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I. Attachment F TECHNICAL PROPOSAL 
 
Phoenix Data Corporation (PDC) is the current Document Center Services vendor.  PDC has been 
providing Document Center Services to FSSA for 16 years while continually improving processes, 
reducing cost and meeting every KPI.  Team Phoenix is comprised of PDC, Professional Management 
Enterprises (PME) and netlogx. We will provide additional information for our subcontractors under 
section 6g below.  
 

Phoenix Data Corporation (Prime)  
Phoenix Data Corporation, Inc. (PDC) is a Woman Owned Small 
Business (WOSB) and Indiana Certified Women’s Business 

Enterprise (WBE), established in 2001 and based in Indianapolis, Indiana. PDC currently holds a large 
single source Federal IDIQ (Secret) that includes a National Archives and Records Administration 
(NARA) Compliant Document Management Facility that is co-located in the PDC Data Center in 
Indianapolis. PDC holds a Secret Facility Clearance and this contract requires all personnel to hold 
Secret clearance. In addition, PDC has held Prime Document Management & Administrative Support 
Contracts for the Department of Treasury and the State of Indiana Family and Social Services 
Administration. PDC is currently operating Help and Technical Support Desk Services for Tier 1, Tier 2 
and Tier 3 for Human Service Agencies in Indiana, Connecticut, New York and New Jersey. PDC is a 
leading information systems and logistics company and provider of large-volume scanning. PDC has 
established a reputation for delivering document management and other process solutions that create 
greater efficiency, productivity, and cost savings. Our team is trained to maintain critical speed and 
accuracy in a full array of operations, information, and document management services. PDC operates 
under performance and quality measurements that require the coordination of staff assignments between 
responsibilities while supporting volume surges and changes to workflow. PDC utilizes leading 
hardware and software products to complement experienced operational personnel and project 
management services to ensure the success of our solutions. Our corporate headquarters has been 
located in Indianapolis for over thirty years positioned amongst the scenic surroundings of the former 
Fort Benjamin Harrison facility on the city’s east side. In addition to housing our corporate staff and 
infrastructure facilities, the main Indianapolis facility was established to centralize our fringe, G&A, and 
overhead costs. We currently have a consistent company-wide benefits program and fringe rate 
calculations covering all our employees. PDC strives to provide a company culture and environment that 
encourages low attrition and the retention of our valuable employee technical knowledge. A large 
percentage of our employees have been with us for over 10 years. PDC has been recognized as a “Top 
Workplace” by local media.   
  

ITEM 1 – Minimum Requirements (RFP Section 1.4.2)  
 
PDC exceeds the requirement with two prime public sector contracts providing mail processing and 
document scanning services contracts within the last year. For sixteen years, PDC has operated a 
successful document center onsite at the Grant County Regional Change Center (RCC) located in 
Marion, Indiana.  PDC began work as a subcontractor in 2006 and shifted to the prime contract holder in 
2009. Throughout those sixteen years, PDC has continued to aid Indiana’s goal of taking manual 
processes and develop automated solutions wherever possible to expedite the eligibility reviews for all 
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FSSA social programs as part of the Indiana Modernization Program, while exceeding all performance 
expectations.  
 
In addition to managing a mailroom that processes an average of 560,000 pieces of mail annually, PDC 
also processes additional documentation received via fax, scans from local DFR offices, and electronic 
document upload.  In total, PDC processes an average of more than 10 million pages annually of Indiana 
eligibility applications and supporting documentation.  Our processes include: scanning, indexing, key 
from image (KFI), verifying, validation, classification, and quality services.  These combined operations 
facilitate applications and supporting documentation getting digitized and uploaded into the eligibility 
system electronic queues for the State Eligibility Specialists make the final eligibility determinations. 
PDC has continually exceeded service level objectives that require 90% of all documents to be 
processed on the same business day of receipt, 100% of mail received scanned within two business days, 
a classification accuracy of 98%, a KFI and scanned image quality of 99.9%, and 95% of return mail 
handling processed within 72 hours.   
 
During our partnership with the State of Indiana FSSA, PDC has showed commitment to growth and 
improvement.  PDC’s services expanded from one county to all 92 counties in the state of Indiana.  
When PDC started the project, the expectation was that there would be between 10-15 different 
document types and this has grown over time to 500 with an additional 100 document types the IEDSS 
application upgrade added.  We have worked through two Captiva software upgrades and are in the 
planning stages for another upgrade in July 2022.  We are also prepared for an OPEX scanner upgrade 
in the future.  Part of our successful growth is due to our involvement in testing for all releases in 
support of FSSA and other business partners.  We partner closely with application program development 
and DFR staff using an iterative “Agile model” for this project working through business 
documentation, test case creation, UAT, and smoke testing.  That, along with the use of certified Project 
Management Professional (PMP) and a System Development Life Cycle (SDLC) approach, has allowed 
us to successfully manage and meet all of our SLA measurements during this multi-phase development 
and implementation cycle. 
 
PDC provided services for the Federal Alcohol and Tobacco Tax and Trade Bureau (TTB) within the 
Department of the US Treasury until January 2022. PDC performed this work onsite at the TTB offices 
located in Cincinnati, Ohio. PDC performed administrative and support services including records 
management, data entry services, mailroom services, indexing, clerical services, customer support, 
reception services, scanning, processing operational reports, processing tax documents, and performing 
file maintenance. This contract included the receipt and distribution of documentation and all the 
supporting office efforts necessary for TTB employees to work the case files with their clients.  Tasks 
were completed according to the established standards of performance as outlined by a Quality 
Assurance Surveillance Plan (QASP). PDC developed and implemented a new data capture solution for 
all original paper applications and amendments received by mail or fax into their Permits Online 
(PONL) system. PDC successfully converted and indexed their historical file room of 6 Million 
documents into electronic images in the TTB electronic records management system. Mandatory policy 
changes were seamlessly implemented while exceeding all expectations during the years of the contract. 
This contract included the receipt and distribution of documentation and all the supporting office efforts 
necessary for TTB employees to work these case file with their clients. PDC served in both prime and 
subcontractor positions on this contract since 2012 managing and performing the mail room, scanning, 
data entry and indexing functions. PDC processed an average of more than a million documents per 
year.   
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ITEM 2 – Background and Experience 
 
PDC has been serving FSSA as the Document Center Vendor since 2006 exceeding SLAs, KPIs and 
compliance requirements. The table below provides a snapshot on how PDC has exceeded the monthly 
SLA measurements for providing same business day processing for the past six years.  
 

 
 
PDC works intricately with the Applications Services (AS) vendor daily and weekly on User 
Acceptance Testing (UAT), Maintenance & Release (MR) Testing for upgrades and Disaster Recovery 
Testing.  In addition, PDC has served multiple State & Federal Agencies in both mail processing and 
document scanning services for over 20 years.  PDC has built long standing relationships with product 
and software vendors/manufacturers.   
 
PDC is proposing Jennifer Hamilton as our Project Manager.  Jennifer has eight years of project 
management experience and is a Lean Six Sigma Master Black Belt.  Jennifer also spent 8 years in   
multiple roles working for National Government Services (NGS) working on Records Management and 
Healthcare large volume projects, which included serving as the Records Center Hub Coordinator.  
Jennifer’s Certified Scrum Master credentials will add value to FSSA’s SDLC process and PDC’s 
compliance measurements.  
 
PDC is proposing Dawn Jones to continue her role as FSSA Document Center Manager on the new 
contract.  Dawn has successfully served as the Document Center/Operations Manager since 2019 while 
meeting all the SLAs and KPIs.  Dawn has proven success in managing the Document Center’s 
continually changing volume of documents while meeting all KPIs and SLAs with no overtime charged 
to the state. Dawn has consistently exceeded expectations of PDC and FSSA resulting in her 
advancement into this current role. Dawn brings a collaborative approach with the FSSA vendors in 
daily operations and SDLC testing which has resulted in measurable improvements. The teaming of 
Jennifer’s & Dawn’s experience and knowledge will ensure the continued success of the program.    
 

Document Center SLA Measurements Jan-16 Feb-16 Mar-16 Apr-16 May-16 Jun-16 Jul-16 Aug-16 Sep-16 Oct-16 Nov-16 Dec-16 YTD-16
1. Same Day KPI #1a Measurement 99.9% 100.0% 99.9% 100.0% 100.0% 100.0% 99.9% 100.0% 99.9% 99.9% 100.0% 100.0% 99.96%
2. Same Day KPI #1b Measurement 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
3. Same Day KPI #1c Measurement 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

Document Center SLA Measurements Jan-17 Feb-17 Mar-17 Apr-17 May-17 Jun-17 Jul-17 Aug-17 Sep-17 Oct-17 Nov-17 Dec-17 YTD-16
1. Same Day KPI #1a Measurement 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
2. Same Day KPI #1b Measurement 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
3. Same Day KPI #1c Measurement 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

Document Center SLA Measurements Jan-18 Feb-18 Mar-18 Apr-18 May-18 Jun-18 Jul-18 Aug-18 Sep-18 Oct-18 Nov-18 Dec-18 YTD-18
1. Same Day KPI #1a Measurement 100.0% 100.0% 100.0% 100.0% 99.8% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 99.98%
2. Same Day KPI #1b Measurement 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
3. Same Day KPI #1c Measurement 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

Document Center SLA Measurements Jan-19 Feb-19 Mar-19 Apr-19 May-19 Jun-19 Jul-19 Aug-19 Sep-19 Oct-19 Nov-19 Dec-19 YTD-19
1. Same Day KPI #1a Measurement 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
2. Same Day KPI #1b Measurement 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
3. Same Day KPI #1c Measurement 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

Document Center SLA Measurements Jan-20 Feb-20 Mar-20 Apr-20 May-20 Jun-20 Jul-20 Aug-20 Sep-20 Oct-20 Nov-20 Dec-20 YTD-20
1. Same Day KPI #1a Measurement 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
2. Same Day KPI #1b Measurement 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
3. Same Day KPI #1c Measurement 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

Document Center SLA Measurements Jan-21 Feb-21 Mar-21 Apr-21 May-21 Jun-21 Jul-21 Aug-21 Sep-21 Oct-21 Nov-21 Dec-21 YTD-21
1. Same Day KPI #1a Measurement 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
2. Same Day KPI #1b Measurement 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
3. Same Day KPI #1c Measurement 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

Document Center SLA Measurements Jan-22 Feb-22 Mar-22 Apr-22 May-22 Jun-22 Jul-22 Aug-22 Sep-22 Oct-22 Nov-22 Dec-22 YTD-22
1. Same Day KPI #1a Measurement 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
2. Same Day KPI #1b Measurement 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
3. Same Day KPI #1c Measurement 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
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ITEM 2a. Document Center Services Experience 
 
PDC has been providing Document Center Services for 16 years. We have learned the documents and 
processes along the way, adapting to changes and challenges while successfully providing reliable 
service and continually meeting our KPI and SLA measurements. We have formed strong working 
relationships with the other partners and the various divisions in the FSSA project. We take all aspects 
of our contractual obligations seriously while keeping our focus on one thing: helping our fellow 
Hoosiers in need by processing their documents in a timely manner with quality and precision. 
 
Our staff is dependable, committed to staying until the job is done, and experienced; many team 
members have been with the project for 10 or more years. We employ extensive cross-training so we are 
able to strategically move associates to tasks with the greatest concentration of work. One example of 
our ability to react and adapt happened during the recent COVID outbreak. We were able to split the 
team, by sending half of our associates to work remotely from home while keeping the other half at the 
Document Center to ensure that the mail was picked up and scanned. From the first day of 
implementation, we were able to continue our work without any breaks in service and all KPIs and 
SLAs were met.  
 
We realize that experience is not enough on its own and that constant re-training is necessary to build 
and maintain the experience; yet we also know that there is room for improvement in processes and are 
always looking for ways to improve and streamline our approach.  Mail processing is done correctly so 
that no mail is misplaced, and then sorted so that the envelopes and their contents can be scanned into 
the correct case. We can identify and process intake documents from a variety of input sources,  
recognize if one source is not working correctly and communicate to the correct vendor to get the work 
flowing again.   
 
Our experience in scanning allows us to make appropriate decisions in order to get the best possible 
quality of documents scanned at our facility. Our skillful scanner operators also keep an eye out for 
written instructions for returning documents to senders and forwarding checks and money orders to the 
correct facility when necessary. Additionally, operators look for all original documents, which may or 
may not be on a state-provided list, in order to return to clients their important original documents. Key 
From Image (KFI) is executed with care to record each character keyed as it is seen. In order to assure 
the quality of these processes, we interject quality checks throughout each step to ensure that 
information is accurate and correct. We prioritize quality checks because we know that in the pursuit of 
perfection sometimes errors will happen. 
 
Our experience is also useful in SDLC activities.  Since we have utilized the Captiva software for so 
long, we have a deep understanding of how it works and usually how it could work better. PDC knows 
how to use the software to complete the work quickly and accurately as evident by our continuous 
success in meeting KPI measurements day after day and especially evident in days after holidays occur 
when the workload is heavier.  On those days, we get two-days’ worth of documents completed before 
we leave, usually dismissing for the day on time without overtime. If there is overtime, the cost is 
covered by Phoenix without passing those costs onto FSSA. We have memorized the envelope splitting 
rules for Index QA and Indexing rules.  We share that insight during testing and many times catch and 
fix issues before MR releases. We also include regression testing to ensure that there is no disruption in 
work processing and workflow in other FSSA areas after the MR is released.  
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ITEM 2b. Document Center Equipment and Software Experience 
 
OPEX scanners, 51 Rapid Extraction Desks, and Omation 206 Letter Openers 
 
We have daily experience operating the various OPEX products in locations other than the Document 
Center. We understand how to get the best image capture by manipulating the document, darkening or 
lightening images, changing document orientation to ensure the entire image is captured, and 
manipulation of the retard pad to get the image to feed correctly to name some. Our understanding goes 
beyond scanning. Through observation, noting of the various error messages that we receive from the 
scanners, and watching and asking questions of the OPEX technicians, we are capable of 
troubleshooting and solving some simple mechanical issues ourselves without having to call work order 
tickets into OPEX.  This has also allowed us to continually meet our KPI measurements for scanning.  
We are looking forward to the OPEX upgrade/replacements and the positive effects it will have on our 
day-to-day scanning duties. 
 
Beech Grove DR Document Center 
 
We make a monthly trip down to the DR Document Center to test the OPEX scanners and workstations 
to make sure that they are production ready should a disaster happen necessitating the relocation of 
production. We scan batches to make sure the scanners operate as they should and that the batches  
import into Captiva. We also make sure that the latest Captiva upgrade/production fix is on the 
workstations, and we run production batches to ensure that these are also production-ready should the 
need arise. 
 
Kodak Rescan Machine 
 
If an OPEX scanned document is found to be of poor quality in the Captiva Classification Edit or Key 
for Image (KFI) modules, the operator can reject that document for “Kodak Rescan.” This means that 
the rejected document is sent to a special Captiva module (RR or CE Rescan) and a specially trained 
operator is able to go into the retention room, find the document, and rescan it, replacing the poor-
quality document.   
 
Medical File Transfers 
 
Some medical files are saved on CDs and mailed to the Document Center instead of being printed on 
paper. Phoenix is experienced in using a special File Transfer program to pull the files off the CD and 
attach the medical file straight to the correct case. If the CD comes password protected, we know how to 
remove the password before the file goes to the case.   
 
Captiva 
 
When visitors come to the Document Center and watch our team work in the Captiva modules, they 
always comment on how fast we are. This speed is the product of many things: practice, memorization 
and keying skills. Ultimately it is a testament to our proficiency in the version of Captiva that we work 
with. We know the shortcut keys, the specific commands, image manipulation, and how to find the 
names of documents quickly. Again, our success in meeting our KPI and SLA measurements day after 
day serves as proof of our experience with this software. In 2021 we went through a major upgrade of 
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Captiva and experience major changes to some of our modules. We were able to prepare and train our 
team, during the COVID quarantine nonetheless, and still met our KPIs and SLAs without any 
interruption to production. The Phoenix team is so experienced with Captiva that they can catch 
problems in the modules and have management report them before the AS vendor is aware. 
 

ITEM 2c. List of Organizations which you have delivered similar services, size, scope, and technical 
components   
 
PDC has delivered similar services, technical components and at a similar or larger scope & size for the 
following organizations within the last five years.  
 

Client Functions Contract Time 
Period 

State of Indiana Family and Social 
Services (FSSA) Document Center 
Services Contract 

• Inbound Document Management (including 
mailroom and electronic documents)   

• Document Preparation, Opening, Scanning and 
Separation    

• Return Mail Management    
• Document Organization, Retention, and 

Destruction      
• Project & Document Center Management 

12/27/2016 – 
12/26/2022 

 

Department of Treasury            
Alcohol and Tobacco Tax and 
Trade Bureau (TTB) Scanning, 
Indexing & Support Services 
Contract 

• Administrative and Support Services 
• Mailroom Services, Data Entry Services, Indexing 

and Large Volume Scanning    
• Clerical Services & Customer Support      
• Processing Operational Reports, Tax Returns & 

Performing File Maintenance      
• Process Reengineering Services                                   

10/01/2019 – 
09/30/2021 
(Phoenix Prime) 
 
5/30/2017 – 
9/30/2019    (PME 
Prime – Phoenix 
Sub) 

Department of State Protected 
Health Information Management 
Systems Contract  
 
Major Subcontractor to 
MicroHealth, LLC 

• Inbound Document Management (including 
Shipping & Receiving – medical records)      

• Document Preparation, Inspection, Data Entry, 
Indexing and Large Volume Scanning       

• NARA-Compliant Records Storage onsite at PDC 
Indianapolis Facility    

• Indexing Pilot Project utilizing Ephesoft Transact 
Artificial Intelligence System 

9/30/2019 – 
9/30/2029 

Internal Revenue Service (IRS) 
Scanning as a Service (SCaaS) 
Digitizing Paper Files Contract 
 
Major Subcontractor to Resultant 

• Inbound Document Management (Shipping & 
Receiving Tax Forms) 

• Indexing and Large Volume Scanning  
• NARA-Compliant Records Storage and 

Destruction onsite at PDC Indianapolis Facility  
• Successfully Completed FISMA Contractor 

Security Audit with no Cybersecurity findings    
• Automated Data Capture utilizing Machine 

Learning and Google DocAI                                

8/18/2021 – 
8/17/2026 
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ITEM 2c-1. Describe how that experience is relevant to the services in this RFP 
 
PDC currently serves as the FSSA Document Center Services Contractor performing the exact work 
within this RFP. PDC previously served as the Scanning, Indexing & Support Services Contract for TTB 
managing the Department’s mailroom onsite in Cincinnati and performing high volume document 
scanning. This contract is very similar to FSSA’s contract in which we received application, compliance 
and recertification documents and digitized them into the TTB system for the Federal officials to make 
determinations. PDC began the work as a Prime contractor in 2012 through our 8(a) certification and 
became a subcontractor to PME in 2017 once our 8(a) had expired. PDC and PME split the staff in half 
and worked closely in performing all the contract tasks.  This is proof of our successful partnership on 
previous contracts.  PDC once again began the Prime contractor in 2019 when the Department of 
Treasury moved the RFP under the 8 (a) STARS II contract vehicle which PDC held.  To learn more 
about how these contracts are relevant to the services within this RFP please refer to our responses to 
ITEM 1 Minimum Requirements on page 2 above and to ITEM 2a. Document Center Services 
Experience on page 4. 
 
PDC currently serves as a major subcontractor to MicroHealth, LLC under a 10-year Department of 
State (DOS) Indefinite Delivery Indefinite Quantity (IDIQ) contract entitled “Protected Health 
Information Management Systems.” PDC was bid as the solution for Task Order 2 (Physical Records 
Management) which was awarded along with the IDIQ contract award on 9/30/2019 and runs through 
9/30/2029. MicroHealth works closely with PDC. MicroHealth provides the Program Manager who 
works at the Department of State headquarters in DC and one Supervisor on site at the PDC Indianapolis 
NARA compliant records management center. PDC provides the remainder of the staff along with the 
facilities, software, equipment and NARA storage space. In that role, PDC provides the following 
services: inspection, indexing, scanning, packing, shipping, and NARA storage of medical records 
(entailing over 3 million pages), including paper files, radiographic images, photos, recordings, and 
other artifacts. PDC receives medical records from all over the world, the DOS sets the schedule but so 
far nothing has been received as planned due to COVID.  PDC is prepared to receive any volume at any 
time. All records get stored in our NARA compliant storage until they are scheduled for digitization.  
PDC is also the official long term NARA storage for all of the physical records and maintains the 
disposition schedule. 
 
For this project PDC was required to implement the MAVRO MavBridge software suite for Records 
Management and Automated Document Processing.  Phoenix worked closely with the MAVRO team to 
program and modify each system component to meet the needs of the Department of State. This 
included programming of all fields, templates and testing. The MAVRO team served as an extension to 
our internal Phoenix IT team. Both our operational and KPI reporting take advantage of the excellent 
statistical capabilities of the MAVRO software. The MAVRO software enhances image quality for 
better accuracy and increases productivity by automatically identifying scanned documents based on 
barcodes, patch codes or separator sheets. Therefore, data entry work is reduced by automatically 
capturing machine-printed text and barcodes. The MAVRO solution identifies any quality discrepancies 
based on programmable features and edits identified during implementation. This solution also provides 
a data validation feature with configurable business rules to ensure the accuracy of captured data and to 
reduce errors. MAVRO’s software provides scanned/digitized documents capable of being utilized for 
data analysis.   
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All electronic records generated by PDC are NARA-compliant searchable (OCR) PDF documents, 
which are in color and have a resolution of at least 300 dpi. All records are indexed using nine pre-
defined fields. Index information is electronically transcribed to an external record identifier system. All 
digital data is transferred to either CD, digital video disk, or FIPS 140-2 certified hard drives. Access to 
each system module is restricted according to user based roles and clearances at the field level up to 
Controlled Unclassified Information (CUI) security levels. If a user does not have security approval to 
access a field or window, it is not visible to them. Our workstations for our scanning, indexing and data 
entry operations are dummy terminals with no internal storage, USB ports or external devices or ports.  

The DOS work includes the entire Electronic Records Management (ERM) lifecycle including NARA 
storage of CUI documents, records disposition schedules and destruction. We process all kinds of digital 
media including CDs, DVDs, x-rays, etc. We have even received foreign currency that we have to scan 
process of switching ERM systems to meet FedRAMP High and DOD standards.  This will integrate 
Artificial Intelligence (AI) and handwriting capture to increase the speed of processing and minimize the 
number of staff needed to perform data entry/indexing. We are doing a pilot of the new system over the 
next two months. Our current system already meets NARA universal ERM requirements.  Our entire 
facility was built around NARA standards.  

 

 

 

and document.  Whatever is received in a box needs to be documented and digitized. We are in the  
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ITEM 2c-2. Describe any problems and failures that you encountered in delivering your services, how 
these were resolved, and what were the lessons learned 
 
In 2020 PDC received and processed 400,000 + x-rays. PDC was required to take over all of the 
document’s stored with Iron Mountain and move them to our Indianapolis facility.  All the Department 
of State could tell us was the amount of square feet we would need to store the records.  They didn’t 
know how many boxes there were or what was in the boxes.  They didn’t expect to digitize these records 
because they thought they were too old and not needed.  When we received the documents from Iron 
Mountain they turned out to be 400,000+ x-rays of different ages, sizes and types and were all 
considered relevant and active according to the disposition schedule.  When the Department of State 
were informed what was in the boxes they realized that they needed to be digitized and asked us to 
recommend solutions.  We had expected some x-rays but not 400,000 at once.  Our team reached out to 
our  OPEX and MAVRO vendors and worked together to create a long-term solution utilizing the 
scanners and the software.  Working together, we retrofitted the OPEX Falcon scanners with in line 
Canon cameras to process the records in a timely manner and at a high dpi resolution so that they could 
be added into digital medical records in a future phase of the contract. This exceeded the expectations of 
the Department of State. The most important lesson learned from this was to be prepared for anything 
through maintaining strong partnerships and open communication with both our client and our vendor to 
enable problem solving and the ability to provide recommended solutions/options for our client to 
determine what works best for them. 
 
For our IRS work, the IRS was having staffing issues related to providing IRS security clearance to 
contractor staff. Because of this they were unable to send us actual tax forms. This contract was 
comprised of two phases.  The first phase was to identify solutions for the IRS by creating automated 
solutions and processes to digitize their tax forms making the data useable for data analysis. Since we 
were unable to utilize real IRS documents we created thousands of forms with mocked-up data. This 
was done in order to test and refine work-flow procedures allowing us to efficiently produce accurate, 

 

 PDC currently serves as a major subcontractor to Resultant on a contract with the Internal Revenue 
Service (IRS) Enterprise Digitalization and Case Management Office (EDCMO). The contract, 
entitled “Scanning as a Service” is a pilot program to digitize approximately one billion paper files 
over five years. The contract was awarded on 8/18/2021 and runs through 8/17/2026. PDC is 
responsible for receiving, scanning, performing quality assurance, storing, and returning the paper 
gift tax returns. Resultant’s role is to serve as Program Management, System Integration and Solution 
Architects working closely with Google AI. PDC performs this contact within its NARA-compliant 
operations and storage facility in Indianapolis utilizing high performing ibml Fusion 7300 scanners. 
The systems and their components are all accessed through our Health Insurance Portability and 
Accountability Act (HIPAA) Health Information Trust (HITRUST), Federal Risk and Authorization 
Management Program (FedRAMP) High ready GovCloud according to role-based user access.  Our 
system security is based on Virtual Desktop Infrastructure (VDI).  Our VDI includes built-in backup 
and built-in disaster recovery with fully redundant hardware and dual active sites. It controls the 
endpoints of each connection onto the network, based on Department of Defense (DoD) regulations 
and correctly maintains required evidence tracking. The IRS recently conducted a Federal 
Information Security Management Act (FISMA) Contractor Security Assessment which resulted in 
zero cybersecurity findings. The IRS informed us that we were the only current IRS Vendor without a 
cybersecurity finding.  We did have a few privacy findings that were resolved immediately after the 
assessment so there were no items listed on a Plan of Action and Milestones (POAM). 
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high quality, digitized images compliant with IRS records standards. This enabled us to validate our 
end-to-end process through iterative testing. Overcoming the challenge of developing our solution in 
advance of receiving true, production data samples proved to be key to informing and sharpening the 
ibml 7300 automated image manipulation component and executing high-volume performance testing. 
This resulted in a high-quality, high-throughput solution when other vendors were unable to prove their 
ability to automate the process for the IRS tax forms. This phase was six months, and five contracts were 
awarded. The goal for this phase was to prove the concept of operations and to show that the vendors 
were able to successfully digitize the tax forms in a manner to allow for clear readability, categorization 
and data analysis of the forms (many of which included handwriting). Our team was able to utilize the 
results and data from the digitized mock tax forms to assist us in translating a 187-item compliance list 
into executable Standard Operating Procedures. The main lesson learned for this was to be proactive, 
innovative and able to provide multiple options to our clients when obstacles occur.  The IRS accepted 
our recommended solution to create tax forms with mocked up data and this resulted in our team being 
awarded phase 2 of the contract while three other large companies including Xerox were not awarded 
Phase 2. Only two teams were awarded Phase 2 of the contract to digitize hundreds of millions of tax 
forms.  
 
In our proposal to the IRS we proposed using OPEX Falcon V scanners.  Prior to winning the award we 
realized that these machines could not handle the volume or complexity of the work and ordered an ibml 
7300 scanner (which can produce nearly twice the volume of each OPEX Falcon) contingent upon 
award. During requirements meetings with the IRS after award we learned that certain attachments 
required digitization at 400 dpi instead of the 300 dpi, while others required to be scanned in black and 
white and some in color. None of this information was included in the RFP or Scope of Work.  We 
worked closely with the ibml solution architects and were able to program the machines to automatically 
recognize which documents needed 400 dpi, and which ones required black and white versus color 
images.  With the programming the ibml 7300 was able to process all of the documents together without 
slowing down.  We were able to load thousands of documents together and the scanner would digitize 
each according to the required specifications.  If we hadn’t switched machines prior to production, we 
would have had a much greater need for human intervention reducing output and increasing cost.  The 
lesson learned from this is to hold solution sessions prior to beginning contract performance to 
determine the best processes, procedures and equipment in order to be successful and to exceed our 
customers’ expectations. We have implemented this best practice at our own cost prior to the awarding 
of contracts.         
 

ITEM 2d. Corrective actions 
 
PDC has never received any corrective actions on any of our multiple contracts.  
 

ITEM 2d-1. Disclosures of publicly reported formal corrective actions, security breaches, and lawsuits 
under previous contracts in the last 10 years 
 
PDC has never had any disclosures of publicly reported formal corrective actions, security breaches, or 
any lawsuits under previous contracts since our inception in 2001.  
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ITEM 2d-2. Disclose any non-publicly reported formal corrective actions, security breaches, and lawsuits 
under previous contracts in the last 10 years 
 
PDC has never had any disclosures of non-publicly reported formal corrective actions, security 
breaches, or any lawsuits under previous contracts since our inception in 2001. 
 

ITEM 3 – Approach 
 
PDC’s approach to providing FSSA Document Center Services and ensuring compliance is based on the 
best practices and operating procedures we have identified and implemented from our lessons learned 
from serving as the Document Center vendor over the last 16 years.     
 

ITEM 3a. Detailed narrative of twelve services described in Section C of Attachment C, Section F of 
Attachment D and sampling approach for Quality Assurance. 
 
Below, we have provided a detailed narrative of our current approach to each of the twelve services 
described in Section C of Attachment C, including recommended changes to current standard operating 
procedures for each service.  
 

ITEM 3a-1. Inbound Mail Handling  
 
Our inbound mail handling begins with the trip to the Post Office to pick up the inbound mail from the 
three post office boxes, Certified mail, and all mail that was undeliverable. We maintain a close 
relationship with key personnel at the post office so we can keep abreast of any delay in mail or if 
additional trips are needed. If there is no contact from the post office asking us to adjust our pickup 
schedule, we make one trip a day in the morning after the post office is done with their morning mail 
sorting.  If we go to the post office and discover a delivery truck was late and we do not have all the 
days mail, we will make a second trip to pick up after the mail truck has arrived. Once again, someone 
from the post office will call once the mail is ready for pick up the second time. When we pick up mail, 
we pay special attention to Certified mail, taking the time to count and verify that we possess each 
Certified envelope/box that was received and processed by the Post Office by using a firm sheet that the 
Post office prints off. We do not leave the post office until each envelope noted on the firm sheet is 
present and counted.   
 
We carefully select associates to pick up mail with reliable and secure transportation and have them sign 
an agreement to take no side trips and to obey all traffic laws. The agreement also states that once the 
mail is in their possession, they do not leave any piece of it unattended at any time. They unload the 
trays at the Document Center back doors and after unloading they do a thorough sweep to ensure that no 
piece of mail is left behind in their vehicle. Their next step is to immediately transport the trays to the 
secure retention room where only designated personnel can have access it. The associate writes down 
the number of trays received and their initials on a Daily Mail Count Log which is also used to record 
the trays created and the envelope counts in each tray. We use this sheet to add the envelope counts for 
HIP 1630, 1810 regular mail, certified, Return to Sender, and UPS/FedEx/DHL. All information 
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recorded on this sheet is transferred to a spreadsheet so that we know exactly who picked up the mail 
and the number of trays brought back for each day going back to December 2017. 
Associates trained in sorting based on post office box address, size, and if it is undeliverable go into the 
secure retention room to start sorting the envelopes into smaller trays. The mail is also sorted into trays 
based on if the envelopes can be opened with the 51 rapid extractors that are on the OPEX scanners 
which can only handle 4 ⅛ by 9 ½ sized envelopes that contain 3 to 4 sheets of paper. The thicker 4 ⅛ 
by 9 ½ sized envelopes along with 6 by 9 and 9 by 12 envelopes are counted and opened with the 
Omation machine before they are placed in trays.   
 
Other mail that is sorted include: envelopes addressed to PO Box 1630 which is HIP mail: medical files 
that arrive in various sizes of envelope and boxes; CIOX which is another type of medical file; barcoded 
and non-barcoded undeliverable or Return to Sender mail; and “Walk-ins” that come to us from the 
Service Center next door.  It should also be noted that Certified mail is in its own tray from the Post 
Office, but the scan operator sorts it into 1810 regular mail, 1630 HIP, and medical files before scanning 
begins.  All medical files are checked that they contain a legible barcoded document to ensure that the 
file is indexed to the correct case after it is scanned.  We also accept and scan deliveries from UPS, 
FedEx and DHL. 
 
As we sort, we also make sure that every envelope is addressed to the FSSA PO Boxes; If we come 
across a letter that is not addressed to those PO Boxes, we set it aside and return it to the Post Office on 
our next trip. The associate who picks up the mail usually does the counting and traying of the mail.  
After the sorted envelopes are counted using the Omation machine, the associate records the number of 
envelopes on a numbered tray label that also includes the receipt date of the mail and the preparer’s 
initials.  The tray number corresponds to the number and count on the Daily Mail Log which was 
referred to earlier.   
 
 
 

ITEM 3a-2. General Document Handling  
 
After the envelopes have been sorted, counted and placed into trays, the trays are placed on a table in the 
secure mail retention room and the scan operators come to pick them up one at a time. We currently 
have eight Opex scanners; we use them all on the days when we pick up a lot of mail and three or four 
on a “slow mail day”.  Extensive cross-training allows us to strategically move people based on business 
needs and to ensure that all daily KPIs are met. Many associates have been with the company for over 
10 years and are able to effortlessly move from sorting mail to scanning mail to processing mail in the 
Opex Text queues.  When a new associate is brought on to the team, management immediately starts 
planning their cross-training path and how the training and support will allow them to excel at quality 
data capturing and processing. 
 
When the mail is sorted, counted, and put into trays, the scan operator picks up a tray to start scanning.  
Only one tray per scan operator is allowed outside of the secure room and it never leaves the sight of the 
operator until all documents in that tray are scanned; after scanning, the operator returns the finished 
tray to the secure retention room and places it on a shelf where it remains for two days until it is 
condensed by according to scan date and retained on storage shelves for 30 days.  After the 30 days are 
up, the documents are placed in a shred bin until the contracted shred company comes to the facility and 
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shreds the documents on site.  Once the envelope is picked up from the post office, the envelope and the 
contents spend the majority of its time at the Document Center in the secured retention room.  
Once the scan operator picks up a tray from the secure retention room, they take it to their assigned 
scanner and immediately record their initials, scan date, and the scanner that they are using on the tray 
label.  They also record the following information on the Production Control Log (PCL): Scanner 
number, their initials, receipt date, scan date, and inbound tray count that is taken from the tray label 
along with the tray number.  Once this is recorded, the operator starts the Opex scanner and selects the 
correct scan job based on the contents of the tray—HIP for 1630, Prod Doc for 1810, Medical, or Return 
to Sender for Undeliverable mail.  If the tray contains thin 4 ⅛ X 9 ½ envelopes, the operator will load 
the 51 Rapid Extractor and those envelopes will be opened at the scanner.  All other sizes of envelopes 
will already be opened.   
 
The scan operator works on one envelope at a time in order to not co-mingle and documents between 
envelopes.  The scan operator takes the envelope, pulls out the contents, flattens creases and unfolds any 
dogears to make sure that all information on the document is visible.  If there are any major tears, the 
operator will tape them.  Each document is fed through the scanner one page at a time to make sure that 
no double-fed documents occur.  The exception to the one-at-a time feed is medical files; those are stack 
fed to help ensure HIPAA privacy. 
 
As the operator feeds the non-medical documents one-at-a-time, they are also looking for original 
documents that a client might have sent in. Example of some of the original documents that we receive 
are driver’s licenses, birth certificates, and social security cards. There is a list posted at each scanner of 
original documents that we always return. If an original document from the list is found, or if there is a 
note in the envelope requesting documents to be returned, the scan operator will use the “original” 
button on the scanner screen, and the document will be routed to a different bin in the scanner stacker 
that will separate out those original documents so that the scan operator can then process the documents 
as original returns. Other documents that the scan operator is looking for that we separate from the 
scanned batch are voter registrations, checks, and money orders. 
As the operator scans, they are also looking at the quality of the image of the document that they are 
scanning and comparing it to the quality of the image that is captured. If the document itself is of poor 
quality, the scan operator will stamp the document at the bottom with a “poor quality original” stamp, 
careful not to cover any information before scanning. If the scanned image of the document is of poor 
quality; aspects of the original document cause the image to darken or lighten, the operator will use the 
same stamp on the document and rescan it. The scan operator also can lighten or darken an image to try 
to improve the quality. The poor-quality stamp serves as a communication that the scan operator has 
tried their hardest to get the best image capture possible, despite the limitations on the quality of image 
that the older Opex scanners currently used at the Document Center can provide.   
 
After the contents of the envelope have been scanned, the operator checks the envelope one last time to 
ensure that no documents remain in the envelope, and then scans the envelope to close out the 
transaction. The Opex scanner automatically prints an audit trail on the back of each envelope. The audit 
trail records: the date, the time, the scan operator’s name, the batch number that the envelope is part of, 
and the envelope number in the batch. The audit trails allows us to find any document that is received as 
undeliverable as those batches do not have audit trails. But, once the documents and the envelope are 
scanned, we have the ability to locate it for the duration of the document’s time here at the Document 
Center, which is 30 days, as long as we have a batch and envelope number.   
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Once the scan operator is finished scanning all the envelopes in the tray, they close the batch and record 
the batch number on the PCL along with the number of envelopes and transactions that were scanned. 
There is a distinction between envelopes and transactions because one envelope may contain documents 
for multiple clients. We use transaction breaks to separate those documents so that they do not post to 
another client’s case. The number of transactions can alter the number of envelopes counted by the Opex 
scanning program, so we record both numbers to keep a better count of the actual envelopes that we 
receive and not the transactions.   
 
At the end of each day, we check the Opex “Incoming” folder on our workstations to ensure that all 
batches that were scanned that day are not “hung up” and have successfully moved to the “Outgoing” 
folder. This tells us that Eligibility Specialists will have access for review and processing to all the mail 
picked up and scanned that day. If we happen to see a “hung up” batch, we reach out to development 
support to have them help move the batch along to export. We cannot do this by ourselves, but we keep 
an eye on it, nonetheless. 
 

There is a chance for a second and for some application pages, a third set of eyes checking the quality of 
documents received from the Post Office. This affords us the chance to rescan the documents that the 
Opex scanner was unable to capture in high quality. If the document is something that needs manual 
classification, it will go to the Classification Edit module where the operator reviews documents that are 
Opex scanned and considers if they are the best quality capture possible.  The same goes for application 
pages that go into the Validation module for data capture. There is also the chance that if a document 
goes to the Index QA module, and the operator believes that a better capture of the Opex scanned 
document is possible, they can reject the document back to Classification Edit and the Classification 
Edit operator can then reject the document for Kodak. The Index QA operator will communicate through 
management that document is being sent back to Classification Edit for the sole purpose of it getting a 
operators in those modules act as a second, third and sometimes fourth set of eyes on the documents that 
appear for data processing. If the operator sees an image that is not good quality in appearance, they can 
reject it to another module where a trained associate is able to go back to retention and find the specific 
document that was rejected for “Kodak”. By using the batch number recorded on the tray label and the 
envelope number from the audit trail on the back of the envelope. The trained associate stamps the 
document prior to scanning with a “best possible quality image KD” stamp: the “KD” signifies that the 
document has been rescanned using a Kodak scanner.  The rescanned image replaces the rejected image 
which ultimately ends up in the client’s case.  Usually, the rescanned image has improved image quality.   
In another attempt to ensure that we are maintaining strict image quality standards, the Quality Analyst 
(QA) reviews a statistical sample of scanned document images in the Classification Edit and Validation 
modules. The sample of images is analyzed for clear capture. If the QA finds an issue with a document 
and determines it might be corrected with the Kodak scanner, they will reject the document. If the QA  
notices that it might be operator error, for instance, lines on many documents due to dirt on the scanner 
crystal or dogeared pages, the QA will bring these to the scan operator’s attention in a quick retraining 
session to remind the scan operator to first notice these scanning issues at the time of scanning where 
they can be easily fixed, and also to also remind the operator of the importance of good-quality image 
scans and the attention that goes into assuring that they are capturing the best quality possible. These 
scans are done once a week to ensure correct dpi density by checking a representative sample of Opex 
scanned documents in the Classification Edit Captiva module. The QA is also responsible for weekly 
confirming that all Opex scanners at the Document Center are set to scan at a minimum of 300 dpi. 

 

 Kodak rescan so the document can be successfully caught by the Classification Edit operator. The  
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Quality of image capture is very important to us at the Document Center.  We all strive for the best 
quality and realize that it is a team effort.  We strive as individual operators to ensure that the best 
possible quality image capture for Opex scanned documents is achieved for each document we are 
entrusted with. We realize, though, that it takes a team from the mail processing once it enters the 
building from the Post Office to the scan operator that is preparing and scanning each document, to the 
Data Processing associate who is continuing to assure that the image quality is there as they key in vital 
information.  All of these individuals are working together under the assurance of the Quality Analyst 
and the guidance of the Document Center Manager.   We are an experienced team focused on image 
quality from the moment the document enters the back doors of the Document Center up to the moment 
it exports from Captiva and on to the Eligibility Specialist for review and processing. 
 

ITEM 3a-3. Return Mail Handling  
 
The Document Center does receive some mail that must be returned to the sender or, in the case of some 
checks and money orders, forwarded to other vendors or State offices to process.  The different types of 
original documents and how they are scanned, processed, and returned or forwarded is explained below 
according to the type of document. 
 
Original Voter Registrations received in the mail through Post Office boxes:  If the scan operator finds 
an original Voter Registration as they are scanning the documents from individual envelopes, they scan 
the document and immediately pull it and place it in the designated folder for pickup by the specially 
trained associate who processes and forwards all Voter Registrations.  After the scan operator closes out 
the batch that contained the envelope with the original Voter Registration, the document eventually 
makes it to the Classification Edit module.  The Classification Edit operator recognizes the document as 
an original Voter Registration and prints out a copy of the document before it is classified and sent on 
through the Captiva modules to export.  The edit operator puts their initials and the date on the back of 
the document.  This helps to ensure that each original Voter Registration that is received is scanned and 
classified correctly.   
The specially trained associate collects all original and printed out Voter Registrations and processes 
them after scanning is completed for the day.  They match up the original Voter Registration with the 
printed copy. Most Voter Registration forms have a field for the registrant to fill in their county that they 
wish to register in. If the county is not written on the form, the associate looks for the field with the city 
or zip code using a PDF that lists zip codes per county and the information from the Voter Registration. 
With this information the associate is able to determine the county of registration. The county is 
necessary to ensure that the Voter Registration is getting forwarded to the correct County Office. If the 
information is not available or the document is sent in blank, we still record it on our log, but instead of 
recording the name, we type “BLANK” in that field and leave the county office that it is forwarded to 
blank also. 
 
The next step is to generate the mailing coversheet to forward the original Voter Registration to the 
correct office. We have a file on our share drive that has prepared coversheets with the correct office 
addresses for each of the County offices that process Voter Registrations. We keep the printed-out copy  
for our files after we enter the name of the applicant, date received, batch name, date classified, and 
which county registration office the form was forwarded to on a spreadsheet. We record Voter 
Registrations and total them on a weekly basis. The weekly spreadsheets are contained in a monthly 
workbook that is contained by year. Once the Log entry is recorded and the documents are prepared and 
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ready to go, the specially trained associates gives both the original and the copy of the Voter 
Registration to the QA for a quality check. The QA checks to make sure the correct county office has 
been selected or no office is selected if the document in blank. The QA also makes sure that the Log 
entry is correct and that the original Voter Registration document is in the envelope with the correct 
mailing coversheet.  If changes are necessary, the QA returns all the Voter Registration documents back 
to the specially trained associate for them to fix.  Once the fix is complete, it goes back to the QA for 
another check to make sure that everything is correct.    
 
Once all information is confirmed correct, and the Voter Registration is recorded in the log and the 
copies securely stored, we apply postage and forward the original Voter Registration to the correct 
County office.  If a blank or incomplete Voter Registration is received and recorded in the Voter 
Registration Log workbook, we do not forward the document and instead store it in a secure location.  
The physical copies are kept in a designated area of the secure Retention Room. 
Checks, money orders, and cash are sometimes received in the mail from the Post Office. The scan 
operator is trained to identify checks that need to be returned to the client or forwarded on to the correct 
agency for payment. Before scanning the check or money order, the scan operator triggers an “original” 
button and then scans the document. This causes the check or money order to come out of the scanner 
stacker in a different bin from what all non-original scanned documents use. We make sure to scan the 
envelope to have the audit trail printed on it prior to taking the check or money order out of the “original 
document” bin and begin processing.   
 
The operator completes the Original Return Paperwork that is completed for all documents scanned as 
“original.”  The form records the: scan date, operator name, scanner ID #, Tray #, Batch #, Transaction 
#, the type of original (in this case check or money order is written), the return address taken off of the 
envelope the check was in, and any comments (usually not needed in this case).  After this form is filled 
out, the scan operator puts it and the envelope with the audit trail on the back and places everything in a 
clear, red folder with a string tie closure on it to keep the original documents inside secure. Since the 
envelope with the audit trail is removed from the batch, the scan operator takes a strip of paper and 
writes what type of document was removed from the stack (check, money order, or cash), the batch 
number, and the transaction number. The strip of paper also helps the Kodak rescan operator to find the 
document needed for rescan if it is rejected for poor quality. When all of the envelopes that were in the 
tray are scanned, the operator places the red folder on top or attaches it to the side of taller trays with a 
metal binding clip so the original is easily seen and collected for further processing and forwarding 
when it is time. 
 
All documents scanned as original that need to be forwarded on to an agency or returned to the client are 
kept in retention for 2 business days.  Originals that are scanned on a Monday are processed and 
returned on Wednesday and so forth. Originals that are scanned on Thursday are returned on Monday 
and originals scanned on Friday are returned on Tuesday. A member of management, typically the 
Document Center Operations Manager, will collect the red folders from the trays in the retention room 
on the day that they are due for processing and return. The member of management accesses the FSSA 
Return Original Document Search portal through IEDSS and enters their FSSA username and password.  
After the date the original has been scanned is selected, the portal returns a list of all documents that 
were scanned as original. It provides an image of the document and a mailing label coversheet. The 
coversheet is used for documents scanned as original that need to be returned to the client. At this point 
in the process, the member of management designates where the check, money order, or cash needs to 
go. We can look in the scanned batch for other documents that might tell us that the payment was for an 
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FSSA Claims repayment, or that it is for a HHW Package C payment. We have the addresses of those 
agencies that we forwarded the check to. In total, we have six agencies and addresses that we forward 
checks to: FSSA Claims Repayment, Hoosier Healthwise Package C, Anthem BCBS for Active 
Accounts and Conditional Approval, MD Wise, and the Medicaid Estate Recovery Program. We only 
decide where to send it if there is a clear recipient identified. If we ever have any doubt at all where a 
payment should go, we contact a designated team member from the Service Center next door. The 
Service Center team member will ask any information and give the directive of where to send the 
payment. Some of these payments are also returned to the sender. Regardless of the destination, the 
member of management writes down the agency name or if it is to be returned to sender (RTS) on the 
“comments” line of the Original Return Form. After this is done, the payment is processed like other 
documents scanned as “original” on the same day which will be explained further below. The exception 
is the entry of checks, money orders, or cash on the “Check Log:” a file where the date the check was 
received, the name of issuer of the check, the name of payor, the date of the check, initials of who 
scanned the check, the date the check was forwarded, who it was forwarded, the initials of the associate 
who prepared the check for return or forwarding and the check number. This log is kept by month and 
stored on the DFR share drive by years. 
 

All Other Return Documents are recognized and processed as originals if the document type is on the 
Original Document List that is posted at each scanner station or if there is a note in the envelope 
requesting certain documents to be returned after scanned. In both cases, the scan operator trigger the 
“original” button and then scans the document. As explained above, the scan operator then fills out the 
Original Return Form completely, encloses the completed form and the document scanned as original 
included in the red folder; it is left on the stack with the rest of the documents.    
The next exception from payment processing is the use of the Mailing Label coversheet that is supplied 
by the FSSA Return Original Document Search portal through IEDSS. As the member of management is 
confirming the address to send the documents, they look at the coversheet and compare it to the return 
address on the envelope that was recorded on the Original Return Form. If the Mailing Label Coversheet 
does not match what was on the envelope, a direction to create a new mailing label coversheet is noted 
in the comments section of the form. We always choose to go with the envelope due to the possibility of 
the sender moving and the report for change of address not yet reported to the DFR. It is part of our 
commitment to returning these sensitive documents to the correct address. If there is ever a question as 
to which address to use, we contact a designated team member of the Service Center next door and 
follow their direction. 
 
During this time, the member of management is checking to make sure that there were no scanning 
errors with the original documents, that the recording of information is correct, and that a count of the 
total original return documents for the day is recorded in the KPI 5 log.  This is part of our contractual 
measurement and is reported monthly. Any errors are noted and the QA goes over those with the scan 
operator as an opportunity for retraining. 
 
The documents are then passed on to the specially trained associate to process, record and prepare for 
mailing. We do keep a copy of all documents that are returned in case a copy might be needed for the 
case. These original documents are being returned to the sender prior to the completion of the 30-day 
retention, so we want to make sure that there is a copy of the returned document should it be needed.  
The trained associate follows all written instructions and once all the documents are ready to be sent out, 

 

and secures the tie on the red folder. In this case, though, the scanned envelope with the audit trail is 
not  
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they are passed on to the Quality Analyst who checks everything to make sure that the logs were filled 
out correctly and that the correct original documents are being forwarded to the correct person or 
agency. If there are any mistakes, it goes back to the trained associate to fix and then back to the QA to 
check again. Only after QA is satisfied that everything is correct, do the envelopes get postage applied 
and placed in the mail to go out that day. If the mail at the Document Center has already gone, it will be 
taken to the Post Office and placed in a mailbox prior to the last collection time of the day. 
 

ITEM 3a-4. Organization, Retention & Destruction of client non original documents  
 
Organization of paper documents is very important. We strive to make it possible for us to find an 
individual sheet of documentation sent in by clients through the various PO Boxes within the 30-day 
retention period that we stored Opex scanned documents. We also believe that cleanliness helps keep 
things in order, so we focus on keeping the retention room clean and orderly. There is a place for 
everything and we train our associates who work in the retention room to be mindful of those correct 
places and to eliminate clutter. This aids in a quick visual sweep at the end of each day to confirm that 
all of the mail has been scanned. You can walk in and will not see any client mail just lying around. 
Retention begins immediately after the tray of mail is brought back after scanning. The completed tray is 
placed on a designated row of shelves in order by the tray number assigned by the mail prep person 
when the tray and tray label were created. The trays are also separated by date, and that date is written 
on a dry-erase board at the end of the shelf.  
  

The tray is stored on that shelf for two business days and then the trays are condensed into boxes. The 
contents of the box can hold multiple trays but the contents of a tray cannot be in multiple boxes. The 
tray numbers and the batches the tray holds are noted on the outside of the box and the boxes are shelved 
again in order by the tray number. We keep the many dates that are being retained for the 30-day period 
in order and record each date on a dry-erase board at the end of the shelf. It is hard to explain without a 
visual, but there are multiple shelves in 4 sections per side. We do not co-mingle dates on the shelves in 
a section and write down the date that is on a specific shelf. A single document of PO Box Opex 
scanned mail is still easy to find. An associate can stand at the end of the shelves and find the date that 
the document was scanned, go to the boxes for that date and find the correct batch number by looking at 
the listings on each box from that date, open the box, and locate the batch by looking at the audit trail on 
the last scanned envelope. The associate can pull the batch and find the specific envelope that contained 
an audit trail printed on the back of each envelope, but we can still find a piece of Undeliverable mail if 
given the scan date and batch number. 
 
A key piece in keeping the order of batches is the use of the Process Control Log (PCL) that was first 
discussed in the General Document Handling portion of this document. The PCL is first created by the 
scan operator before they begin scanning the documents in a tray. It records the Transport ID, the 
operator’s initials, and the receipt and scan date. For each tray, the scan operator writes down the tray 
number and the inbound tray count which is the number of envelopes that are in the tray. Once the 
operator starts scanning documents, the Opex scanner generates a sequential batch number that the 
operator also writes down. After they are finished scanning the batch, the scan operator records the total 
number of envelopes scanned and notates any transaction breaks used due to having multiple clients’ 
documents in one envelope. The actual envelope count is compared to the inbound tray count and any 

 

 

the document that is being looked for. We cannot do the same for Undeliverable mail as it does not 
have  
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shortages or overages are noted on the comment line beside the batch. At the end of the day, all PCLs 
are collected by a member of management and all batches that were scanned are checked to ensure that 
they have been exported from Opex and imported into the Captiva system where processing will be 
completed. The person who verifies this puts their initials in the “Batch Export Confirmed By:” box.   
 
The PCLs also serve to record the destruction dates. After the 30-day retention period is expired, a 
specially trained associate takes all of the boxes from that date. The Undeliverable mail is checked and 
then put into a number receptacle supplied by the State’s document shred vendor. We do not check the 
medical files that are scanned in order to protect the PHI. However, each document in the remaining 
batches is gone through to make sure that there are no original documents that did not get returned. If 
any original documents are found, a Return Original Form is filled out and the document is given to the 
Operations Manager so it can be processed with the Return Original Documents. If those have already 
been processed for the day, the discovered document(s) will be processed and sent out the next business 
day.  After all the documents scheduled for destruction have been gone through and placed in the 
receptacle, the destruction date and receptacle number are stamped in the “Destruction Bin Identification 
No./Date” field. The shred vendor currently comes to the site to shred the documents every two weeks.  
After the bin is emptied by the shred vendor, a final “Destruction Date” and initials by the associate who 
confirmed it are written. These PCLs are kept in a designated area of the secure Retention Room for two 
years and are available for audit if necessary. 
 
We currently do weekly testing to ensure that the correct page counts are being recorded by the Opex 
scanners. These tests are done by the QA; we rotate the scanners weekly to ensure that each scanner gets 
tested. The operator initials and date of the test are recorded on the PCL for the test batch. 
Our mailroom staff and Opex scan operators ensure that each document received from the Post Office 
and brought to the Document Center is captured in the best quality possible. We also work to ensure that 
documents that are not State barcoded documents get the correct classification and if there is nothing 
available to get the document indexed to the case, we are comfortable knowing it will end up in a Non-
Indexed queue for another State vendor to determine with which client the non-indexed document 
should be associated.   
 

 

ITEM 3a-5. Processing Electronic Data Input (Fax, Network Scans, Document Upload)   
 
Phoenix will use the chosen processing system to receive and process documents submitted via Fax, 
Network Scan (NWSCAN), and Document Upload.  The current system is Open Text/Captiva which we 
are very comfortable with. We utilize the Administrator module to make sure that the batches from all of 
the various submission methods are coming in as expected, which is every six minutes for Fax and 
NWSCAN, the bottom of the hour for Document Upload, and whenever an OPEX scanned batch is 
closed. When we identify that the work is not importing to Captiva on time, we reach out to the 
Development vendor and inquire about the flow of documents. This ensures that the client’s document 
submissions flow quickly through the Captiva modules and that Phoenix will continue to meet their KPI 
measurements. We are able to see batches that have imported in a timely manner but have gone to error 
status as they have been processed through the necessary Captiva modules; we report these batches to 
Development to fix them. 
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Phoenix is also knowledgeable about the path that each submitted document takes through the Captiva 
modules. If we notice that a set of documents shows up in a module that they should not be in or if a set 
of documents do not show up in a module that they should be in, we can notify Development and have 
them trouble shoot the issue to fix issues that arise to keep the work flowing. Since the Document Center 
works in Captiva every workday, we can sometimes notice things that need fixing that Development 
might not be aware of. We see the Phoenix team and the Development team dependent on one another 
and working together to ensure that client’s documents get to the Eligibility Specialists timely, and that 
the necessary information captured correctly. 
 
ITEM 3a-6. Manual Document Classification  
 
The Classification Edit module tends to be the busiest. Our workers are looking at thousands of 
documents a day that are sent in via the various input methods and do not have a State barcode that can 
be read to auto-classify the document. As each document appears on the screen, the Classification Edit 
operator checks the document for key words and matches them to keywords on the Master Criteria 
Listing provided by the FSSA.  We do not assign a classification code until we can verify with the 
Master Criteria that the document can receive the classification.   
 
To meet the quality KPI for Classification Edit, at least 98% of all manually classified documents must 
be classified correctly. This measurement comes from a percentage of a random sample of document 
sent thorough Index QA for classification quality check. We also conduct another quality check on 
documents that come through Index QA but are not part of the random sample. We also perform quality 
checks focusing on the work of a specific Classification Edit operator. All of these quality checks are 
done to ensure that operators are successfully using the Master Criteria Listing and using the correct 
codes when they classify each document. If errors are found, we do a quick retraining with the operator, 
or, if it is a larger issue, for instance a confusion about a certain document with multiple operators, we 
have a meeting, discuss the document and how to identify it by finding the key words that are listed on 
the Criteria, and monitor that the correct classification is used henceforth. The number of document 
codes and the vastness of document varieties for some of those codes demand that Classification Edit is 
in a cycle of constant re-training. Our quality checks enable us to constantly work towards mastery, and 
thus a higher quality in our output; the retraining cycle helps ensure all operators, with different 
strengths and learning styles, are best prepared to maintain our high quality. 
 

ITEM 3a-7. Quality Assurance  
 
Quality is the main focus of the Phoenix Team at the Document Center. When we onboard new 
associates, the first thing that we tell them is that quality is the most important, the speed will eventually 
come, but the focus should always be on the quality of work that they do in all the different areas. The 
scan operator is focused on the quality of the images that they are scanning and looking at each 
document individually to see how to get the best quality possible. The mail room staff is looking at each 
envelope making sure that it is sorted correctly and that the count is accurate. The mail condenser makes 
sure that each document in each batch from the different trays is kept together and stored in the correct 
spot in case a document ever needs to be found. The associate that is destroying the documents is 
making sure that every page has been scanned and all originals have been returned prior to it being 
placed in the secure shred bin. The Quality Analyst ensures that each scanner is set to capture each 
image and that the page count is accurate. The operator that works in Classification Edit is checking the 
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Master Criteria to make sure that the correct doc code is being assigned to each document and that their 
keying is accurate and true. The Index operator is concentrating on barcodes in the transaction to make 
sure that the correct barcode is keyed so that documents are indexed to the correct case. The KFI 
operator is scrutinizing the application page to make sure that they are correctly keying exactly what is 
on the page.  The Index QA operator is checking pages to make sure the correct classification has been 
used and rejecting each document back to Classification Edit that needs to be reclassified with the 
correct classification. The list could go on. We know that we must have a high level of quality for the 
clients who are in need to get assistance. 
 
We do have KPI measurements for some of our quality, but those measurements do not cover all of the 
quality that we ensure. One measurement that has not been discussed in the KFI QA KPI. All first pages 
of applications and second pages of the SNAP and TANF application go through KFI QA.  The KFI QA 
operator is led to mandatory flagged fields that require 100% manual quality check. These fields may 
have been keyed by the KFI operator, but some are populated by the OCR. The KFI QA operator checks 
each field for accuracy. The KPI for this in set at 99.9%.  It is a challenging measurement, but it is 
understandably important when one considers that the correct capture of the mandatory fields is 
necessary for the application case and the Eligibility Specialist’s need to have accurate information to do 
their job. 
 

ITEM 3a-8. Manual Document Handling  
 
Manual Document Handling is currently facilitated by the Index QA module of the Captiva software.  
Captiva’s code recognizes when certain documents are together that, based on rules provided by the 
DFR, those documents must be separated to move forward through the Captiva queues. A specially 
trained operator who has extensive knowledge of the Classification Edit module works in this module. 
Many of the tasks that come into Index QA are there to check for co-mingled clients. This is particularly 
important to catch and fix to maintain the confidentiality of PHI and PII (Personally Identifiable 
Information). For instance, a Foreign Page error is discovered when two or more barcoded documents 
with different record locators are found in the same envelope which could mean that there are co-
mingled clients. Multiple types of the same documents and multiple applications could also signify co-
mingles clients. In this case, the specially trained operator will examine each document to see if there is 
co-mingling and use the Index QA program to manually split the documents from the different cases 
apart.   
Another function done in Index QA is that every document that is classified as “Blank Document” in 
Classification Edit goes into the module and is flagged for checking.  In this case, the Index QA operator 
will visually examine each page to ensure that it is blank based on the Master Criteria Listing. Since all 
pages that are classified as “Blank” are dropped out of the transaction and never make it to the 
Eligibility Specialist, it is an important quality check and safeguard that documents with information on 
them get classified correctly. 
 

ITEM 3a-9. Facilities and Infrastructure  
 
As the incumbent, Phoenix is already aware of and provides the items listed under “Contractor 
Responsibility.”  We currently have associates who pick up the mail in reliable vehicles for which we 
cover travel costs to and from the Post Office for. We are aware of the supplies and consumables needed 
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to successfully operate and meet our KPI measurements. Insurance and liability coverage are currently 
provided, and other applicable operational fees are met. If the contract is awarded to Phoenix, we will be 
in a ready position to continue operating as we do now. 
 

ITEM 3a-10. Management  
 
Phoenix's current team in place at the Document Center is trained and cross-trained to perform the 
various necessary tasks needed to successfully operate. We have several associates who have been 
employed for 10+ years. They can operate the equipment and have the experience to recognize problems 
which helps us to keep up with our KPIs. All team members realize that work volume does fluctuate and 
are willing to stay overtime until the work is done. 
 
Management is comfortable communicating and collaborating with other State contractors. We work 
with the Development contractor daily, using multiple communication tools to stay in contact. We rely 
on the designated member of the Service Center to help with addresses and payee identification for the 
payments we receive. We also have close working relationships with members of the DFR team during 
UAT testing and project meetings. We realize that we are part of a team and work to be good team 
members to keep everything running smoothly. 
 
Phoenix continually develops its staff with monthly updates on processes,  procedures and changes that 
occur to FSSA policy. As changes occur to policy, Phoenix will develop additional specific training to 
enable the staff and management to implement the new policy. Additionally, written standard operating 
procedures will be updated according to the new policy. As discussed below, netlogx will support us in 
developing the new procedures and training.  
 

ITEM 3a-11. SDLC Support    
 
Phoenix is currently an active participant in SDLC activities. Our involvement never stops since we 
constantly monitor business activities and reporting issues by creating tickets if needed. We also 
participate in a weekly Backlog meeting with the AS vendor to discuss tickets that have been opened in 
the past and which MR and CR releases the code fixes will be UAT tested.  
Once the scope of the MR or CR is released, we meet again with the AS vendor to discuss the Business 
Requirements, suggesting edits and additions to ensure that things are worded correctly and clearly.  
After the Business Requirements are completed and the Roll Out document has been presented, Phoenix 
writes their own test cases for the Captiva tickets included for the MR/CR.  Our test cases include what 
we are testing and the results that we expect to happen. We also include a list of documents that we will 
need and instructions if those documents must be filled out in a certain way since we do not have the 
ability to create our own documents. We work closely with DFR SMEs to get these documents and 
submit them. The DFR SME plays an integral role in our testing since we have discovered that Captiva 
testing is just a piece of the system that works to get documents and changes in the client’s case 
correctly for the test to be a success.   
 
While we are conducting our tests, we are also processing documents through Captiva for other testers 
in the project. For each set of documents, Phoenix takes the time to communicate what steps were taken 
while processing and any abnormal behavior witnessed. We attend daily UAT meetings to discuss the 
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defects, explaining the issues in detail so everyone in attendance knows and understands the issue. We 
continuously work closely with the AS Vendor and the agency SMEs to make sure that UAT testing 
stays on schedule to ensure that all testing deadlines are met. 
 
We write testing notes on the UAT tickets and defects and close the ticket when UAT is complete. We 
maintain an open communication with the testing team and the DFR in order to keep them abreast of 
challenges that may need to be addressed as soon as they are discovered in order to stick to the schedule.   
We also take part in the Go/No Go vote prior to the code push to production, giving our honest opinion 
on whether we think the code fix is ready and correct. 
 
During testing and prior to the Smoke Test, management is testing and deciding what training Phoenix 
associates will need to be ready for the changes when they arrive to work in production after the Smoke 
Test has taken place.  We prepare documentation, copies of documents if needed, and a plan of 
instruction so the team is prepared for any changes that occur. Our goal is a seamless transition with no 
adverse effects in production. Our participation for each MR/CR ends with participation in the Smoke 
Test the weekend before the code goes live in production. We have experienced and understand that 
timelines and schedules for the Smoke Testing can change; we are always prepared to be flexible to 
ensure that everything is tested and completed so production will not be adversely affected on the 
morning after the Smoke Test.  
 

ITEM 3b. Describe the processes you will employ for ensuring compliance with defined procedures as 
well as privacy and confidentiality requirements for PHI and PII  
 
Phoenix Data Corporation (PDC) deals with PHI and PII daily. To understand how to handle these types 
of information, we start with training.  Our associates participate in the monthly training provided by the 
State through Success Factors, which includes an annual refresher on the state of Indiana IOT 
Information Resources Use Agreement (IRUA). Phoenix also has their own annual training that includes 
HIPPA, Cyber Security, and CUI (Controlled Unclassified Information) as well as others. Our 
organization includes an FSO (Facility Security Officer) who also serves as an ITPSO (Insider Threat 
Program Senior Official).  That person oversees that each Phoenix associate is trained properly to handle 
sensitive information as well as requiring checks for possible insider threats. 
 
During our hiring process, we run background checks and drug screens on potential associates and do 
not offer employment until we receive notice back that the check is clean. We enforce that no cameras 
are in any production area, that operators must lock their workstations whenever they are away, and that 
they do not share login or/password information. We begin addressing the importance of handling PHI 
and PII during our interviewing process so potential candidates realize what is expected of them should 
they pass the background checks and drug screens and accept a position with Phoenix Data Corporation.  
Each team member that we work with knows that all documents that they see are to be handled with the 
approach of “key it and forget it.” We spend only the necessary time with a document to either classify 
it, key from the image (KFI), enter barcodes to ensure correct indexing to the case, or concise quality 
checks. We train that the exact content of the document is not necessary, only the use of limited number 
of words or information that is needed to get the job done correctly. We tell our operators that what is 
seen is not to leave the walls of the building and should never be discussed with other operators or 
outsiders. Any violations of this rule are subject to discipline up to and including dismissal.   
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We protect PHI and PII contained in the mail that we pick up daily from the Post Office by ensuring that 
once the mail is in our possession, it is not left unattended; there are always eyes on it and making sure it 
is safe. If we are not able to keep eyes on the mail, we ensure that it is taken to the secure Retention 
room that is equipped with security cameras where only authorized personnel with can access it with 
their key/badge. That room is also free of clutter and organized; nothing is left out—the mail is either in 
a tray, in a retention box, or in a locked shred bin. We retain documents in boxes after they are scanned 
in this room for the minimum time required which is 30 days then it goes to the secure shred bins and is 
shredded onsite bi-weekly by an authorized State vendor. 
 

When we scan medical 
files, we look at the 

State forms (which are usually at the top of the file) and compare them with the last page to make sure 
that the names match. If the names do not match, we assume that there are co-mingled clients and flip 
quickly through the pages to find the second set of state documents. If State documents are not included 
for the co-mingled documents in the medical file, we reach out to a Service Center representative next 
door to get a bar coded document if available. During the scanning process, we scan under a specially 
created OPEX scan job setting that auto-classifies each document that does not have a barcode (or the 
barcode is not read by the OCR) as a “Medical Document.”  The documents are stack-fed into the OPEX 
scanner instead of one-at-a-time as we do with non-medical files.  This ensures that the contents of the 
medical documents are not readable by the trained operator who already knows that these documents are 
not to be read which is covered in training and monitored through checking the speed with which an 
operator is scanning medical files. If the  
Since all non-barcoded documents scanned are classified as “Medical Documents,” the Classification 
Edit operator in the Data Entry room does not have to look at each document to check for key words to 
classify; he/she already knows that it is Medical and only check for page orientation and corrects if 
necessary. The Edit operator is also classifying any State documents that the barcode did not read. 
 
Beyond the medical files on the data entry side, other PHI and PII are also handled. The Classification 
Edit operators are trained to look for key words in and appearances of documents that go into Edit for 
classification.  We only read documents and statements if the key words are not easily found, or the 
appearance of the document is something that we are not familiar with. Our Classification Edit operators 
are trained that they should not be reading each document and we evaluate classifying goals of 2-3 
seconds per image to ensure that the operator is not lingering long on a page. If we find that an operator 
is not meeting the time goal, management will sit with the Edit operator and observe what might be 
slowing the operator down, which may include too much reading of the documents. After observation, 
management will work with the operator to train on recognizing unfamiliar documents or learning areas 
where to look for the keywords necessary for assigning a classification. We work with the operator to 
help them be successful, but never rule out the possibility that Edit or any other Captiva module may not 
be the best fit for them. This same level of training, evaluating, and coaching is employed for each of the 
Captiva modules that our associates work in since each module has PHI and PII.   
 
Only a select few at the Document Center have the permission to have contact with other State workers 
and the clearance to discuss or answer questions that may come up about the documents that we scan.  
The members of management—Operations Manager, Quality Analyst, and Production Coordinator—use 
State emails and phones. Management safeguards PHI and PII by utilizing FSSA emails when 
communication with other State workers about case information when we need help deciding where 
Original Return checks and money orders go, if we need help finding a correct address to return Original 

 

operator is too slow in scanning, we simply do not have them scan medical.   
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Returns to, or if we need barcoded coversheets to scan documents with to ensure seamless indexing to 
the correct case. We know that we should only use the necessary minimum information when asking for 
help and we utilize face-to-face communications when we can. If we have questions about how to 
classify a document or other processing questions, we make sure to ensure anonymity of PHI and PII on 
the document before sharing it.  Any inquiries that come to us, which are very few, are not answered 
until we are assured that the person we are talking to is permitted access to the PHI and PII that they are 
inquiring about.  
 
The processing and protection of PHI and PII is very important to Phoenix. We put ourselves in the 
place of the person who is submitting this sensitive information and asking, “What would I want 
protected or shared if I was this person.”  It is a responsibility that never ends for us, but we are 
dedicated to doing the best job possible with what we are entrusted with. It is what Phoenix does here at 
the Document Center and it is safe to say that we do it well. Our record of no security breaches, fines, or 
lawsuits in the 16 years that we have been doing this is proof. 
 

ITEM 4 – Transition and Turnover 
This section documents PDC’s Initial Transition and Turnover Plans and our ability to perform all 
transitionary activities with no disruption to the Document Center Operation. 
 

ITEM 4a. Transition and Turnover Responsibilities outlined in Section D of Attachment C, including the 
Initial Transition and the End of Contract Turnover  
 
PDC is the current incumbent of this contract so there will be minimal transition activities with no 
disruption to current operations. Jennifer Hamilton, the proposed PDC Project Manager will join PDC as 
a full time employee in June and begin to support Dawn Jones and FSSA after approval by FSSA 
leadership. PDC will begin setting up new compliance processes not required under the current contract 
in preparation of contract award. This includes developing a Staffing Plan. The PM’s task will be to 
identify all new requirements and training and create an As Is and To Be model, documenting all of the 
new requirements. During the Transition Phase the PDC PM will work closely with netlogx in finalizing 
the Transition & Staffing Plan’s for State approval. Transition and Turnover Responsibilities are listed 
in the tables below: 
 

PDC Transition Responsibilities 
Time 

Frame 
Responsibility Assigned To 

By 11/11/22 Finalize Transition Plan and submit for FSSA approval PM & netlogx 
By 11/11/22 Finalize Staffing Plan and submit for FSSA approval PM & Document Center 

Manager (DCM) 
Upon FSSA 
Approval 

Execute the approved Transition Plan PM, DCM & Quality Analyst 
(QA) 

By 11/11/22 Develop a comprehensive check list of all vendor start-up activities PM, DCM & QA 
Month 1 Finalize As IS and To Be Model of all changes from incumbent contract 

to new contract.  
PM & netlogx 

Month 1 Identify all open positions and work with PME to hire qualified staff PM, DCM, PDC HR & PME 
Month 1 & 2 Identify any new training required and train all staff on new training PM, DCM, QA & netlogx 
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Time 
Frame 

Responsibility Assigned To 

Month 1 & 2 Train all new staff on all required training prior to the end of transition 
period, provide documentation of all training completed to FSSA 

PM, DCM & QA 

Month 1 Prepare modifications to the operational procedures as appropriate to 
the State for approval based on contract changes 

PM, DCM, QA & netlogx 

Month 2 Submit modifications to the operational procedures as appropriate to 
the State for approval based on contract changes 

PM 

Month 2 Develop training for all staff based on all operational procedure 
changes after FSSA approval  

PM, DCM, QA & netlogx 

Weekly Provide the State with regular transition status reports and updates 
and status of the start-up check list 

PM & DCM 

Per State 
Guidance, at 
least weekly 

Schedule meetings to review plans and documentation requirements 
during the transition/phase-in period of this contract 

PM 

Per State 
Guidance, at 
least weekly 

Conduct meetings to review plans and documentation requirements 
during the transition/phase-in period of this contract 

PM & DCM 

 
 

State Transition Responsibilities 
Time 

Frame 
Responsibility 

Month 1 Provide policy & compliance documentation as requested 
Month 1 Review all Transition Plans, including but not limited to the transition staffing plans 
Month 1 Approve all Transition Plans, including but not limited to the transition staffing plans 
Month 1 Review the check list of start-up activities 
Month 1 Approve the check list of start-up activities 
Month 1 Review modifications to the operational procedures as appropriate 
Month 1 Approve modifications to the operational procedures as appropriate 
Month 2 Provide written approval to begin operations 
Month 2 Validate all vendor adherence to Transition Plans and the established work plan 
Month 1 & 2 Collaborate with the vendor to  provide appropriate time and resources for the vendor to fully complete 

all phases of the transition 
Month 1 & 2 Collaborate with the vendor to execute the Transition Plan 
Ongoing Attend regular transition meetings, at least weekly 
Ongoing Review and provide feedback on transition status reports 
Ongoing Provide access to all State Training and required systems 

PDC will develop a State-approved Turnover Plan covering the possible turnover of Document Center 
Services to either the State or another vendor. PDC will work closely with the successor vendor and 
State in ensuring a smooth transition with no break in service over the last four months of the contract. 
Documented turnover responsibilities for PDC, the State are listed in the tables below.  
 

PDC Turnover Responsibilities 
Time 

Frame 
Responsibility Assigned To 

4 months 
out 

Freeze Staffing Levels  PM 
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Time 
Frame 

Responsibility Assigned To 

4 months 
out 

Finalize Turnover Plan and submit for FSSA approval PM & DCM 

4 months 
out 

Commence Implementation of Turnover Plan following State approval  PM & DCM 

3 months 
out 

Ensure all necessary documentation including all operational 
procedures are stored on the State’s SharePoint site or other site 
designated by the State 

PM, DCM & QA 

3 months 
out 

Provide copies of all logs and reports delivered during the contract 
term including: check log, KPI 5 log, page count and legibility log, PCL 
logs, Certified Firm Sheet log 

PM, DCM & QA 

2 months 
out 

Successor begins training/shadowing period  PM, DCM & QA 

2 months 
out 

Reverse Shadowing of Successor begins PM, DCM & QA 

1 month out Verify that all turnover activities are completed and any applicable 
deliverables are approved by the State  

PM, DCM & QA 

1 month out Work with Successor HR for all incumbent capture of PDC staff who 
wish to remain on the FSSA Document Center contract 

PM, DCM & QA 

Ongoing Attend all Turnover Meetings to ensure a smooth transition  PM, DCM & QA 
 
 

State Turnover Responsibilities 
Time 

Frame 
Responsibility 

4 months 
out 

Review  and Approve Turnover Plan 

3 months 
out 

Validate that all necessary documentation including all operational procedures have been stored on the 
State’s designated site 

Ongoing Request any additional documentation not provided by PDC with 15 business day response 
3 months 
out 

Validate all logs and reports have been delivered 

Ongoing Monitor training and shadowing of Successor Vendor 
1 month out Validate that all turnover activities have been completed and approve all deliverables 
Ongoing Attend regular turnover meetings 
Ongoing Review and provide feedback on transition status reports 
Ongoing Provide access to all State Training and required systems 

 
 

ITEM 4b. Needs from the incumbent vendor as part of transition activities  
 
Since PDC is the incumbent there will be no items needed from the incumbent vendor for transition.  
 

ITEM 4c. How you will ensure there is no gap in service 
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Since PDC is the incumbent, work will continue throughout the transition period by the current staff 
with no gap’s in services. New staff will be added per the Org Chart prior to official operations of the 
new contract.  
 

ITEM 4d. Assumptions about the incumbent and State’s roles and responsibilities in the Initial Transition 
Period  
 
PDC’s is the incumbent, our only assumption is that we will accomplish all of the tasks and meet all of 
the timeframes listed in the PDC responsibilities table above. State Assumptions are that the State will 
review all plans and Operating Procedures in a timely manner in order to meet transition timeframes.  
State Assumptions also include that access to all state training courses and systems needed for 
operations will be granted to PDC in a timely manner.  
 

ITEM 4e. Proposed Initial Transition Plan with a detailed timeline for all Initial Transition activities, 
including the proposed start and end date for each activity 
 
Initial Transition Plan  
The PDC Team is the incumbent on this contract so the Transition Plan will not be as comprehensive as 
the Turnover Plan since there will be limited contract and procedure changes and no transition of staff.  
 
Startup, Mobilization, and Transition 
FSSA will be assured that transitions to PDC will be completed with the least amount of risk due 
primarily to PDC being the incumbent. We are all familiar with all aspects of operations as tasks within 
this contract. Upon award the PDC PM will begin to create a As Is – To Be model to determine all the 
changes in procedures, report, training and compliance for the new contract. During the official 
transition period, netlogx will assist our PM and Document Center Manager in documenting and 
updating Standard Operating Procedures (SOP’s) and creating training for all identified contract 
changes. The following transition tasks will be performed upon the award of the contract. 
 
Task 1: Introduce and Integrate WBE & MBE Subcontractors – Upon contract award, PDC will 
introduce the PME and netlogx teams to both FSSA and our internal Document Center Team. PDC will 
immediately begin working on integrating PME & netlogx into their designated tasks to facilitate phase-
in. The official kick-off for transition activities will be a joint planning meeting including PDC, PME 
and netlogx Team management and FSSA. This planning meeting will be attended by members of the 
PDC Team’s management team, specifically Carol Curran, PDC’s President and Chief Executive 
Officer; the Project Manager, Document Center Manager, QA Analyst and PDC & PME HR 
representatives and FSSA leadership, among others. During this joint planning meeting, we will look to 
identify the points of contact (POCs) for mobilization activities, the point of contact for process changes 
and training documentation as well as to validate the proposed staffing and methodology for transition 
implementation.  
 
Task 2: Finalize Transition Plan – Based on the discussions during this planning meeting, the PDC 
management team will finalize the details of the coordinated transition plan, adjusting it to take into 
account individual stakeholders’ needs and timeframes. The plan will finalize hiring and training 
requirements and timelines. The coordinated final version of the transition plan will be submitted for the 
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Government’s review and approval. Upon the Government’s approval, the remainder of the transition 
plan will be executed.  As the transition starts unfolding, PDC will hold regular meetings to ensure that 
all stakeholders’ needs are being met and that the operation is ready for service. If updates to the 
transition plan are agreed to, updates will be circulated to stakeholders’ POCs. The PDC Team will 
prepare and submit ongoing status reports to FSSA Leadership detailing the progress of its transition 
activities. 
 
Task 3: Recruitment and Hiring of Personnel – HR activities, including staff hiring and training, play 
a very important role in the transition plan. Upon award, we will engage PME’s recruiting team to work 
with the PDC HR department to immediately begin candidate selection and interviews for any unfilled 
positions listed on the organization chart in the Staffing section. PDC will immediately begin to 
advertise conditionally to fill potential staffing positions. Upon award of the contract, we will contact 
and qualify candidates, and we will rapidly complete all hiring actions.  
 
Task 4: Finalize As Is and To Be Model of all changes from incumbent contract to new contract – 
PDC will immediately begin working with netlogx to finalize the To Be model and identify 
modifications needed to the SOP’s and training programs based on identified contract changes. Update 
all impacted SOP’s and training due to modifications in new contract. Create new SOP’s and training for 
all identified contract changes. All new and revised SOP’s and training will be submitted to FSSA for 
approval. This will begin immediately upon contract award and beginning of Transition Period.  
 
Task 5: Personnel Training – The PDC Team will coordinate FSSA to tailor training materials for new 
and incumbent associates.  As new staff is hired, we will deliver our instructional programs, along with 
Government-prescribed training, so that all associates are educated equally.  
 
Task 6: Seamless Transition  – PDC looks forward to a seamless transition utilizing our existing 
incumbent staff to continue existing operations while preparing to begin performance on the new 
contract.  

Transition Tasks 
 
 

Category Task 
Introduce and Integrate WBE & MBE 
Subcontractors 

• Joint planning kickoff meeting with FSSA, PME & netlogx 
• Define all stakeholders' POCs 
• Validate proposed staffing and transition methodology 

Finalize Transition Plan • Finalize draft Transition Plan 
• Submit final draft Transition Plan to Government 
• FSSA Review & Approval of Transition Plan 
• Begin regular Transition meetings, distribute Transition Plan updates 
• Submit ongoing status reports 

Recruitment & Hiring of Personnel • Determine unfilled staffing needs per submitted organization chart 
• Candidate selection/interviews and background checks and drug 

screens 
• Staff hiring completed 
• Conduct new hire orientation 

Finalize As Is and To Be Model of all changes 
from incumbent contract to new contract 

• Identify all new processes and process changes due to new contract 
changes and compliance requirements 
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Category Task 
• Update all impacted SOP’s and training due to modifications in new 

contract 
• Create new SOP’s and revise existing SOP’s 
• Create new training and revise existing training as needed  
• Submit SOP’s and training for FSSA approval 

Personnel Training • Revise training materials if required 
• Coordinate training with FSSA 
• Conduct training 

Seamless Transition • Utilize Existing Staff to continue operations  
• Integrate all new SOP’s and staff including subcontractors into day 

to day operations exceeding all FSSA SLA’s and expectations 
 

ITEM 4f.  Describe how you will identify and/or recruit the necessary qualified staff as part of the 
Transition, and the timing on recruiting, training, and onboarding activities  
 
PDC is the incumbent, there only a few additional staff to be added to the contract. For these staff, PDC 
will work closely with our MBE, PME to identify and recruit qualified personnel. PME’s primary role 
will be to support staffing and recruiting. Our team deploys creative sourcing solutions utilizing job 
boards, local organizations, employment offices, social media and military transition services to pull in 
new talent as quickly as possible. Our sourcing strategy focuses on locating and screening the most 
qualified candidates quickly. A detailed staffing & recruiting plan is documented below under Item 6 
Staffing.  As soon as PDC is notified of the award, job descriptions & requirements for all open 
positions will be gathered and sent to PME to begin their process of recruiting and vetting candidates.  
As listed in the PDC Responsibilities table above all recruiting will take place throughout the transition 
period while training and onboarding activities for all new staff will occur in month 2 of transition.  
 

ITEM 4f-1. Transition Plan risk mitigations for delays in identifying or recruiting qualified personnel to fill 
each position and in conducting the necessary knowledge transfer  
 
PDC is the incumbent, there only a few additional staff to be added to the contract. For these staff, PDC 
will work closely with our MBE, PME to identify and recruit qualified personnel. If PME is not able to 
identify & recruit qualified staff in a timely manner, our risk mitigation is to engage our staffing & 
recruiting vendor (Knowledge Services) to augment PME’s team. Although unexpected, other recruiters 
will be engaged if PME & Knowledge Services are unable to meet the timeframes needed.  
 

ITEM 4g. Proposed Turnover Plan with a detailed timeline for all Turnover activities, including the 
proposed start and end date for each activity 
 
Proposed Turnover Plan  
Turnover includes end of contract planning to ensure a seamless operational transition to the State or its 
designee.  Prior to the conclusion of the contract, the PDC will provide assistance to the State to assure 
that all responsibilities are transitioned.  Key issues for turnover: 
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• Phase-in training  
• Efficient transition activities 
• Staffing continuity 
• Uninterrupted service 

 

Implementing the turnover plan must commence at least four months prior to the vendor’s contract 
expiration date.   PDC will develop a final State-approved Turnover Plan covering the possible turnover 
of Document Center Services to either the State or successor vendor.  The plan will include:   

• Proposed approach to turnover 
• Tasks and subtasks for turnover 
• Schedule for turnover 
• Documentation update for procedures during turnover 

 
The PDC Team undertakes any turnover of service for operations such as FSSA with three overriding 
goals:  

1. No disruption of services 
2. No deterioration of service levels 
3. With no impact to State Operations, totally transparent to applicants and other business partners 

 
Our approach to turnover such operations will be supported with assistance from PME who has had nine 
transitions of similar scope and scale. Gaining experience through each turnover cycle, they have 
developed a set of proven management principles that will be discussed in detail on the following page. 
The PDC Team adopts a highly structured approach to the proposed transition process. This structure is 
manifest in clearly defined lines of responsibility, functional specialization, ability to draw resources 
from many different disciplines, and the ability to have each function interact effectively with the others.  
 
Turnover Tasks 
PDC is a longstanding partner with FSSA and is committed to a smooth turnover with no interruption of 
service.  PDC will assist the successor vendor in becoming familiar with all aspects of the operations in 
order to commence full performance of services on their contract start date. The following turnover tasks 
will be performed upon the award of the contract. 
 
Task 1: Establish Contact – Upon notice of successor contract award from the State, the PDC Team 
will immediately begin working with the State to facilitate the phase-in turnover. The official kick-off 
for turnover activities will be a joint planning meeting including the PDC Team management, the 
successor contractor, and the FSSA program team. This planning meeting will be attended by members 
of the PME Team’s management team, specifically Carol Curran, PDC’s President & Chief Executive 
Officer; the Project Manager, Document Center Manager and QA Analyst and a representative from HR 
among others. During this joint planning meeting, we will look to identify the points of contact (POCs) 
for turnover activities, the point of contact for knowledge transfer, as well as to validate the proposed 
incumbent capture of staff. Contact will be made between the two contracting organizations multiple 
times a day, depending on the need for the exchange of information. This task will start immediately, at 
least four months prior to the end of the contract. 
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Task 2: Finalize Turnover Plan – Based on the discussions during this planning meeting, the PME 
management team will finalize the details of the coordinated turnover plan, adjusting it to take into 
account individual stakeholders’ needs and timeframes. The plan will document all turnover activities 
and due dates. The coordinated final version of the turnover plan will be submitted for the Government’s 
review and approval within 15 business days of PDC notice of successor contract award by FSSA.  
Upon the Government’s approval, the turnover plan will be executed. As the turnover starts unfolding, 
PDC will attend regular meetings to ensure that all stakeholders’ needs are being met and that the 
successor operation is ready for service. If updates to the turnover plan are agreed to, updates will be 
circulated to stakeholders’ POCs. The PDC Team will prepare and submit ongoing status reports to 
FSSA officials as directed detailing the progress of its phase-out activities. 
 
Task 3: Staffing Continuity – PDC understands the importance of incumbent capture for all parties 
including our current employees who desire to continue working on the FSSA contract. PDC will 
support all employees wishes and assist FSSA with the transition to the successor company. PDC 
expects that FSSA will establish protocols to prevent needed staff from transitioning prior to all PDC 
work requirements are completed.   
 
Task 4: Transfer of all Necessary Documentation – PDC will immediately begin gathering all 
documentation including standard operating procedures (SOP’s) and load them into the State’s file share 
system of choice.  Our QA Analyst will validate that each document has been gathered prior to notifying 
the State.  Once the validation is complete, the State will be notified for their review and acceptance.  
PDC will update requested documentation and provide additional records per official FSSA requests 
within 15 business days.   
 
Task 5: Training – The PDC Team will gather all training materials for the Successor Contractor and 
FSSA and conduct onsite training at the Marion facility to prepare for the transfer of all operations. 
Training will be conducted on all equipment, software and systems according to documented SOP’s. 
Training will include walkthroughs on all processes including mail pickup, mail processing, OPEX mail 
scanning, document retention and destruction, Captiva modules and return of original documents by 
mail. Training will be conducted during the final two months of the contract until FSSA has verified that 
all necessary training as been completed and the Successor Contractor is ready to take over full 
operations.  
 
Task 6: Shadowing – As each Successor Contractor staff completes their training, PDC staff and 
leadership will shadow the Successor staff in performing according to all documented SOP’s in the 
performance of the contract tasks.  Re-training will be provided as deficiencies are identified and as 
directed by FSSA. This will occur during the shadowing and in separate training classes depending on 
the tasks/SOP’s where re-training is needed. Shadowing will occur throughout the last two months of the 
contract performance period.  
 
Task 7: Final Turnover – PDC will complete all required government tasks and reports and officially 
transition all Government-furnished equipment and State property to the Successor Contractor per FSSA 
direction and approval.  PDC will support FSSA in the turnover and completing all contract and 
turnover tasks until the final turnover day as designated by FSSA.  PDC appreciates the long term 
partnership and critical work that is done on this contract and will work to exceed FSSA expectations by 
providing a seamless turnover.  
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Turnover Tasks 
Category Task 

Establish Contact • Joint planning meeting with FSSA and Successor 
• Define all stakeholders' Point of Contacts (POCs) 
• Validate turnover methodology 

Finalize Turnover Plan • Finalize draft Turnover Plan 
• Submit final draft Turnover Plan to FSSA 
• FSSA review and approval of Turnover Plan 
• Begin regular Turnover meetings, distribute Turnover Plan updates 
• Submit ongoing status reports 

Staffing Continuity • Work with Successor HR for all incumbent capture of PDC staff who wish to remain on the 
FSSA Document Center Contract 

• Work with FSSA to ensure that PDC staff do no transition until all PDC contract work has 
been completed 

• Successor begins full operations  
Transfer of all necessary 
documentation  

• Load all documentation including all Standard Operations Procedures (SOP’s) to State 
designated system, confirm successor access 

• Provide hardcopies of all logs to State & Successor 
• Provide any additional documentation to FSSA upon request with 15 business days 

Training • Provide all training materials to FSSA & Successor 
• Coordinate training with Successor 
• Conduct training on all SOP’s and equipment 
• Conduct Walkthroughs on all processes including mail pickup, mail processing, OPEX mail 

scanning, document retention and destruction, Captiva modules, return of original 
documents by mail 

• Training complete 

Shadowing • PDC shadows Successor on all processes and procedures covered during training period 
• PDC provides retraining as necessary based on the shadowing results 

Final Turnover • Complete all remaining work and State reporting 
• Turnover over all State property to FSSA 
• Final Approval from FSSA on reports and Turnover completion 

 
 
 

ITEM 5 – Compliance with Standards & Regulatory Requirements 
 
PDC understands how importance compliance with standard and regulatory requirements are especially 
in protecting all of the information submitted by applicants. PME will support PDC in meeting and 
exceeding all compliance requirement documented in Attachment C (Scope of Work) Section 5.    
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ITEM 5a. Describe your company’s plan to adhere to the standards and regulatory requirements 
outlined in Section B.5 of Attachment C 
 
PDC’s plan to adhere to the standard and regulatory requirements outlined in the Contract and 
Attachment C (Scope of Work) including all current and future HIPAA privacy rules, is to train, execute 
and evaluate.  Our approach to keeping PII and PHI secure is to first run all necessary background 
checks and drug screens on any potential new hires to ensure that we are employing people who will 
uphold our strict approach to handling sensitive information.  After employment is offered, we train 
what PII and PHI are and the laws that protect it and how to safeguard that information as we handle it 
in our day-to-day processing of documentation.  Confidentiality and nondisclosure are included in our 
company handbook along with information that if confidentiality is broken, disciplinary action and 
possible termination could occur.  Training is conducted not only at the beginning of employment but 
also throughout the year and repeated annually through State provided training on the Success Factors 
site along with PDC training. 
 
PDC has created and mandated internal required training for all employees which includes the 
following: 
 
Phoenix Annual Training 

• Cyber Security Training 
• CUI (Controlled Unclassified Information) Training 
• HIPAA Training 
• Insider Threat Training 
• Sexual Harassment Training 
• Workplace Violence Training 

 
In addition all PDC staff on the FSSA Document Center contract have taken the following Indiana State 
Personnel Department Training through Success Factors: 
 
Indiana State Personnel Department Training 

• Handling Sensitive Information 
• Internet Security When You Work from Home 
• Social Engineering Red Flags 
• Information Use Agreement Resource (IRUA) 2022 
• Internet Security and You 
• Social Media: Staying Secure in a Connected World 
• Email Spoofing 
• Creating Strong Passwords 
• Ransomware and Phishing 
• Pretexting Credential Harvesting 
• Mobile Device Security 
• Understanding Link Rewrites 
• Beware of Disinformation 
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• Preventing Workplace & Sexual Harassment 2021 for Contractors 
• Handling and Sharing Sensitive Information 
• Social Engineering 

 
We execute what we learn through training such as only using State approved workstations and 
password protected logins.  We keep all mail received from the Post Office safeguarded by securing it in 
our secure retention area until it is removed by an OPEX scan operator, scanned, and then returned back 
to the secure retention room for storing for the minimum necessary time of 30 days before we hand it off 
to the document shred vendor who destroys it on site.  We do not allow any cameras in any production 
areas nor any devices to be plugged into the State workstations.  Only members of management have 
access to State email accounts, and they only communicate sensitive State business on those encrypted 
email accounts.  If emails are sent to get case information for check or money order forwarding or 
coversheets to index medical files directly to a case, we know to first ensure that the person with whom 
we are communicating is authorized to discuss this information and then we only provide the minimum 
necessary information to get the information that we need.  We emphasize to the employees that none of 
the information that they see is to be remembered nor discussed with anyone.  Should a PII or PHI 
breach or “security incident” occur, each employee knows to inform a member of management 
immediately who, in turn will notify the State within one business day of the incident.   
 

ITEM 5b. Explain how above compliance can be verified during the Contract   
 
Evaluation of compliance can be verified during the Contract in many ways.  Evaluation will occur each 
day as management has a hands-on and eyes-on approach to document processing protocols and how 
they are conducted to ensure that compliance to the standards and regulatory requirements are being met 
and re-train or create policy when necessary.  Evaluation of training will occur annually to ensure that it 
is up-to-date, effective, and relevant.  Evaluation of SOPs will occur annually to ensure that all 
necessary PII and PHI safeguards are utilized and up-to-date.  Evaluation from a qualified, independent 
third-party will assess our privacy and security standards and controls will also occur annually and PDC 
will share the resulting information from that evaluation and any corrective plans that result. 
 

 

 

 

 

 

ITEM 6 – Staffing 
 
This section includes the PDC staffing plan, organization chart, resumes of Vital Positions and detailed 
information about our MBE and WBE subcontractors (PME & netlogx) and their roles on this contract.  
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ITEM 6a. Confirm your acceptance of the requirements in Section E of Attachment C  
 
PDC will develop a Staffing Plan and present to FSSA leadership for approval prior to fully 
implementing it.  The Staffing Plan will include number, type and categories of staff proposed and 
required staff qualifications (job descriptions).  All PDC staff, except for the Project Manager will work 
onsite at the FSSA Marion, Indiana facility unless new State protocols/directives call for remote work. 
Our Project Manager will split her time between Marion and the PDC Indianapolis office. The Staffing 
Plan will be updated annually, or whenever there is a staffing change and present to FSSA leadership for 
approval. PDC accepts all requirements of Section E Staffing of Attachment C (Document Center 
Services Scope of Work).  At no time will any PDC or subcontract staff work from outside of the United 
States. PDC is not allowed to hire any foreign national staff or have any staff work outside the United 
States due to the stipulations of our Federal Secret Facility Clearance.  PDC will replace any internal or 
subcontractor staff found unacceptable by FSSA as soon as possible and no longer than two weeks from 
the receipt of the FSSA request for removal.  PDC will identify, report and resolve all performance 
issues for all staff including subcontractors to FSSA & OV&V. The Org Chart and Vital Position 
Resumes are included in the subsections below. We have also included a resume for the PDC Production 
Coordinator that we consider to be essential to this contract and will back up Dawn Jones, our Document 
Center Manager. Dawn Jones will begin taking PMP classes so that she will be fully qualified to back up 
Jennifer Hamilton our PM. All Vital Position staff will be available for FSSA meetings Monday through 
Friday 8:00am to 5:00pm. PDC will not make any changes to Vital or backup Vital positions without at 
least four weeks notice to FSSA unless it is due to termination, death or resignation.  All replacement 
candidates will have equal or greater qualifications and will not begin work until officially approved by 
FSSA leadership.  Please see 6g below in regard to managing subcontractor staff. 
 

ITEM 6b. Describe your overall staffing plan for the roles and responsibilities outlined in Attachment C  
 
Our PDC FSSA Staffing & Recruiting Team includes PME and Knowledge Services with all  their 
recruiters and capabilities. PME is our MBE on this contract and their primary role will be to support 
staffing and recruiting. In addition, PDC has a contractual agreement with Knowledge Services to 
provide recruiting and staffing services to PDC for all of our contracts. Our team deploys creative 
sourcing solutions during surge efforts to pull in new talent as quickly as possible. Our sourcing strategy 
focuses on locating and screening the most qualified candidates quickly. We include an internal referral 
process for existing staff. We know referrals from current staff often make the best new employees. We 
also focus on generating leads within our own candidate and employee database. From there, we have 
access to a variety of paid job board resources. In today’s mobile environment, we additionally employ 
advanced texting software as part of our sourcing strategy to reach candidates faster than the traditional 
emails and phone calls. Texting software allows us to send mass text messages to current staff and 
targeted candidates in our database. Our team’s geofencing platform allows us to target social 
networking activities, resulting in our ability to advertise immediate and open positions to specific 
individuals. This mechanism has proven to be a successful tool in sourcing highly sought-after talent. 
We attend and facilitate area job fairs where local regulations allow. We have effectively adapted during 
the pandemic to virtual job fair platforms. We network with our own connections and use the power of 
social media to reach passive candidates – talent that isn’t listed on other job boards. We partner with 
local organizations, employment offices, and military transition services to expand our reach in the area. 
These avenues help us identify a large, diverse talent pool – and help bolster our roster for surge 
scenarios. We don’t just post requisitions when there is a need; rather, we proactively utilize multiple 
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recruiting modes, actively network with our pipelines for referrals, and use artificial intelligence (AI) 
tools to identify deeper pools of talent that are not typically accessible. Using advanced AI technology, 
our team can spend more productive time with candidates rather than manually sorting through hundreds 
of resumes. These tools allow for the swift identification of the right talent for the labor categories. We 
optimize our recruitment strategies by examining local, regional, market-based, and program-based data 
delivered through our Applicant Tracking System (ATS), employee, and recruiter feedback, process 
improvement projects, and robust internal reporting. Our recruiters become experts in understanding our 
candidate markets, both geographic and skills-based, and utilize all sourcing avenues available. 
 

Recruiting 
Activity Methodology 

Utilize technology and social 
media for wide base of proactive 
recruiting and marketing 

• LinkedIn, Indeed, Monster, Career Builder, Zip Recruiter 
• Facebook, Twitter, Instagram  
• Texting Platform 
• Development of targeted websites  
• Social network activity via geofencing activity/movement  

Referral networking • Proactively engage with current staff to identify qualified candidates  
• Referral bonus structure for current staff 

Passive vs. active candidates • Direct target of organizations with similar talent  
• Network with local government, not-for-profit and community-based 

organizations for referrals (workforce development, job training institutions, 
civic and religious organizations, etc.) 

• Build relationships with local education institutions  
Traditional Marketing Formats • Media advertisements 

• Signage (billboards, banners, flyers) 
• Job fair attendance  

 
Though our team leverage’s automation in all our recruiting and onboarding phases, we are dedicated to 
our specific candidate care philosophy that relies on the power of live communication. We require our 
recruiting teams to speak live (phone, in-person, or via video teleconference) with every candidate they 
screen. We train our recruiters to listen for key factors in candidate communication that determine not 
only their position skills, but also their ability to work well within our client environments. During the 
onboarding and compliance phase, we feel it is critical that each candidate has a singular point of contact 
that can answer questions quickly and assist throughout the recruiting and onboarding process. Our 
recruiting staff is available to help ensure our candidates move through these processes with speed and 
without frustration. Successful recruiting requires close candidate tracking – and while automation 
assists us here, we know our personal, live communication helps us move the highest percentage of 
candidates through to the start date (and beyond). We selected our team members based on their staffing 
expertise. Our team has more than 200 years’ combined experience finding and managing talent for their 
clients. Our expert staffing professionals hold Society of Human Resources (SHRM) and American 
Staffing Association certifications.  
 

ITEM 6c. Include an organizational chart for the proposed project team, including the role of any 
subcontractors 
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ITEM 6d. Explain how you will maximize retention of staff, including any subcontractor staff 
 
All programs must address the challenges associated with retention and attrition. Our expansive 
experience in the government contracts environment has proven that when our staff receives 
comparable, competing offers, the time we’ve invested in the relationship with them tips the scale in our 
favor. Our comprehensive retention plan is focused on staff care and constant communication starting 
from the sourcing phase and continuing through the life of the assignment. We have a detailed touch 
point plan, so that by proactively meeting frequently with our staff, our team has a pulse on how staff 
are doing and feeling both individually and collectively, as well as what may be happening in the local 
job market. This allows us to be in front of any issues with our staff and resolve them, mitigating the risk 
of attrition. When attrition does occur, we are proactively identifying candidates to ensure that should 
attrition take place, we are able to quickly fill those positions. Taken together, these factors help us 
outcompete other companies to find and retain the best-qualified staff. 
 
Our ability to retain staff and limit the possibility of any disruption to our clients’ environments is a 
significant differentiator between Team PDC and other government contractors. There are eight 
components to our retention plan. Our plan starts from the very first communication with a candidate 
and carries through the entire duration of their assignment.  
 

TERESA BOCKMAN

5/23/2022

PAULA BARRETT
Procurement Specialist

SYDNEY PARKS
HR Manager

PHOENIX DATA CORPORATION
Document Center

JENNIFER HAMILTON
Project Manager

RACHEL CONDON SANDI RIGGS MARTHA BELLAMY ASHLEY DRESEN

DAWN JONES
 Operations Manager

Analyst Coordinator Operator Operator Operator
Quality Control Production Data Capture Data Capture Data Capture

Data Capture (Temporary) Data Capture Data Capture Data Capture
MICHAEL ELLIOTT LAUREN PARKER SHERRI GIBSON LATISHA HILEMAN MEGAN DESHANE

DEDE KELCH MARTHA NALLEY JENNIE SMITH MICHELLE WYATT BRYCE JOHNSON

Operator Data Capture Optr. Operator Operator Operator
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Data Capture Data Capture Data Capture Data Capture Data Capture
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Retention Strategy Description 
Making the Right Match • We carefully screen our candidates to ensure any 

potential placement offers the right match in 
terms of skills, environment, and candidate 
availability.  

• Long-term retention starts with job satisfaction.  
Competitive Pay with Direct Deposit • We make sure our candidates are offered the 

right market rate for their skillset.  
Benefits 
 
Team Phoenix offers an excellent benefits package – 
above and beyond the typical staffing industry 
offerings. 
 
We ensure our staff can maintain balance between 
their work and personal lives. 

• 401k match 
• Holiday and vacation pay 
• Medical plan options 
• Dental 
• Vision 
• Supplemental insurances  
• Work/Life Balance 
• Compensation and Benefits 
• Merit-Based Bonuses 
• Investing in Success 

Orientation & Training - gives our staff the confidence 
to succeed in their role. It improves overall 
performance and therefore satisfaction rates. 

• Providing pre-assignment training 
• On-the-job training  

Team Building & Recognition: 
 
In our larger environments, we work to ensure our 
staff feel like a cohesive unit. Team Phoenix puts on 
building activities such as lunches, gatherings and ice 
cream socials to help foster the interpersonal 
relationships we find critical to a positive work 
environment. We provide spot awards as well. 

• Staff recognition activities 
• Spotlight awards 
• Productivity recognition and awards 
• Attendance recognition and awards 
• Birthday & Anniversary recognition  
• Celebratory meals and Holiday Parties 
• Care packages 

Giving Back to the Community: 
 
Team Phoenix supports local and national non-profits 
and has multiple campaigns each year to volunteer 
and raise funds for organizations helping those in need 
or crisis. Helping others as a team improves staff 
morale and builds a stronger community.  

• Juvenile Diabetes Foundation 
• Marine Children Scholarship Fund 
• Providing hats and gloves to kids and adults in 

rural impoverished areas.  
• Volunteering at Non Profit events  
• Raising funds for local schools  

Communication & Feedback 
 
We recognize superior performance regularly. When 
there are challenges, we deliver communications in 
the form of performance improvement plans that help 
our staff stay on the right track. We pride ourselves on 
being available to our staff for questions and 
clarifications – or just a chat when needed. 

 

• First day follow-up 
• First Week follow-up 
• First monthly follow-up 
• Ongoing Monthly follow-up sessions 
• Quarterly Satisfaction Survey 

 
Opportunities for Growth 
 
We communicate with our clients to identify 
opportunities for our current staff to grow. 

• When we can, we offer promotion opportunities. 
Clear growth plans help us retain our very best 
performers and mentor them for more senior 
roles.  

 
We include all subcontractor staff in our Teambuilding, Recognition and Giving Back to the Community 
initiatives. This builds a cohesive team. Additionally, we only partner with subcontractors that provide 
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similar pay and benefits and are employee focused. We utilize all the data gathered through staff 
communications, exit interviews, and market research, to ensure we are providing competitive 
compensation packages inclusive of pay, PTO, holiday pay, medical welfare benefits, employee 
assistance program, etc. The world has changed drastically in the last few years but PDC continually 
exceeds retention percentages when compared with the industry average. Using this retention plan, we 
feel confident in our ability to be successful in maintaining PDC and subcontractor staff.   
 

ITEM 6e. Provide resumes for all individuals in Vital Positions 
 
Resumes for each vital position are included below, starting on the next page. PDC has included the 
resume for our Production Coordinator because we believe it is a vital position in regard to the current 
operations at the FSSA Document Center. 
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Jennifer Hamilton – Project Manager 
 LinkedIn Profile  

  
PROFESSIONAL EXPERIENCE 

 
CUMMINS, INC., Columbus, Indiana   
Program Project Manager 12/2021-Present 

• Coordinates project management efforts for Corporate Legal and Contract Lifecycle Management 
including resource capacity planning, vendor security management and management of testing, 
security and performance exceptions. 

• Manage multiple concurrent deployments including building multi-year plan and ensuring team 
capacity is properly allocated 

• Built process to manage cybersecurity requirements for over thirty applications to ensure compliance 
• Mentor and guide other team members on Scrum and waterfall methodologies 

 
INDEPENDENT CONTRACTOR for CUMMINS, INC., Columbus, Indiana   
Program Project Manager 04/2017-12/2021 

• Supported program and project management efforts for multiple departments, including finance, 
global software deployments and upgrades, quarterly releases and implementation of modern 
technology. 

• Accountable for monthly forecasting and reconciliation across multiple departments with annual 
budgets of over $5M 

• Managed annual planning submissions for three departments, including the development of five-year 
program roadmaps 

• Led global initiative to replace unsupported and vulnerable technology in 47 plants, requiring 
coordination with plant leadership, plant IT and corporate IT 

• Responsible for coordinating and leading strategic planning workshops 
• Provided training and onboarding assistance to new project manager 
• Maintained close relationship with global cybersecurity team to ensure compliance with  corporate 

cyber security requirements 
 
NATIONAL GOVERNMENT SERVICES (NGS), Indianapolis, Indiana       
Manager, Medicare Claims and Appeals 04/2015-08/2016 

• Coached, counseled and evaluated the performance of direct reports. Analyzed and monitored trends 
in claims and appeals data submissions. Evaluated and implemented policy changes as required by 
federal government regulations.  

• Implemented plan to eliminate paper claims requiring manual processing, resulting in an annual 
savings of $225K 

• Managed over 600 second and third level appeals cases according to rigid government timeliness 
and reporting standards 

• Led evaluation and testing efforts to enhance and automate existing OCR technology for handwritten 
claims 

 
Project Lead, Innovation and Technology      11/2013-04/2015 

• Collaborated with business partners to identify and implement projects that support the 

 

http://goo.gl/IgvQvE
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accomplishment of enterprise and corporate goals.  
• Utilized project management skills, tools, and systems to manage the timely and successful 

completion of projects. 
• Identified, prioritized, and implemented improvements to operational processes creating over $1.4M 

in cost savings 
• Managed the project portfolio from idea generation and prioritization through development, testing, 

and implementation 
• Worked with customers to pioneer an automated document submission process 
• Developed and led a forum to foster cross-program collaboration dedicated to enterprise problem-

solutioning 
 
Project Manager, Medicare Jurisdiction Transitions            06/2010-11/2013 

• Led four successful government-mandated workload transitions, requiring close collaboration with 
internal and external parties due to sensitive data-handling requirements. These efforts had 
meticulous cataloging, labelling and quality checking of millions of discrete records 

 
Process Expert, Mail and Distribution 02/2013-11/2013 

• Developed and led plans supporting the unit. Identified and implemented projects.  
• Implemented business processes enabling the destruction of certain hard copy records, resulting in 

annual savings of over $100K in reduced storage costs 
• Advised as the subject matter expert for imaging and OCR functions 

 
Records Center Hub Coordinator 06/2008-02/2013 

• Led efforts to create a new department facilitating the standardization of hard-copy records.  
• Implemented procedures and policies for the management of paper records to ensure compliance 

with business recordkeeping requirements and developed enterprise-wide electronic database for 
off-site hard copy records 

• Directed efforts to identify, document, and distribute stored records to one standardized facility, an 
initiative adapted by the Centers for Medicare and Medicaid Services for all contractors, providing 
an ongoing positive financial benefit to the Medicare Trust Fund 

• Generated an enterprise-wide standardization for Protected Health and Personally Identifiable 
Information (PHI/PII) documentation and provided compliance training 

• Established formal business processes and SOPs for ISO 9001:2008 certification 
 

EDUCATION 
 

Indiana Wesleyan University, Marion, Indiana     
Bachelor of Science in Management 
 

CERTIFICATIONS 
 

Management Strategy Institute     SCRUM ALLIANCE 
Lean Six Sigma Master Black Belt     Certified Scrum Master  
  
Indiana University Purdue University Indianapolis 
Project Management Certificate 
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Dawn Jones – Document Center Manager 
 

Education 
 
Indiana University Purdue University Fort Wayne, Fort Wayne, IN          Graduated May 2004 
Bachelor of Science English Education: Secondary 
Ivy Tech, Marion, IN                                        Completed 2015 
Database Administration 

 
Certifications 
Microsoft Technology Associate: Database Administration Fundamentals                2014 

 
Summary 

• Proven, experienced Document Center Manager with eight+ years of experience working on the 
FSSA Document Center Services Contract managing 25+ people 

• Served as the Document Center Manager since 2019 
• Experience and Understanding of all FSSA Document Center equipment and software 
• Working Knowledge of Software SDLC methodologies 
• PMP Certification in Process 

 
Experience 
Phoenix Data Corporation, Marion, IN                         December 2019-present 
Operations Manager 

• Successfully manage a team of 25 to successfully meet daily and monthly SLA/KPIs for image 
capture, indexing, data capture, document retention, and quality standards 

• Participates in SDLC planning and execution to address issues and promote streamlining and growth 
of the Open Text/Captiva software 

• Executes and maintains training to ensure quality and fast, efficient workflow 

• and collaborated on plan to achieve goals 
• Responds to daily changes and challenges to keep production moving to meet SLA/KPIs 
• Identify training needs and created and executed plans to ensure company-wide compliance 
• Generate reports and Pivot Tables for internal and KPI/SLA reporting 

 

Phoenix Data Corporation, Marion, IN           May 2017-December 2019, June 2013-April 2016 
Quality Analyst 

• Collect, record, and report employee performance stats; maintain database of employee stats and 
provide various reports to aid in operations 

• Review quality issues with employees 
• Testing and implementing of software revisions with project partners 
• Aid in day-to-day management of team to ensure daily work measurements are met 
• Fill in for manager when needed 

 

 

• Write and deliver subordinates’ annual reviews to focus on growth in quality, accuracy,  
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Phoenix Data Corporation, Marion, IN                      September 2012-June 2013 

Data Entry 
• Entered data while maintaining high level of quality and speed. 

 
Huntington North High School, Huntington, IN                   August 2007-June 2011 

English Teacher 
• Prepared and taught engaging and relevant lessons 
• Analyzed student performance toward lesson, semester, and year-long goals to ensure achievement 
• Assessed student work for completion and understanding 
• Collected, recorded, and reported student performance 

 

Technical Skills 
• Computer literate—Microsoft Office Suite Including SQL Certification Dec. 2014 
• Strong multi-tasker with ability to prioritize 
• Ability to keep calm in stressful situations 
• Highly proficient in collecting, reading, and Analyzing Data 
• Logical and critical thinker 
• Assess for correctness and quality 
• Data entry 
• Reactive and adaptive to unexpected changes 
• Comfortable with team or individual working environment 
• Accountable and responsible 
• Successful managing a group of people and maintaining the course to common 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 



  
 

Phoenix Data Corporation–Corporate Headquarters 
5777 North Post Road • Indianapolis, Indiana 46216-2007  
Phone: 877.732.9595 / 317.354.1187 • Fax: 317.354.1369 • www.phoenixdatacorporation.com 
 

45 

Indiana Family and Social Services Administration 
Document Center Services 
RFP Response #22-71264 

 
Rachel Condon – Quality Control Analyst 

Education 

Indiana University, Bloomington, IN                        Graduated December 2017 
Bachelor of Arts in History, Minor in Informatics 
Indiana University, Bloomington, IN                           Graduated May 2020 
Master of Information Science, Master of Library Science 

 
Experience 
Phoenix Data Corporation, Marion, IN                            April 2022-present 
Quality Analyst 

• Continued classification, keying from document image, and indexing to meet KPI/SLA 
measurements dictated by company’s contract 

• Document all errors flagged in Captiva by Quality Assurance Operators. Relay errors to Data 
Capture Operators and discuss methods to improve outcomes 

• Produce reporting on quality and quantity for use by the Document Center Operations Manager 
• Assist in developing and updating training for Data Capture Operators and Scan Operators 

• Provide instruction for operators 

 
Phoenix Data Corporation, Marion, IN                       November 2021-April 2022 
Data Capture Operator 

• Classified documents received by the Department of Family Resources and Family and Social 
Services Administration in Captiva 

• Keyed text unable to be read by OCR in state applications for use by the DFR and FSSA 
• Keyed barcodes in order to index documents received by the DFR and FSSA 

 
Black Film Center/Archive, Bloomington, IN                   August 2019-December 2019 
Archival Intern 

• Processing and description a collection of materials donated by former BFC/A director consisting of 
12 linear feet and multimedia materials such as video reels, videocassettes, audiocassettes, and 
photographs 

• Creation of a finding aid for use by institution patrons and encoding of finding aid for inclusion in 
Indiana University finding aid database, Archives Online 

• Participation in meetings for the university system-wide EAD (encoded archival description) 
working group 

Monroe County History Center, Bloomington IN                    May 2019-August 2019 
Archives Room Intern 

• Cataloguing and rehoming of about 20 linear feet of paper archival materials 
• Inclusion of materials in PastPerfect 5.0 collections management system 
• Locating documentations for materials with incorrect or incomplete metadata information 
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School of Informatics, Computing, and Engineering, Bloomington, IN    October 2018-December 2019 

Encoded Text Processor 
• Working with a SICE faculty member to build a digital library of selected historical texts 
• Encoding Victorian literature into an HTML format for storage and access in a digital repository 
• Processing the encoded HTML with Python scripts to ensure all texts are readable on the web and meet 

our encoding standards 
 

School of Informatics, Computing, and Engineering, Bloomington, IN      June 2017-December 2019 

Assistant Instructor for Information Infrastructure II 
• Working with students on various languages such as Python, SQL, and XML in a lecture setting 
• Independently instructing students during weekly two-hour lab sessions 
• Managing undergraduate instructors in order to facilitate grading, as well as mentoring undergraduate 

instructors on their technical and teaching skills 
 

Technical Skills 
Python, C#, XML, Encoded Archival Description (EAD), SQL, HTML, CSV, Past Perfect 5.0, Microsoft Office 
Suite including Excel, Google Suite, Adobe Creative Suite, strong research skills, strong organizational skills 
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  Teresa L Bockmon – Production Coordinator 
    

Education 
 
Thomas Jefferson High School – G.E.D., Lafayette, IN                    Graduated 1986 

 
Experience 
Phoenix Data Corporation, Marion, IN                          January 2012-present 
Quality Control Analyst 

• Compares data entered with source documents or electronic images, and/or re-enters data to verify the 
data captured, and makes necessary corrections to the electronic data prior to being released to the 
service center 

• Provides effective feedback and guidance to associates 
• Provides feedback and quality reporting to management regarding quality of images, quality of 

data captured, and compliance with turn around and processing requirements reflected in the 
SLA/KPI 

• Assist with training and training materials for scan and data capture operators 

• Follows proper procedures, rules, and processes for data capture, certification compliance, and 
quality assurance of the data 

• Work with Operations Manager and Executive Team to create test cases for the software upgrades 
and validate that software upgrades are working properly 

• Works production in the queues to ensure SLAs/KPIs is met daily 
• Review current workload and data to assist in a steady work flow and assignments 
• Prepares reports and updates charts as assigned by Manager 

Liquidity Services, Plainfield, IN                                     2006-2011 
Data Entry Specialist/Team Leader 

• Print labels for UPS Ground and pulled orders 
• Down load pictures to the company website, put in discrepancies of product and dimensions 
• Printed out Material Release forms for customer pick up 

 

CVS Pharmacy, Indianapolis, IN                                     2004-2006 
Shift Supervisor/District Category Specialist 

• Oversaw 20 stores to make sure everything was up to date for photo labs and cosmetic walls 
• Ordered products for all departments 
• Shift Supervisor for my home store, checked in vendors, responsible for inventory 
• Closed out the end of the shift, getting deposit ready 
• Customer service, Training of new employees 
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ITEM 6f. For each Vital Position, explain how the individual proposed by the Respondent meets the 
listed qualifications in Section E of Attachment C 
 
PDC is proposing Jennifer Hamilton as our Project Manager.  Jennifer has eight years of project 
management experience and is a Lean Six Sigma Master Black Belt.  Jennifer also spent 8 years in 
multiple roles working for National Government Services (NGS) working on Records Management and 
Healthcare large volume projects including serving as the Records Center Hub Coordinator. Jennifer’s 
Certified Scrum Master credentials will add value to FSSA’s SDLC process and PDC’s compliance 
measurements.  
 
PDC is proposing Dawn Jones to continue her role as FSSA Document Center Manager on the new 
contract.  Dawn has successfully served as the Document Center/Operations Manager since 2019 while 
meeting all the SLAs and KPIs.  Dawn has proven success in managing the volume of documents 
received within the same day measurement with no overtime charged to the state. Dawn has consistently 
exceeded expectations of PDC and FSSA resulting in her advancement into this current role. Dawn 
brings a collaborative approach with the FSSA vendors in daily operations and SDLC testing which has 
resulted in noticeable improvements. 
 
PDC is proposing Rachel Condon as our Quality Analyst.  Rachel has over three years’ experience with 
document processing in archive management and working under the rigorous quality standards that must 
be applied to the work. She has experience with quality reporting, training, and evaluating as well as 
SQL, Excel, Power Pivot, and other programming languages.  She started with PDC as a Data Capture 
Operator so she is familiar with all the Captiva modules and processes. 
 
The table below documents how each Vital Position Candidate meets the listed qualifications in Section 
E (Staffing) of Attachment C (Scope of Work). 
 

Vital 
Position 

Candidate Requirements Meets Candidate Qualifications 

Project 
Manager 
 
Jennifer 
Hamilton 

• Bachelor’s degree or equivalent formal 
education  

• Have two (2) years of experience 
managing document center operations 
and best practices 

• Experience managing a team of at least 
25 people, including shift management 

• Understanding of Software SDLC 
methodologies and SDLC artifacts 

• Three (3) years of project management 
experience, defined as performing all of 
the tasks defined in PMBOK.  

• PMP certification (desired) 

 
 
 

 
 
 

 
 

 
 

 

• Bachelor of Science in Management – 
Indiana Wesleyan University 

• 8+ years at National Government Services 
managing document center operations & 
developing best practices 

• 13+ years of managing teams of 25+ 
people, including shift management 

• Lean Six Sigma Master Black Belt, Certified 
Scrum Master 

• 8+ years of project management 
experience, performing all of the tasks 
defined in PMBOK 

• Project Management Certificate – IUPUI, 
PMP in process – Fall 2022 

 • Bachelor’s degree or equivalent formal 
Education  

 
 
 

• Bachelor of Science in English – Indiana 
University Purdue University Fort Wayne 
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Document 
Center 
Manager 
 
Dawn Jones 

• Have strong experience with document 
center operations and best practices 

 
 
• Experience managing a team of at least 

25 people, including shift management 
• Understanding of Software SDLC 

methodologies and SDLC artifacts 
• PMP certification (desired) 

 
 
 
 
 
 
 

• 8+ years of strong experience working 
directly on the FSSA Document Center 
Services Contract implementing best 
practices and creating SOP’s 

• Served as Document Center Manager 
managing 25+ people since 2019 

• Understanding and direct experience of 
applying SDLC/UAT testing at FSSA 

• PMP in process – Winter 2022 
Quality 
Analyst 
 
Rachel 
Condon 

• Understand QA reporting (e.g., sampling, 
quality statistics reporting, confidence 
intervals)  

• Experience with QA activities  
 

• Attention to Detail  
 

• PC/technical skills 
 
 
 
• Captiva experience (desired) 

 
 
 
 
 
 
 
 
 
 
 
 
 

• Master of Information Science – Indiana 
University – Assistant Instructor for 
Information Infrastructure II 

• Current Quality Analyst on FSSA 
Document Center Contract 

• Proven success exemplifying attention to 
detail on FSSA contract & with IU 

• Python, C#, XML, Encoded Archival 
Description (EAD), SQL, HTML, CSV, 
Microsoft Office Suite, Google Suite, 
Adobe Creative Suite 

• Captiva Experience as Data Capture 
Operator and Quality Analyst 

ITEM 6g. Subcontractors 
 
Professional Management Enterprises, Inc. (PME) (MBE - Subcontractor) 
As a multifaceted professional services and personnel staffing company, Professional 
Management Enterprises (PME) draws from many years of experience across industries 
and sectors to help clients reach their goals. PME is a Minority and Service Disabled 
Veteran Owned Business and an Indiana certified Minority-Owned Business Enterprise 

(MBE). PME is a highly valued teaming partner nationwide to large corporations such as Humana, KPMG, 
Ernst and Young, Anthem, and HP to name a few. Additionally, they provide services in the areas of 
healthcare, IT, and professional services to Department of Defense and other Federal Government clients. 
PME is highly engaged in state work in their home state of Indiana, as well as multiple other states 
nationwide. PME is fully engaged and ready to support work in human capital management, business 
operations, organizational development, information technology, and healthcare staffing spaces. PME are 
experts at supplying personnel with the aptitudes, skills, experience, and temperament needed to always 
exceed your work demands.  PME offers a full menu of customizable, professional services designed to 
help cut costs, reduce waste and inefficiencies, increase employee productivity, and maximize desired 
outcomes. Their services include continuous process improvement, project management, behavioral 
science insights and applications, innovation and implementation support, and management consultation. 
 

netlogx (WBE - Subcontractor) 
Founded in 1998, netlogx, LLC (netlogx) is an Indiana certified Woman-
Owned Business Enterprise (WBE) consulting firm focused on solving 

complex issues to bridge the gap between business and technology. For over 20 years, netlogx has 
successfully supported large enterprise-level projects by providing a variety of high-value added 
professional consulting services, such as Program/Project Management, Business Process Reengineering, 
and Organizational Change Management. Their consultants leverage Lean Six Sigma risk management 
principles to manage change for their public, private, and non-profit sector clients nationwide. netlogx 
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provides a depth of experience, utilizing best practices for clients by identifying and addressing 
operational and cost efficiency improvements from the perspectives of people, policy, process, and 
technology. 

ITEM 6g-1. Describe the role of any subcontractors you will utilize for this Contract  
 
netlogx’s subcontractor role regarding the Document Center Services contract will be to address any 
changes in the intake, processing, and electronic case record indexing of eligibility supporting 
documentation for Indiana Medicaid, SNAP, and TANF.  netlogx has extensive business process 
mapping expertise with direct experience with FSSA along with the State Medicaid Agencies for New 
Mexico & Michigan. They will utilize this expertise to document the new processes for policy and 
contract changes and create subsequent standard operating procedures (SOPs) to reflect these changes. 
This information will be communicated with all parties involved through training or other means of 
information sharing.  
 
PME will serve as both a staffing and compliance vendor assisting PDC with all of the compliance 
requirements found in Attachment C (Scope of Work) Section 5. Compliance with Standards & 
Regulatory Requirements. PME will perform an annual security assessment and identify security 
deficiencies. PME will create a plan to mitigate any deficiency within a reasonable amount of time. 
PME will review current policies and procedures, write to issues and solutions and review 
documentation. PME will assist in writing all incident report plans.    
 

ITEM 6g-2. Indicate your prior experience with each subcontractor  
 
PDC has been partnering with PME on contracts and proposals for over 10 years. As documented in 
multiple sections above and in the next section, PME and PDC successfully partnered on the Department 
of Treasury TTB Scanning, Indexing & Support Services Contract which included both mailroom and 
document center services from 2017 to 2019.    
 
PDC and netlogx began to partner together in 2021 on multiple state and federal opportunities. This was 
precipitated by netlogx’s goal to enter into federal contracting. PDC’s CEO has long been committed to 
assisting other Women Owned Small Businesses in entering the federal market.  This began what we 
hope will be a long time collaborative team. Audrey Taylor (netlogx CEO) and Carol Curran have long 
worked closely together in national women’s organizations such as the National Association of Women 
Business Owners (NAWBO) both serving in leadership roles for the Indianapolis chapter.   
 

ITEM 6g-3. Describe their experience and expertise as it relates to supporting the Contract scope  
 
netlogx has over 20 years of experience in public and private sectors as a certified woman-owned, small 
business management consulting firm headquartered in Indianapolis, Indiana. netlogx’ experienced team 
of industry-specific experts help their clients nationwide navigate change by solving complex business 
challenges. netlogx has successfully supported state (Indiana, Michigan, New Mexico, and Arizona) and 
local governments, private, and non-profit organizations to operate more efficiently and effectively 
utilizing its project management, business process mapping/reengineering, and organizational change 
management expertise. netlogx leverages Lean Six Sigma risk management principles and recognized 
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project management (PMBOK) disciplines. netlogx has extensive experience in highly regulated 
environments in health and human services, healthcare, and financial services industry verticals.  
 
Since netlogx’ inception in 1998, they continue today to serve as a trusted consulting vendor with the 
State of Indiana’s Family and Social Services Administration (FSSA). They have supported several 
large-scale data conversion activities from a range of legacy systems that include childcare, child 
support, Supplemental Nutrition Assistance Program (SNAP), and Temporary Assistance for Needy 
Families (TANF), and Medicaid eligibility from ICES to IEDSS. 
 

netlogx Representative State Government Projects 
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Indiana Family and Social Services 
Administration - Care Management 
for Social Services (CamSS), Electronic Visit 
Verification (EVV) and Asset Verification 
System (AVS) initiatives - Project Mgmt. 
Services - 7/2019 - current 

 
 
 

 
 
 

 
 
 

 
 
 

 
 
 

 
 
 

 

New Mexico Human Services Department 
- Medicaid Management Information 
Services Replacement Project – Project 
Mgmt. Office - 03/2019 - current 

 
 

 
 

 
 

 
 

   
 

Michigan Department of Health and 
Human Services - Bureau of Medicaid 
Policy Program Management Office  – 
Project Mgmt. Services - 2013-2019 

 
 
 

 
 
 

  
 
 

  
 
 

 
 
 

Indiana Family and Social Services 
Administration - Medicaid Management 
Information Services Replacement Project- 
Enterprise PMO-02/2013 – 06/2018 

 
 

 
 

 
 

 
 

  
 

 
 

 
 
As a staffing company, PME serves their clients not just with manpower solutions, but with project 
management on many projects throughout the years. PME also has document management experience, 
serving as the prime for the TTB contract with PDC as documented in Section 2c. above. A summary 
table of relevant past performance is found below. 
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Client Description Number of 
Resources 

State of Indiana PME provides Community Health Worker outreach 
services, which primarily support case management 
for difficult to reach and high-risk populations, on 
behalf of Indiana Medicaid's Hoosier Healthwise, 
Hoosier Care Connect and HIP 2.0 members.  This 
outreach supports almost 70% of Indiana’s Medicaid 
Managed Care population. PME has had a 15-
member team plus project management supporting 
this program since December of 2016 

15 

United States Patent and 
Trademark Office 

Project Management, Strategy, and Planning Support 
Services; Strategic Planning Services; Communication 
Management Services; Support Services for 
Programs; Process Re-engineering Services; Contract 
Oversight and Management; Organizational 
Optimization Services; Staffing and Recruitment 

10 

Department of Treasury 
Alcohol and Tobacco Tax 
and Trade Bureau – Prime 
with subcontractor PDC 

Program Management, Strategic Support, Data 
Analysis and Visualization Services; Call Center 
Services; Support Services for Programs; Process Re-
engineering Services; Staffing and Recruitment; 
Training and Development 

25 

US Army Assistant 
Secretary of the Army for 
Financial Management 
and Comptroller (ASA 
(FM&C) 

Data Analysis and Visualization Services; Program 
Analysis Services; Project Management, Strategy, and 
Planning Support Services; Strategic Planning 
Services; Communication Management Services; 
Support Services for Programs; Process Re-
engineering Services; Staffing and Recruitment; 
Training and Development 

17 

 

ITEM 7 – Service Levels and KPIs 

ITEM 7a. Confirm your acceptance of the requirements in Attachment C Section F as written 
 
PDC accepts KPI 1a requirement that 90% of all documents are scanned, indexed and entered into the 
database on the same business day of receipt by the Document Center if documents are received prior to 
7:15pm EST as written in Attachment C Section F.  We also accept that failure to meet this requirement 
that the FSSA will remedy any failure at no additional cost to the State and that the State will provide 
PDC a written notice of non-compliance and may require a Corrective Action Plan (CAP) with the 
severity determined at the State’s discretion and the schedule showing when PDC’s deficiency will be 
remedied and, if necessary, a plan for a permanent solution to be implemented.  We also understand that 
the State may at its discretion withhold 10% of payment of that month’s invoice when the deficiency 
occurred and all subsequent billing until the CAP is implemented.  When the CAP is completed, and the 
State is satisfied that the proposed remedy has been implemented, the State’s satisfaction will be 
confirmed in writing by the DFR Director or their designee and all monies withheld shall be released to 
PDC withing 30 days.  Should PDC not submit the CAP as required, or if the remedy is not 
implemented within the timeframe stated in the CAP, the monies shall be forfeited.   
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PDC accepts KPI 1b requirement that 90% of all documents are scanned, indexed and entered into the 
database by Noon EST of the following business day if received after 7:15pm EST as written in 
Attachment C section F.  We also accept that failure to meet this requirement that the FSSA will remedy 
any failure at no additional cost to the State and that the State will provide PDC a written notice of non-
compliance and may require a Corrective Action Plan (CAP) with the severity determined at the State’s 
discretion and the schedule showing when PDC’s deficiency will be remedied and, if necessary, a plan 
for a permanent solution to be implemented.  We also understand that the State may at its discretion 
withhold 10% of payment of that month’s invoice when the deficiency occurred and all subsequent 
billing until the CAP is implemented.  When the CAP is completed, and the State is satisfied that the 
proposed remedy has been implemented, the State’s satisfaction will be confirmed in writing by the 
DFR Director or their designee and all monies withheld shall be released to PDC withing 30 days.  
Should PDC not submit the CAP as required, or if the remedy is not implemented within the timeframe 
stated in the CAP, the monies shall be forfeited.   
 
PDC accepts KPI 1c requirement that 100% of documents scanned within two business days of receipt 
by the Document Center as written in Attachment C Section F.  Any documentation that has been 
requested to be re-scanned will be measured against this criterion based on the “date of rescan” request.  
We also accept that failure to meet this requirement that the FSSA will remedy any failure at no 
additional cost to the State and that the State will provide PDC a written notice of non-compliance and 
may require a Corrective Action Plan (CAP) with the severity determined at the State’s discretion and 
the schedule showing when PDC’s deficiency will be remedied and, if necessary, a plan for a permanent 
solution to be implemented.  We also understand that the State may at its discretion withhold 10% of 
payment of that month’s invoice when the deficiency occurred and all subsequent billing until the CAP 
is implemented.  When the CAP is completed, and the State is satisfied that the proposed remedy has 
been implemented, the State’s satisfaction will be confirmed in writing by the DFR Director or their 
designee and all monies withheld shall be released to PDC withing 30 days.  Should PDC not submit the 
CAP as required, or if the remedy is not implemented within the timeframe stated in the CAP, the 
monies shall be forfeited.   
 
PDC accepts the KPI 2 requirement for Document Classification Quality that at least 98% of all 
manually classified documents shall be classified correctly as written in Attachment C Section F.  We 
also accept that failure to meet this requirement that the FSSA will remedy any failure at no additional 
cost to the State and that the State will provide PDC a written notice of non-compliance and may require 
a Corrective Action Plan (CAP) with the severity determined at the State’s discretion and the schedule 
showing when PDC’s deficiency will be remedied and, if necessary, a plan for a permanent solution to 
be implemented.  We also understand that the State may at its discretion withhold 10% of payment of 
that month’s invoice when the deficiency occurred and all subsequent billing until the CAP is 
implemented.  When the CAP is completed, and the State is satisfied that the proposed remedy has been 
implemented, the State’s satisfaction will be confirmed in writing by the DFR Director or their designee 
and all monies withheld shall be released to PDC withing 30 days.  Should PDC not submit the CAP as 
required, or if the remedy is not implemented within the timeframe stated in the CAP, the monies shall 
be forfeited.   
 
PDC accepts the KPI 3 requirement that 99.9% of the captured data that has gone through quality 
assurance (KFI QA) will meet or exceed this error percentage objective around accuracy of data entries, 
legibility, and accuracy of page counts as written in Attachment C Section F.  We also accept that failure 
to meet this requirement that the FSSA will remedy any failure at no additional cost to the State and that 
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the State will provide PDC a written notice of non-compliance and may require a Corrective Action Plan 
(CAP) with the severity determined at the State’s discretion and the schedule showing when PDC’s 
deficiency will be remedied and, if necessary, a plan for a permanent solution to be implemented.  We 
also understand that the State may at its discretion withhold 10% of payment of that month’s invoice 
when the deficiency occurred and all subsequent billing until the CAP is implemented.  When the CAP 
is completed, and the State is satisfied that the proposed remedy has been implemented, the State’s 
satisfaction will be confirmed in writing by the DFR Director or their designee and all monies withheld 
shall be released to PDC withing 30 days.  Should PDC not submit the CAP as required, or if the remedy 
is not implemented within the timeframe stated in the CAP, the monies shall be forfeited.   
PDC accepts the KPI 4 requirement for Returned Mail Handling that 95% of documents are returned 
within 72 business hours after processing as written in attachment C Section F.  We also accept that 
failure to meet this requirement that the FSSA will remedy any failure at no additional cost to the State 
and that the State will provide PDC a written notice of non-compliance and may require a Corrective 
Action Plan (CAP) with the severity determined at the State’s discretion and the schedule showing when 
PDC’s deficiency will be remedied and, if necessary, a plan for a permanent solution to be implemented.  
We also understand that the State may at its discretion withhold 10% of payment of that month’s invoice 
when the deficiency occurred and all subsequent billing until the CAP is implemented.  When the CAP 
is completed, and the State is satisfied that the proposed remedy has been implemented, the State’s 
satisfaction will be confirmed in writing by the DFR Director or their designee and all monies withheld 
shall be released to PDC withing 30 days.  Should PDC not submit the CAP as required, or if the remedy 
is not implemented within the timeframe stated in the CAP, the monies shall be forfeited.   
 

ITEM 7b. Describe your process for identifying, prioritizing, and communicating problems that are 
contributing to a failure to meet performance standards  
 
KPI 1a—Document Scanning and Processing—90% of documents are scanned, indexed and 
entered into the database on the same business day of receipt by the Document Center if 
documents are received prior to 7:15 pm EST. 
 
Our main source of identifying problems that are contributing to a failure to meet this measurement is by 
monitoring the Captiva Administrator module.  We will be able to see the work in batches that has 
entered Captiva and needs processing prior to 7:15pm.  If there are batches in error or the work is not 
moving through the Captiva modules, we will start communications with the AS vendor for their help in 
trouble shooting any problems.  If the work stoppage is extensive or something that the AS vendor team 
cannot fix, we will also reach out to IOT to describe the problem and ask if they can help or provide an 
ETA of when the work might start moving again.  If the stoppage is going to last more than 2 hours, we 
reach out to members of the DFR Executive Team to explain the issue we are facing and notifying them 
that if the stoppage does reach over 2 hours in time, we plan to send our team home in an “on-call” 
status to return to the office if the issue is fixed and there is a realistic amount of time for the team to 
complete the work and ask if that is permissible.  If the problem does not get fixed or there is not 
adequate time left in the day to meet the measurement, we ask the team to come in early to start working 
on the batches that are “late.”  PDC will stay as long as necessary that next day within reason to get the 
work backlog processed and will cover all overtime cost to compensate the team. 
 
KPI 1b—90% of documents are scanned, indexed and entered into the database by Noon EST of 
the following business day if received after 7:15pm EST. 
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Our main source of identifying problems that are contributing to a failure to meet this measurement is by 
monitoring the Captiva Administrator module.  We will be able to see the batches that have entered 
Captiva after 7:15 pm the previous day and that need processing prior to noon.  If there are batches in 
error or the work is not moving through the Captiva modules, we will start communications with the AS 
vendor for their help in trouble shooting any problems.  If the work stoppage is extensive or something 
that the AS vendor team cannot fix, we will also reach out to IOT to describe the problem and ask if they 
can help or provide an ETA of when the work might start moving again.  If the stoppage is going to last 
more than 2 hours, we reach out to members of the DFR Executive Team to explain the issue we are 
facing and notify them that if the stoppage exceeds 2 hours in time, we plan to send our team home in an 
“on-call” or keep them home until the system status returns to normal.  If the problem does not get fixed 
or there is not adequate time left in the day to meet the measurement, we ask the team to come in early 
to start working on the batches that are “late.”  Phoenix will stay as long as necessary that day within 
reason to get the work backlog from the day processed and will cover all overtime cost in order to 
compensate the team 
 
KPI 1c—100% of documents scanned within two business days of receipt by the Document 
Center.  Any documentation that has been requested to be re-scanned will be measured again this 
criterion based on the “date of rescan” request. 
 
Our main source of identifying problems that are contributing to a failure to meet this measurement is by 
constantly monitoring the operation status of the OPEX scanners, the amount of trayed mail that is 
waiting to be scanned, and the Captiva Administrator module.  The success of meeting this measurement 
depends on the OPEX scanners; because of this, our scan operators report all issues that are not normal.  
A member of management checks the issue at that time and determines if a work order ticket needs to be 
opened with an OPEX technician to get the issue fixed or if it is something the PDC has the knowledge 
to take care of.  We also perform weekly “blow outs” where we use a shop vac to blow paper and dust 
out of the sensors and other machinery in the scanners.  This helps to keep the scanner free of debris and 
operating. Our approach to scanning the trays is all the mail that is brought into the Doc Center on a 
certain date is scanned entirely on that same date.  We do not stop scanning until all the mail has been 
scanned.  Thorough and successful cross-training allows us to strategically move operators from 
scanning to working in the queues, so we have the most skilled scan operators scanning if we are in a 
situation where there is a lot of mail to scan that day.  
 
We also utilize the Captiva Admin module to watch OPEX-scanned batches once they import in 
Captiva.  If we see that a batch is “hung up” (not progressing through the various modules as it should) 
or if the batch goes to error, we immediately communicate with the AS vendor about the batch stoppage.  
The AS vendor usually can quickly do some work behind the scenes to get the batch moving again.  If 
the work stoppage is extensive or something that the AS vendor team cannot fix, we will also reach out 
to IOT to describe the problem and ask if they can help or provide an ETA of when the work might start 
moving again.  If the stoppage is going to last more than 2 hours, we reach out to members of the DFR 
Executive Team to explain the issue we are facing and notifying them that if the stoppage does reach 
over 2 hours in time, we plan to send our team home in an “on-call” status to return back to the office if 
the issue is fixed and there is a realistic amount of time for the team to complete the work and ask if that 
is permissible.  If the problem does not get fixed or there is not adequate time left in the day meet the 
measurement, we ask the team to come in early to start working on the batches that are “late.”  PDC will 
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stay for as long as it is necessary that next day within reason to get the work backlog processed and will 
cover all overtime cost in order to compensate the team. 
 
The OPEX scanned batches are also part of our 1a measurement meaning that all the documents in the 
batches scanned prior to 7:15pm must be at export status before we leave for the day.   
 
 
 
 
KPI 2—Document Classification Quality—At least 98% of all manually classified documents shall 
be classified correctly. 
 
We identify issues with classification preciseness through quality checks in the Captiva Index QA 
module.  Currently 5% of randomly selected envelopes in a batch that import to Captiva will go through 
a quality check module in Index QA.  When the Index QA operator is presented with one of these 5% 
envelopes, they check each document in the envelope individually for correct classification.  If there is a 
page that is not classified correctly, the page is flagged for reclassification and moves on to the 
Classification Edit QA module.  The highly-experienced operator in that module will then examine the 
page and classify it.  The documents that go through the Classification Edit QA module then show up on 
the QA Review 2 metrics report that we receive from Cognos.  We make a pivot table from the report 
that shows the operator’s name and any QA errors they received.  The Operation Manager and the 
Quality Analyst examine this report to look for problems.  Problems may appear in one weekly report, 
or they might appear in numerous weekly reports.  We might see one operator mis-classifying a 
document for one week or for multiple weeks; we could also see many operators mis-classifying the 
same document.  When this happens for an individual operator, management approaches the operator 
and provides a face-to-face retraining opportunity which might include talking about the page and where 
to find key words or the basic appearance of it that would make it easier to correctly classify the next 
time or we might ask that if the operator sees this type of document again to please get a member of 
management before classifying.  If the operator is struggling with many classifications, we put them on a 
100% check where we look at each page of each envelope that comes into Index QA, the 5% is only part 
of these tasks, to see if the operator is having other problems with classifying documents and do the 
same retraining for any other incorrect classifications that we find.  If, after analyzing the QA Review 2 
report data, we find that many operators are having a problem classifying a certain document, we will 
provide group training for all Classification Edit operators and provide hints and examples to clarify 
how the page should be classified.  We would also go back to our training materials and make sure that 
the correct information for the page is being taught, or, if the page is not included in the training, we will 
consider the necessity of adding the page to our training.  Above all, we urge our Classification Edit 
operators to always ask management any and all questions if they are unsure how to classify a page 
correctly.   
 
KPI 3—99.9% of the captured data that has gone through quality assurance (KFI QA) will meet 
or exceed this error percentage objective around accuracy of data entries, legibility, and accuracy 
of page counts. 
 
KPI 3 is an interesting mix of quality checks as it deals with keying accuracy quality in KFI QA and 
legibility and accurate page counts of the documents that we OPEX scan.   
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A random sample mix of 400 page one of Health Care applications and page one and two of 
SNAP/TANF applications where the mandatory KFI QA fields are checked for keying accuracy comes 
from OV&V at the end of each month.  By looking at the OV&V report, PDC can identify contributing 
factors to keying mistakes which are usually operator error caused by going too fast and not double 
checking the information keyed in the critical fields.  If this is the case, the Operations Manager 
approaches the KFI QA operator and re-trains on the importance of keying correct information: that 
quality is more important than speed: and everything that is keyed must be double checked.  This is the 
same information that we share with all KFI operators.  Other problems could be caused by the Ocular 
Reader (OCR) not being tuned correctly and causing a gross mis-read of a particular field; in this case, 
we would contact the AS vendor and see if page tuning and the OCR could be checked and adjusted to 
ensure a more accurate read of the application page or a particular field.   
 
Legibility and accurate page counts are checked weekly.  We use a form that records the number of 
pages checked and the number of issues found and the date the check was completed.  Legibility is 
checked in the Classification Edit module where a sample of at least 400 OPEX scanned documents are 
scrutinized for having the correct 300 dpi capture and for any additional image capture issues such as 
skewing, lines on images that are not apparent on the page that was scanned, image smearing, or 
reoccurring folding or tearing of a page as it is fed through the scanner.  If we see any of these problems, 
we check the scanner for mechanical issues, dirty crystals (the glass part over the eye that captures the 
image of the page), the need for calibration, or debris stuck in moving parts that is affecting how the 
page travels over the crystal.  After we exhaust our capabilities to troubleshoot and fix the problem and 
it still exists, we will call OPEX and open a service ticket.   
 
Accurate page counts are also checked weekly.  The Quality Analyst pulls a sample of 10 envelopes 
from the mail that is brought back to the Document Center from the Post Office on a certain day, places 
the contents in a labeled tray, opens each envelope, and manually counts the number of pages including 
the envelope for each of the 10 and writes that number down on a form that is used.  The Quality 
Analyst hands the tray over to an OPEX scan operator who scans the contents of the tray and records the 
total number of pages noted on the OPEX scanner in the same form.  To be 100% compliant with this 
requirement, the 2 numbers must match.  If there is a discrepancy, the Quality Analyst counts the pages 
and envelopes again.  If the discrepancy remains between the two numbers, OPEX is called, and a 
service ticket is opened.   
 
KPI 4—Returned Mail Handling—95% of documents are returned within 72 business hours after 
processing. 
 
We will identify problems with meeting this requirement by look at our Returned Mail Handling Log 
and see that the number of  documents scanned as original and needing returned does not match the 
number of documents  that we are returning on the required date.  Another way that we identify problems 
is when we  are manually going through scanned batches of regular mail page-by-page prior to 
placing the documents in the secure bin for shredding and find original documents or notes from a client 
requesting certain documents be returned.  Both problems are a high priority for us because we want to 
ensure that each original document that is received by the Doc Center or request from the client to have 
documents returned is followed through successfully.   
 
If there is a problem with meeting this requirement, we will communicate the issue to the  appropriate 
member of the FSSA Executive team.  We will also make sure to communicate any failure to the PDC 

 

 



  
 

Phoenix Data Corporation–Corporate Headquarters 
5777 North Post Road • Indianapolis, Indiana 46216-2007  
Phone: 877.732.9595 / 317.354.1187 • Fax: 317.354.1369 • www.phoenixdatacorporation.com 
 

58 

Indiana Family and Social Services Administration 
Document Center Services 
RFP Response #22-71264 

scan associate; this communication would be in the form of a face-to-face re-training opportunity so the 
problem does not happen again or, if the problem continues to happen, it could result in the associate not 
scanning mail that might contain original documents.   
 
 
 

ITEM 7c. For each enumerated KPI, explain how the data for the service level will be collected and 
reported and how you propose to meet or exceed the thresholds for compliance  
 
PDC has documented the specific processes and procedures utilized to meet each enumerated KPI in the 
below section. Each KPI is listed separately and the explanations of how the data is collected and 
reported is detailed below teach enumerated KPI.  
 
KPI 1a—Document Scanning and Processing—90% of documents are scanned, indexed and 
entered into the database on the same business day of receipt by the Document Center if 
documents are received prior to 7:15 pm EST. 
 
Data for this KPI will be collected through the Cognos metrics reporting in the “Report 4a: All 
Barcodes, All Sources, All DocCtrComp No App Types” report.  We apply a macro to that report that 
calculates the Doc Center Receipt Date and the Doc Center Export Date to determine if the documents 
were completed prior to the KPI cutoff time.  It is stated in a percentage of attainment and provides the 
number of documents outside of the KPI requirement.  This report is included with our monthly KPI 
report that we submit to State representatives and OV&V.  We also include the data that shows the 
individual document counts along with the “SRC” (the input manner that the document was sent into 
Captiva). 
 
Unless there is a system issue beyond our control, we always exceed this measurement daily by staying 
until all the work that has come in prior to 7:15pm.  If the day happens to be a day after a holiday, we 
still stay and make sure that the measurement is met before we go home. 
 

KPI 1b—90% of documents are scanned, indexed and entered into the database by Noon EST of 
the following business day if received after 7:15pm EST. 
 
Data for this KPI will be collected through the Cognos metrics reporting in the “Report 4b: All 
Barcodes, All Scan Dates, All Sources, No App Types” report.  We apply a macro to that report that 
calculates the Doc Center Receipt Date and the Doc Center Export Date to determine if the documents 
were completed prior to the KPI cutoff time.  It is stated in a percentage of attainment and provides the 
number of documents outside of the KPI requirement.  This report is included with our monthly KPI 
report that we submit to State representatives and OV&V.  We also include the data that shows the 
individual document counts along with the “SRC” (the input manner that the document was sent into 
Captiva). 
 
Unless there is a system issue beyond our control, we always exceed this measurement daily by 
completing all the work that has come in after 7:15pm.  If there is a holiday the day before, we will start 
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earlier in the morning or work on a Saturday (if the holiday falls on a Friday) to ensure that we have 
adequate time to get the work completed before the noon deadline. 
 

 

 

 

KPI 1c—100% of documents scanned within two business days of receipt by the Document 
Center.  Any documentation that has been requested to be re-scanned will be measured again this 
criterion based on the “date of rescan” request. 
 
Data for this KPI will be collected through the Cognos metrics reporting in the “Report 4b: All 
Barcodes, All Scan Dates, All Sources, No App Types” report.  We apply a macro to that report that 
calculates the Doc Center Receipt Date and the Doc Center Export Date to determine if the documents 
were completed prior to the KPI cutoff time.  It is stated in a percentage of attainment and provides the 
number of documents outside of the KPI requirement.  This report is included with our monthly KPI 
report that we submit to State representatives and OV&V.  We also include the data that shows the 
individual document counts along with the “SRC” (the input manner that the document was sent into 
Captiva; in this case SCN). 
 
Unless there is a system issue beyond our control, we always exceed this measurement daily by 
completing all the work that has come in after 7:15pm.  If there is a holiday the day before, we will start 
earlier in the morning or work on a Saturday (if the holiday falls on a Friday) to ensure that we have 
adequate time to get the work completed before the noon deadline. 
 

KPI 2—Document Classification Quality—At least 98% of all manually classified documents shall 
be classified correctly. 
 
As stated above, the data from the service level is collected from the QA Review 2 metrics report that 
we receive from Cognos.  We include a form with a weekly breakdown of our Classification Edit 
accuracy performance including a monthly average in our monthly KPI reports that we submit to State 
representatives and OV&V. 
 
Our Classification Edit operators are responsible for using over 700 document codes and being 98% 
accurate: they currently average 99% accuracy for the requirement.  They are phenomenal professionals 
at what they do, and they are driven by a need to be accurate.  It is difficult to retain the information for 
700+ documents, granted, some pages are easier to classify than others, but the PDC team works 
together each day by looking at examples, talking about key words and appearances, and continually 
retraining the documents we see in Classification Edit.  It is not something that we train and walk away 
from; we constantly work towards 100% accuracy. That is how we meet or exceed this measurement. 
 

KPI 3—99.9% of the captured data that has gone through quality assurance (KFI QA) will meet 
or exceed this error percentage objective around accuracy of data entries, legibility, and accuracy 
of page counts. 
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The data for the KFI QA accuracy report regarding data entry comes from OV&V at the end of each 
month. A random sample mix of 400 page one of Health Care applications and page one and two of 
SNAP/TANF applications where the mandatory KFI QA fields are checked for keying accuracy.  We 
are meeting or exceeding this goal by always focusing on quality first and not processing speed and 
always double-checking our work as we type. 
 
The data for the legibility requirement is collected by PDC. We use a form that records the number of 
pages reviewed and the number of issues found and the date the review was completed.  We ensure that 
we are meeting or exceeding the Legibility requirement by making sure we address all problems found 
as soon as it is found during the legibility check and as the OPEX scan operator finds them each day.  It 
is our goal is to capture 100% of the best image possible of each original page that is sent in by the 
client. 
 
The data for the accurate page counts requirement is collected by PDC.  The Quality Analyst pulls a 
sample of 10 envelopes from the mail that is brought back to the Document Center from the Post Office 
on a certain day, places the contents in a labeled tray, opens each envelope, and manually counts the 
number of pages including the envelope for each of the 10 and writes that number down on a form that 
is used.  The Quality Analyst hands the tray over to an OPEX scan operator who scans the contents of 
the tray and records the total number of pages noted on the OPEX scanner in the same form.  We ensure 
that we are meeting or exceeding the accuracy of page counts requirement by making sure we address 
all OPEX scanner problems found as soon as possible.  
 
The combined percentages of all 3 of these quality items are averaged and reported in our monthly KPI 
reports that we submit to State representatives and OV&V. 
 

KPI 4—Returned Mail Handling—95% of documents are returned within 72 business hours after 
processing. 
 
We will collect data for this requirement by noting the number of documents received on a business day 
and noting the number of documents returned.  When both numbers match, and the Returned Mail is 
sent out on the correct date, we have met the requirement.  We include the page from our Returned Mail 
Handling Log in our monthly KPI report to the State.  We exceed the threshold of 72 hours by only 
holding these documents for 48 hours.  That way, we ensure that we are exceeding the measurement by 
meeting it at 100% if something unforeseen happens and we are delayed by a day.  We feel that we are 
safe in returning these documents earlier than required because we keep a copy of each original 
document that is returned in case someone who has the proper clearance inquiries about the document 
that has already been mailed out of the Document Center. 
 
A copy of this form is included in our monthly KPI reports that we submit to State representatives and 
OV&V. 
 

ITEM 8 – Other 
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ITEM 8a. Please confirm your understanding of, and agreement with, the provisions in Section G 
(Corrective Actions and Payment Withholds) of Attachment C 
 
Phoenix Data Corporation understand and agrees to the Corrective Actions and Payment Withholds 
sections.  If there were any Actions that the State deemed necessary, Phoenix Data Corporation would 
take those quickly to remedy any items. (Within 30 days) Phoenix Data Corporation has had 0 corrective 
actions against them for any of their projects, including State of Indiana projects.   
 

ITEM 8b. Please confirm your understanding of, and agreement with, the provisions in Section H 
(Reporting) of Attachment C 
 
Phoenix Data Corporation understands and agrees to any weekly reporting requirements to meet and 
exceed the KPI levels for the project.  Also, these reports will be reviewed and sent into the State as well 
as the monthly claim form for the invoicing process.  All of this will be completed within the time frame 
that has been stated and expected from the State. 
 

ITEM 8c. Please confirm your understanding of, and agreement with, the provisions in Section I (Billing 
and Invoicing) of Attachment C 
 
Phoenix Data Corporation understands and agrees to the Billing and Invoicing for this work.  The 
monthly invoice (claim form) will be submitted before the monthly due date and it will include # of 
pages (documents) processed, the applicable base fee of the project and then any pages (documents) 
over the base fee with the amount for the over base volume. 
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II. Attachment F TECHNICAL PROPOSAL APPENDIX 
 
 

Attachment F Section RFP/SOW Section Response Section  Page(s) 
1. Minimum Requirements RFP Section 1.4.2 ITEM 1 – Minimum Requirements 1, 2 
2. Background and Experience SOW Section B ITEM 2 – Background and Experience 3 - 10 

a. Document Center 
Services Company 
Experience 

SOW Section B 
2. About the Document 

Center 

ITEM 2a. Document Center Services 
Experience 

4 

b. Document Center 
Equipment & Software 
Experience 

SOW Section B 
3. Document Center 

Equipment and Software 

ITEM 2b. Document Center Equipment 
and Software Experience  

5, 6 

c. List of Organizations 
performing similar 
services 

RFP 2.3.13 
RFP 2.3.14 

ITEM 2c. List of Organizations which 
you have delivered similar services, 
size, scope, and technical components 

6 

1) How experience is 
relevant to RFP 
Services 

SOW Section B 
RFP Section 1.4.1 
RFP Section 1.4.2 

ITEM 2c-1. Describe how that 
experience is relevant to the services in 
this RFP 

7, 8 

2) Problems, Failures, 
Resolutions & 
Lessons Learned 

SOW Section B 
RFP Section 1.4.1 
RFP Section 1.4.2 

ITEM 2c-2. Describe any problems and 
failures that you encountered in 
delivering your services, how these 
were resolved, and what were the 
lessons learned 

8 - 10 

d. Corrective Actions SOW Section G ITEM 2d. Corrective Actions 10 
1) Publicly Reported 

in last 10 years 
SOW Section G ITEM 2d-1. Disclosures of publicly 

reported formal corrective actions, 
security breaches, and lawsuits under 
previous contracts in the last 10 years 

10 

2) Non-Publicly 
Reported in last 10 
years 

SOW Section G ITEM 2d-1. Disclose any non-publicly 
reported formal corrective actions, 
security breaches, and lawsuits under 
previous contracts in the last 10 years 

10 

3. Approach SOW Section C ITEM 3 – Approach  10 - 24 
a. Detailed Narrative of 

approach to each of  
listed services 

SOW Section C 1.- 11. 
Attachment B Section 12 

ITEM 3a. Detailed narrative of twelve 
services described in Section C of 
Attachment C, Section F of Attachment 
D and sampling approach for Quality 
Assurance 

10 - 22 

1) Inbound Mail 
Handling 

SOW Section C ITEM 3a-1. Inbound Mail Handling 10, 11 



  
 

Phoenix Data Corporation–Corporate Headquarters 
5777 North Post Road • Indianapolis, Indiana 46216-2007  
Phone: 877.732.9595 / 317.354.1187 • Fax: 317.354.1369 • www.phoenixdatacorporation.com 
 

63 

Indiana Family and Social Services Administration 
Document Center Services 
RFP Response #22-71264 

Attachment F Section RFP/SOW Section Response Section  Page(s) 
1. Inbound Mail Handling 

including a., b., i., ii., c., d. 
e.  

2) General Document 
Handling 

SOW Section C 
2. General Document 

Handling including a., b., c., 
d., e. 

ITEM 3a-2. General Document 
Handling 

12 - 14 

3) Return Mail 
Handling 

SOW Section C 
3. Return Mail Handling 

including a., i., ii., b., i., ii., 
c., d. 

ITEM 3a-3. Return Mail Handling 14 - 17 

4) Organization, 
Retention & 
Destruction of 
client non original 
documents 

SOW Section C 
4. Organization Retention & 

Destruction of client non-
original documents 
including a., i., b., i., ii., iii., 
iv., c. 

ITEM 3a-4. Organization, Retention & 
Destruction of client non original 
documents  

17, 18 

5) Processing 
Electronic Data 
Input 

SOW Section C 
5. Processing Electronic Data 

Input (Fax, Network Scans, 
Document Upload) 
including a., b., c., d. 

ITEM 3a-5. Processing Electronic Data 
Input (Fax, Network Scans, Document 
Upload) 

19 

6) Manual Document 
Classification 

SOW Section C 
6. Manual Document 

Classification 
SOW Section D 

ITEM 3a-6. Manual Document 
Classification 

19 

7) Quality Assurance SOW Section C 
7. Quality Assurance including 

a., i., ii., b. 

ITEM 3a-7. Quality Assurance 20 

8) Manual Document 
Handling 

SOW Section C 
8. Manual Document 

Handling including a., b., c., 
d., e., f., g., h., i.  

ITEM 3a-8. Manual Document Handling 20, 21 

9) Facilities and 
Infrastructure 

SOW Section C 
9. Facilities and Infrastructure 

including Contractor 
Responsibility a., b., c., d., 
e., f. and State 
Responsibility a., b., c., d.   

ITEM 3a-9. Facilities and Infrastructure 21 

10) Management SOW Section C 
10. Management including a., 

a., b., c. 
SOW Section E 

ITEM 3a-10. Management 21 

11) SDLC Support SOW Section C 
11. SDLC Support including a., 

b. 

ITEM 3a-11. SDLC Support 21, 22 

b. Describe Processes for 
ensuring compliance 
with defined 
procedures and for PHI 
and PII 

SOW Section C 
SOW Section B.5 
Compliance with Standards & 
Regulatory Requirements 
 

ITEM 3b. Describe the processes you 
will employ for ensuring compliance 
with defined procedures as well as 
privacy and confidentiality 
requirements for PHI and PII 

22 - 24 

4. Transition and Turnover SOW Section D ITEM 4 – Transition and Turnover  24 - 32 
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Attachment F Section RFP/SOW Section Response Section  Page(s) 
a. Describe Plan to 

perform transition and 
turnover 
responsibilities 

SOW Section D Transition  ITEM 4a. Transition and Turnover 
Responsibilities outlined in Section D of 
Attachment C, including the Initial 
Transition and the End of Contract 
Turnover 

24 - 26 

b. Needs from Incumbent 
Vendor 

SOW Section D Transition ITEM 4b. Needs from the incumbent 
vendor as part of transition activities 

27 

c. How to ensure no gap 
in service 

SOW Section D Transition ITEM 4c. How you will ensure there is 
no gap in service 

27 

d. Assumptions for 
Incumbent & State 

SOW Section D Transition ITEM 4d. Assumptions about the 
incumbent and State’s roles and 
responsibilities in the Initial Transition 
Period 

27 

e. Initial Transition Plan SOW Section D Transition ITEM 4e. Proposed Initial Transition 
Plan with a detailed timeline for all 
Initial Transition activities, including 
the proposed start and end date for 
each activity 

27 - 29 

f. How to identify and 
recruit necessary staff 
for Transition 

SOW Section D Transition ITEM 4f.  Describe how you will identify 
and/or recruit the necessary qualified 
staff as part of the Transition, and the 
timing on recruiting, training, and 
onboarding activities 

29 

1) Risk Mitigations 
for recruiting 

SOW Section D Transition ITEM 4f-1. Transition Plan risk 
mitigations for delays in identifying or 
recruiting qualified personnel to fill 
each position and in conducting the 
necessary knowledge transfer 

29 

g. Proposed Turnover 
Plan 

SOW Section D Turnover 
Contract Attachment B clause 
13 (Continuity of Services)  

ITEM 4g. Proposed Turnover Plan with 
a detailed timeline for all Turnover 
activities, including the proposed start 
and end date for each activity 

30 - 32 

5. Compliance with Standards 
& Regulatory Requirements 

SOW Section B.5 
Contract Attachment B, Section 
12 
RFP 2.3.6 

ITEM 5 – Compliance with Standards & 
Regulatory Requirements 

33 - 34 

a. Company’s plan to 
adhere to 
requirements 

SOW Section B.5 
Contract Attachment B, Section 
12 
RFP 2.3.6 

ITEM 5a. Describe your company’s plan 
to adhere to the standards and 
regulatory requirements outlined in 
Section B.5 of Attachment C 

33, 34 

b. Explain how 
compliance can be 
verified 

SOW Section B.5 
Contract Attachment B, Section 
12 
RFP 2.3.6 

ITEM 5b. Explain how above 
compliance can be verified during the 
Contract   

34 

6. Staffing SOW Section E ITEM 6 – Staffing 35 - 51 
a. Confirm Acceptance of 

Staffing Requirements 
SOW Section E 
Section 1. General Staffing 
Requirements  

ITEM 6a. Confirm your acceptance of 
the requirements in Section E of 
Attachment C 

35 

b. Staffing Plan 
description 

SOW Section E 
Section 1. General Staffing 
Requirements 

ITEM 6b. Describe your overall staffing 
plan for the roles and responsibilities 
outlined in Attachment C 

35, 36 
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c. Organizational Chart SOW Section E 

Section 1. General Staffing 
Requirements 

ITEM 6c. Include an organizational 
chart for the proposed project team, 
including the role of any 
subcontractors 

37 

d. How will you maximize 
retention of staff 

SOW Section E 
Section 1. General Staffing 
Requirements 

ITEM 6d. Explain how you will 
maximize retention of staff, including 
any subcontractor staff 

37 - 39 

e. Vital Positions 
Resumes 

SOW Section E 
Section 1. Positions 

ITEM 6e. Provide resumes for all 
individuals in Vital Positions 

39 - 46 

f. Vital Position – how 
each proposed staff 
meets qualifications 

SOW Section E 
Section 1. Positions 

ITEM 6f. For each Vital Position, explain 
how the individual proposed by the 
Respondent meets the listed 
qualifications in Section E of 
Attachment C 

47, 48 

g. Subcontractors  RFP Section 1.21 
RFP Section 2.3.10 

ITEM 6g. Subcontractors 48 

1) Describe role of 
subcontractors 

SOW Section E 
Section 1. General Staffing 
Requirements 

ITEM 6g-1. Describe the role of any 
subcontractors you will utilize for this 
Contract 

49 

2) Your Prior 
Experience with 
each 
subcontractor 

SOW Section E 
Section 1. General Staffing 
Requirements 

ITEM 6g-2. Indicate your prior 
experience with each subcontractor 

49 

3) Subcontractor 
experience as 
related to contract 
scope 

SOW Section E 
Section 1. General Staffing 
Requirements 

ITEM 6g-3. Describe their experience 
and expertise as it relates to 
supporting the Contract scope 

49 - 51 

7. Service Levels and KPIs SOW Section F ITEM 7 – Service Levels and KPIs 51 - 59 
a. Confirm acceptance of 

all requirements  
SOW Section F ITEM 7a. Confirm your acceptance of 

the requirements in Attachment C 
Section F as written 

51 - 53 

b. Identify, Prioritize & 
Communicate 
Problems 

SOW Section F 
Section 2. Key Performance 
Indicators including a., b., c., d., 
e. 

ITEM 7b. Describe your process for 
identifying, prioritizing, and 
communicating problems that are 
contributing to a failure to meet 
performance standards 

53 - 56 

KPI 1a SOW Section F 
Section 2. Key Performance 
Indicators – Performance 
Standard Metric Table  

KPI 1a—Document Scanning and 
Processing—90% of documents are 
scanned, indexed and entered into the 
database on the same business day of 
receipt by the Document Center if 
documents are received prior to 7:15 
pm EST 

53 

KPI 1b SOW Section F 
Section 2. Key Performance 
Indicators – Performance 
Standard Metric Table 

KPI 1b—90% of documents are 
scanned, indexed and entered into the 
database by Noon EST of the following 
business day if received after 7:15pm 
EST 

53, 54 

KPI 1c SOW Section F 
Section 2. Key Performance 
Indicators – Performance 
Standard Metric Table 

KPI 1c—100% of documents scanned 
within two business days of receipt by 
the Document Center.  Any 
documentation that has been 

54 
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requested to be re-scanned will be 
measured again this criterion based on 
the “date of rescan” request 

KPI 2 SOW Section F 
Section 2. Key Performance 
Indicators – Performance 
Standard Metric Table 

KPI 2—Document Classification 
Quality—At least 98% of all manually 
classified documents shall be classified 
correctly 

55 

KPI 3 SOW Section F 
Section 2. Key Performance 
Indicators – Performance 
Standard Metric Table 

KPI 3—99.9% of the captured data that 
has gone through quality assurance 
(KFI QA) will meet or exceed this error 
percentage objective around accuracy 
of data entries, legibility, and accuracy 
of page counts 

55, 56 

KPI 4 SOW Section F 
Section 2. Key Performance 
Indicators – Performance 
Standard Metric Table 

KPI 4—Returned Mail Handling—95% 
of documents are returned within 72 
business hours after processing 

56 

c. For Each KPI, explain 
how the data for 
service level is 
collected and reported 

SOW Section F 
Section 2. Key Performance 
Indicators including a., b., c., d., 
e. 

ITEM 7c. For each enumerated KPI, 
explain how the data for the service 
level will be collected and reported and 
how you propose to meet or exceed 
the thresholds for compliance 

57 - 59 

KPI 1a SOW Section F 
Section 2. Key Performance 
Indicators – Performance 
Standard Metric Table 

KPI 1a—Document Scanning and 
Processing—90% of documents are 
scanned, indexed and entered into the 
database on the same business day of 
receipt by the Document Center if 
documents are received prior to 7:15 
pm EST 

57 

KPI 1b SOW Section F 
Section 2. Key Performance 
Indicators – Performance 
Standard Metric Table 

KPI 1b—90% of documents are 
scanned, indexed and entered into the 
database by Noon EST of the following 
business day if received after 7:15pm 
EST 

57 

KPI 1c SOW Section F 
Section 2. Key Performance 
Indicators – Performance 
Standard Metric Table 

KPI 1c—100% of documents scanned 
within two business days of receipt by 
the Document Center.  Any 
documentation that has been 
requested to be re-scanned will be 
measured again this criterion based on 
the “date of rescan” request 

58 

KPI 2 SOW Section F 
Section 2. Key Performance 
Indicators – Performance 
Standard Metric Table 

KPI 2—Document Classification 
Quality—At least 98% of all manually 
classified documents shall be classified 
correctly 

58 

KPI 3 SOW Section F 
Section 2. Key Performance 
Indicators – Performance 
Standard Metric Table 

KPI 3—99.9% of the captured data that 
has gone through quality assurance 
(KFI QA) will meet or exceed this error 
percentage objective around accuracy 
of data entries, legibility, and accuracy 
of page counts 

58, 59 
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KPI 4 SOW Section F 

Section 2. Key Performance 
Indicators – Performance 
Standard Metric Table 

KPI 4—Returned Mail Handling—95% 
of documents are returned within 72 
business hours after processing 

59 

8. Other  ITEM 8 – Other 59 - 60 
Confirm understanding and 
agreement of provision in 
Section G 

SOW Section G ITEM 8a. Please confirm your 
understanding of, and agreement with, 
the provisions in Section G (Corrective 
Actions and Payment Withholds) of 
Attachment C 

59 

Confirm understanding and 
agreement of provision in 
Section H 

SOW Section H ITEM 8b. Please confirm your 
understanding of, and agreement with, 
the provisions in Section H (Reporting) 
of Attachment C 

60 

Confirm understanding and 
agreement of provision in 
Section I 

SOW Section I ITEM 8c. Please confirm your 
understanding of, and agreement with, 
the provisions in Section I (Billing and 
Invoicing) of Attachment C 

60 
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