptance Criteria

All concluded work must be submitted to Covered California for review and approval or rejection. Payment for all tasks performed under this Agreement will be based on hourly rates. It will be Covered California’s sole determination as to whether any tasks have been successfully completed and are acceptable. 

Throughout the contract, Covered California will review and validate services performed. In addition, the Covered California Representative will verify and approve Contractor’s invoices. Signed acceptance is required from the Covered California Representative to approve an invoice for payment.

Deliverable acceptance criteria consist of the following: 

1. Deliverable-specific work was completed as specified and the final deliverable product or service was rendered.

2. Plans, schedules, designs, documentation, digital files, photographs, and reports (deliverables) were completed as specified and approved.

3. All deliverable documentation and artifact gathering have been completed.

4. All deliverables are in a format useful to Covered California.

5. If a deliverable is not accepted, Covered California will provide the reason, in writing, within ten (10) business days of receipt of the deliverable.

J. Project Representatives

The representatives for this project, during the term of this Agreement, shall be:
	[bookmark: _Hlk532805477]Covered California Representative:
	Contractor Representative:

	Chenell Cummings
Covered California
1601 Exposition Blvd.
Sacramento, CA 95815
(916) 584-6649 T
Chenell.Cummings@covered.ca.gov
	(Representative’s Name)
(Contractor’s Name)
(Address)
(City, State and Zip)
(916) XXX-XXXX T
(Email Address)



(V.1117)
