MED-19-012

First Amendment to the Member Management, Consumer Assistance, and Eligibility Help
Desk Services for lowa Medicaid and Hawki Programs Contract

This Amendment to Contract Number MED-19-012 is effective as of February 18, 2019, between
the lowa Department of Human Services (Agency) and MAXIMUS Health Services, Inc.
{Contractor).

Section 1: Background. The parties are amending the Contract to account for the increased
volume of work related to Contractor tasks associated with the transition and enrollment of
Members during the Iowa Total Care (ITC) implementation, with an expected “go live” date of
July 1, 2019. In addition, the parties intend through this Amendment to move up the termination
date of Contract No. MED-12-027 and implement the Hawki related services under this Contract
as of that termination date. A separate termination letter will be issued concerning MED-12-027.

Section 2: Amendment to Contract Language
The Contract is amended as follows:

Revision 1. Section 1.3.2.B entitled “Call Center General Requirements” is amended to
read as follows: The Agency may address Contractor’s Performance Measurements based on
unexpected call volumes or constraints outside of Contractor’s control. Performance
Measurements are as follows:
1. The Contractor shall maintain a monthly service level (SL) percentage of at least 80
percent for incoming calls as calculated by the following formula:

SL=(T-(A+B)/T)* 100

where T = all calls that enter the queue

A = calls that are answered after 30 seconds
B = calls that are abandoned after 30 seconds

2. The Contractor shall maintain a call abandonment rate of five (5) percent or less.

For the period of March 1, 2019 through June 30, 2019 only, the Performance Measures listed
above in this subsection are hereby suspended and the following Performance Measures shall

apply:
1. The Contractor shall maintain a call abandonment rate of ten (10) percent or less.

2. The average wait time for calls to be answered shall not exceed three (3) minutes.

Revision 2. Section 1.5.1, entitled “Pricing” is amended to read as follows: In accordance
with the payment terms outlined in this section and Contractor’s completion of the Scope of
Work as set forth in this Contract, the Contractor will be compensated an amount not to exceed
$17,639,737.11 during the entire term of this Contract, which includes any extensions or
renewals thereof. Payment will occur as follows:

Revision 3. Section 1.5.2 entitled “Payment Methodelogy” is amended by adding the
following text at the end of the Sectiomn:

e. To handle normal Call Center operations from March 1, 2019 through June 30, 2019, the
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Contractor shall maintain a base number of 32 CSRs each month in which the Agency pays
for additional ITC transition support CSRs, pursuant to subsection (f) below. The
Contractor may only bill the Agency for any CSRs that are preapproved and that are over
and above the base number of 32 CSRs. The base 32 CSR staff counts shall not include
Contractor support staff,

f. In addition to the base payment obligations of the Contract, the Agency agrees to pay the
Contractor for additional CSR staffing needed to transition the Medicaid population from
an existing managed care organization and to other care delivery options. For the month
of February 2019, the Contractor will be reimbursed actual documented cost of training
additional ITC transition support staff incurred in February 2019, not to exceed $2,000 per
ITC transition support CSR frained, and not to exceed 25 such CSRs. For the period of
March 1, 2019 through June 30, 2019, the Contractor will be paid an amount not to exceed
$504,205.00 for additional, preapproved ITC transition support CSRs above the base
number of 32 CSRs. The not to exceed (NTE) amounts for ITC support is summarized in
the table below (ITC Support). The Agency hereby approves 25 additional ITC transition
support staff for the month of March 2019. Beginning on the fifieenth day of the month
beginning in April, the Agency and Contractor will meet to evaluate call center
performance metrics from the then current month. The Agency will establish the
permissible number of ITC transition support CSRs and/or supervisory staff for the
following month based on those metrics. The Contractor may invoice the Agency
$5,042.05 per additional, preapproved CSR and/or preapproved supervisor (up to 25 per
month) for each month such additional ITC ftransition support staff are considered
necessary by the Agency. The Contractor shall ensure that all additional preapproved ITC
transition support positions paid for are filled for the entire month approved and shall bill
the agency on a Full Time Equivalent basis. For example, if a CSR position is only filled
for half of the month, the Agency will be billed half of the price per CSR.  All security
access forms shall be submitted to the Agency within one business day of staff leaving.

ITC Support
NTE CSR | Price Per CSR NTE Cost
February 2019 25 S 2,000.00|S 50,000.00
March 2019 25 S 504205}$ 126,051.25
April 2019 25| S 50420515 126,051.25
May 2019 25|$ 504205!% 126,051.25
June 2019 25| S 50420515 126,051.25
NTE Total S 554,205.00
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Revision 4. Effective June 1, 2019, the Agency intends to terminate Contract No. MED-12-
027 and activate all Contractor responsibilities associated with the Hawki program under this
Contract as of that date. Special Contract Attachment 3.1, the “Pricing Schedule,” is hereby
deleted and replaced with the document attached hereto as Exhibit A, entitled Attachment 3.1:
Pricing Schedule. Exhibit A has been modified to reflect pricing for Hawki services in the
Year 1 column to reflect the monthly pricing for which Contractor may bill the Agency for
Hawki related services being activated as of June 1, 2019. The Contractor shall perform all
Hawki related contractual tasks under this Contract beginning June 1, 2019, at which point
compensation will begin for the Hawki tasks as set forth in the Pricing Schedule.

Revision 5. Federal Funds. The following federal funds information is provided:

Contract Payments include Federal Funds? Yes

The contractor for federal reporting purposes under this contract is a: Vendor
DUNS #: 078402994

The Name of the Pass-Through Entity: Iowa Department of Human Services

CFDA #: 93.778 Federal Awarding Agency Name: Department of
Grant Name: Medical Assistance Program | Health and Human Services/Centers for Medicare
and Medicaid Services

CFDA #: 93.767 Federal Awarding Agency Name: Department of
Grant Name: Children's Health Insurance Health and Human Services/Centers for Medicare
Program and Medicaid Services

Section 3: Ratification & Authorization

Except as expressly amended and supplemented herein, the Contract shall remain in full force and
effect, and the parties hereby ratify and confirm the terms and conditions thereof. Each party to
this Amendment represents and warrants to the other that it has the right, power, and authority to
enter into and perform its obligations under this Amendment, and it has taken all requisite actions
(corporate, statutory, or otherwise) to approve execution, delivery and performance of this
Amendment, and that this Amendment constitutes a legal, valid, and binding obligation.

Section 4: Execution

IN WITNESS WHEREQOF, in consideration of the mutual covenants set forth above and for other
good and valuable consideration, the receipt, adequacy and legal sufficiency of which are hereby
acknowledged, the parties have entered into the above Amendment and have caused their duly
authorized representatives to execute this Amendment.

Contractor, MAXIMUS Health Services, Inc. Agency, lowa Department of Human Services
Sﬁuature of Auth?rlzed Representative: | Date: Signature of Authorized Repre —Date;
‘J@w W 2 - Jo(% ﬁ’— 3=/

\ 0.7 YA T [5-2-20(9 Bt
Printed Name: Charles K. Sweeney H _— | Pri ,dgNleﬁw Jerry R. Foxhoven

Title: Vice President, Contracts ; -“Title: Director

Page 3 of 4




¥ I~ v yra

(suizeis 1] 1oj sucnesijqo
jwAed yuswpuauie | Surpnjoxy)

1T TE5°S80°LT § [09foig oamuy oy, 0 [vI0] pueiy
. (4 19 e [ 14 . 'Y &, . % & - [4 3 . 4 4 “—mﬂvo —.ﬂﬁwﬂm:ﬁw w.ﬁ..-orm.
PP 168°866°T $ | 9L 6LL'GPG'T $ | 08°6IS'P06°CS | ST SIVSH6T § | 09°TLL'E66'T § ETEP6'TOT'T §
79°'L06°6FT $ 86'FIR'SHT § STPFO'THT $ F6'LOV'SFL § SO'ISH 6P $ 99'801'b77 § | L8'SLOBST $ DU AJGIUOFA [BI0],
99°'L16'¢ $ ¢zeog'c ¢ | 99608°¢c $ 00°LSL'E $ 91°'%0L's  $ 9L'68L $ | 9.68L $ JOUIQ) puUR UTPY [RISTUSL)

(@e1¢1 uonosg)
JOIURy 198U SHC
uonendod -ymvy
TS66E°L $ | CTELTL  § | 8S8SIL  § | 169L6C $ | r6€o0L $ | 16€00L § - $ AR
uonoeg) 1oddng sUOHEdIUNTITIO.) T

pue ‘woneanpg PUR (ORONN() IOQUIDA]
uogejndod prearpajy

SOvLO'EE  § | PE9ESTE  § | OUL66IE § | 60°68T'IC  § | 9L°C0ETE  § | SEPITIE § | SEPILIE § nou%m:s&:mmaowauemamwowﬁmwm
PUB ‘Uonesnpy pue foeanng) Iaquiofy
uotje[ndod ;-ymvy

PO P69 LYy $ LS°806°0F § | PTTITOY S | LY¥P9'Lb $ 7E's89'sy ¢ 8P SOL Ty § 8P SOL Y $

9L'¥0S°T $ £0'P9¥'T $ 0TETY'T  § | OL'19ET $ P8OLET  § | v80LET § - $ Ferel
uoI09g) SUONR]SY pur Alnbul Jaqusiy

uonpe[ndod predipaji

SO'S611l $ €OEIOIT § orreg'or § | €T9ssol $ 80°L6S0T  § 6TCESOT § | 6TTESOT § (HETET

[oN)2a%) SUOKR[ay pue Ambu] Joquay]

uonendod F-yuwvy

LLBPE9T  § TTS16'ST  § 6S¥TECT § 1 0CTPI9T P0'8§9°9T  $§ | PO'8S99T - $ (V'€ 1g1 uonseg)
Iovorg Justu[[osus (2B} Y eaf] PoSEUETA]

uonig[ndod presIpafy
LSTLLLIT | TLPES'STT § 89°880°FI1 $ | T S¥89IT § PeFSI61T § 66'CE6°C0T $ | 66'EE6E0T § (v'g'1¢1 monoeg)
IaY01q JUSTU[[OIUL 218 Y[ pafeuey
yZ0OT/0E/9 £70Z/0€/9 TZ0T/0E/D 1207/0€/9 6Z0T/0E/9 610Z/05/9 610T/1E/S
- €T0T/T/L - ZT0L/T/L - 1Z0/T/L - 0ZOUT/L - 610U/ T/L - 6T0T/1/9 - 8I0T/1/L poaIdg
¢ awd g uondQ 7z xeag uondg | 1 dvox wondgQ CaABIE 7 ACIE [ Bax [ IB3R moneindog pue s3914198 JO $31103338)
$30LIJ A[IUOTA - 1€ Z JoBLUG)) [ruondy) $o11 A[YIUORH - 1D X JORIIUOT) [ENIU]

[MPaYS FUPIJ :T'€ JUSWYIENY
V Hquyxy

TTN«E TwTITAT



