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Call Center Services - Catastrophe Only

Topic

This Action Item seeks Board approval to enter into contracts with ten (10) Business Process Outsourcing
(BPO) vendors to provide catastrophe (CAT) response call center services. The vendors will be added to the
current panel of six (6) vendors to help meet surges in call volume following CAT events.

History

Citizens uses a business process outsourcing model to augment its contact center staff and enable
scalability for CAT responses. Citizens currently has six (6) vendors (one primary and five contingents) to
provide daily first notice of loss Call Center support and on-demand call center services during CAT events.

CAT response call center services typically involve assisting customers with filing a first notice of loss or
assisting with basic claim inquiries. As time is of the essence in a CAT response, vendor support needs to
be prepositioned, with vendor staff ready to begin taking inbound calls within 72-hours of a declared CAT
event.

Current labor market conditions are impacting the ability of call center vendors to recruit and retain talent.
This could limit the ability of the current “CAT Only” BPO vendors to adequately staff inbound calls during a
CAT event. To proactively mitigate this risk, Citizens released a request for proposal to obtain additional
contingent vendors to expand market access. Fifteen (15) vendors submitted responses and (10) were
deemed qualified to receive a contingent contract award. Activation of services occurs in preparation for a
CAT response, at which time vendors are selected from the panel of vendors based on capacity, speed to
scale, and pricing considerations.

Due to the variability with catastrophe response efforts, all pricing offers serve as maximum market rates
which can be negotiated downward prior to any activation. Call center services are considered on-demand
support; no payments are due to any vendor until Citizens authorizes a formal activation to support a
catastrophic event. Citizens cannot guarantee how many assignments or volume of work, if any, will be
made to a vendor.

The awarded vendors are (in ranked order):

1. Deloitte Consulting LLP

2. Innovative Emergency Management, Inc
3. Inktel Government BPO Services

4. Direct Interactions, Inc

5. Tele Network dba OneSupport

6. Tyme Global Technologies LLC

7. Activus Connect

8. Cortex Health Inc

9. UniFi Management, LLC

10. Crawford and Company
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No additional spend authority is being requested at this time. If approved by the Board, these contracts will
be managed within the previously established spend authority of $6,951,826 approved at the December 16,
2020 Board of Governors Meeting under the Action Item for Business Process Outsourcing (BPO) — Call
Center Services. Of the initial contract authority, $6,650,583.25 remains.

Recommendation

If approved at its March 2, 2022 meeting, the Consumer Services Committee recommends that the Board of
Governors:

a) Authorize the Call Center Services — Catastrophe Only contracts with ten (10) vendors for an initial
term of one (1) year and three (3), one (1) year renewal periods, for an amount not to exceed the

previously approved amount of $6,951,826 and with no additional funding requested at this time
and,

b) Authorize staff to take any appropriate or necessary action consistent with this Action Item.
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