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STATE OF OKLAHOMA CONTRACT WITH CENTRAL RESEARCH, INC.

This State of Oklahoma Statewide Contract (“Contract™) is entered into between the State of Oklahoma by
and through the Office of Management and Enterprise Services (“State”) and Central Research Inc.
(“Supplier”) and is effective as of the effective date set forth on a properly issued purchase order or, if no
effective date is listed, the date of last signature (“Effective Date™).

Purpose

The State is awarding the Contract to Supplier for the provision of purchasing Call/Contact Center Staffing
and Management services for various State agencies, as more particularly described in certain Contract
documents. The Supplier requested no exceptions and no additional terms. This Contract document
memorializes the agreement of the parties with respect to terms of the Contract that is being awarded to
Supplier.

Now, therefore, in consideration of the foregoing and the mutual promises set forth herein, the receipt and
sufficiency of which are hereby acknowledged the parties agree as follows:

1. The parties agree that Supplier has not yet begun performance of work under the Contract. Upon
full execution of the Contract, Supplier may begin work. Issuance of a purchase order is required
prior to payment to a Supplier.

2. The following Contract Documents are attached hereto and incorporated herein:

2.1. Solicitation, Attachment A;

2.2. General Terms, Attachment B;

2.3. Statewide Terms, Attachment C;

2.4, Information Technology Terms, Attachment D;
2.5. Price, Attachment E-1

2.6. Response to Specification, Attachment E-2

3. The parties additionally agree:

3.1. Except for information deemed confidential by the State pursuant to applicable law,
rule, regulation or policy, the parties agree Contract terms and information are not
confidential and are disclosable without further approval of or notice to Supplier.
The State agrees to maintain the PII found in any resumes and the financial
information found in Supplier’s bid as confidential. No other information requested
to be held confidential was deemed confidential by the State.
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3.2 To the extent any term or condition in any Contract Document, including via a
hyperlink or uniform resource locator, conflicts with an applicable Oklahoma
and/or United States law or regulation, such term or condition is void and
unenforceable. By executing any Contract Document which contains a conflicting
term or condition, the State or Customer makes no representation or warranty
regarding the enforceability of such term or condition and the State or Customer
does not waive the applicable Oklahoma and/or United States law or regulation
which conflicts with the term or condition.

4, Any reference to a Contract Document refers to such Contract Document as it may have been
amended. If and to the extent any provision is in multiple documents and addresses the same or
substantially the same subject matter but does not create an actual conflict, the more recent provision
is deemed to supersede earlier versions.

STATE OF OKLAHOMA CENTRAL RESEARCH, INC.
by and through the

OFFICE OF MANAGEMENT AND

ENTERPRISE SERVICES

By: M%%% By: ?D/Wé:}:? I, Pearborn
Name: AManda Otis Name: PHilip Dearborn

Tite:  State Purchasing Director Tifle:  General Counsel, Sr. VP

Date: Aug 12,2024 Date:  August9, 2024
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ATTACHMENT A
SOLICITATION NO. 0900000546

This Solicitation is a Contract Document and is a request for proposal in connection with the
Contract awarded by the Office of Management and Enterprise Services (OMES) Information
Services Division (ISD) as more particularly described below. Any defined term used herein but
not defined herein shall have the meaning ascribed in the General Terms or other Contract
Document.

PURPOSE

The Contract is awarded as a statewide contract for a Call/Contact Center Staffing and
Management services for various State agencies. OMES’s mission is to enhance Oklahoma's
citizen experience in responsive communications by having a dedicated Call/Contact Center that
is managed as a complete solution.

1. Contract Term and Renewal Options
The initial Contract term, which begins on the effective date of the Contract, is one year
and there are four (4) one-year options to renew the Contract.

2. Scope of Work
Certain Contract requirements and terms are set forth below as Exhibit 1.

Certain Contract requirements and terms are set forth below as Exhibit 2.
Certain Contract requirements and terms are set forth below as Exhibit 3.

Certain Contract requirements and terms are set as Exhibit 4 — Pricing.



EXHIBIT 1

L. The Supplier must provide the staffing, consulting, and management as determined by the
Customers procuring services based on their specific business needs. When a need is
identified, a Statement of Work with Customer specific business requirements and
technical specifications will be created by the Customer and sent to the Supplier.
Business specific requirements will address operational workflows, detailed system
interface requirements, a customization/configuration traceability component and provide
for the testing and documented results required by each Customer.

1L This Contract will provide Call/Contact Center services with world-class support for
various Customers. These services include but are not limited to:

1. Inbound and Outbound Live Operator Services

2. Service or Product Information

3. Scripted Information Dissemination

4. Data Entry of Application/Form Information into State or Contractor Database

5. Mailing and Fulfillment Services

6. Bilingual Service — Spanish/English/

7. Voice Mail

8. Automatic Call Distributor (ACD)

9. Interactive Voice Response (IVR)

10. Email Correspondence

11. Call Center Overflow Capabilities

12. Handling Surveys & Questionnaires

13. Managed Services in which hardware and software are dedicated to a particular
customer and run on that customer’s premises or third-party data center but are
managed by a third-party service provider.

I1I. Customer Responsibilities

1. The Customer will provide the initial training documentation and ongoing
support from the subject matter experts.

2. The Customer will provide secure access to the Nice CXOne statewide platform.

3. The Customer will provide secure remote access to all required Customer Service

Systems.
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