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The purpose of this section of the RFP is to describe the duties and responsibilities of the prospective
Contractor and to pose questions for the Offeror’s response to carrying out those duties and
responsibilities.

The Offeror’s Technical Proposal must contain responses to all questions in this Section in the order and
format specified. Offerors may not include any cost information in the technical portion of their
Proposal including exhibits or attachments. Offerors’ proposed performance guarantee responses
including fee amounts to be put at risk are not considered to be cost information and therefore should be
stated in the Offeror’s Technical Proposal.

The Technical Proposal will be evaluated based on the Offeror’s responses to the questions contained in
this section of the RFP. The evaluation of all Proposals and the selection of the Successful Offeror shall
be based only upon the Offeror’s proposal regarding the duties and responsibilities set forth in the RFP.

In this section, the Offeror must demonstrate that it has the experience and expertise to provide the
required services for the implementation and administration of the Dependent Eligibility Audit Services.

1. Executive Summary

The Offeror must submit an Executive Summary outlining its capability to provide the Project Services
required by this RFP. The Executive Summary must include:

a. The name and address of the Offeror’'s main and branch offices and the name of the senior
officer who will be responsible for this account;

Main Office:

ADP

One ADP Boulevard
Roseland, NJ 07068-1728

Regional Office - Supporting Dependent Eligibility Audit Services:
ADP Benefit Services

2835 South Decker Lake Drive

Salt Lake City, UT 84119

Senior Officer: Roger V. Sybrowsky, Division Vice President and General Manager

b. A description of its understanding of the requirements presented in the RFP and the
Department’s objectives as well as how the Offeror can assist the Department in accomplishing
its objectives;

We understand the New York State Department of Civil Services seeks to perform a dependent
eligibility audit of the 557,870 spouses and children pertaining to approximately 326,000
employees enrolled in the Empire and HMO health plans. In 2007, the Department incurred more
than $1,800,000,000 in medical and prescription drug claim costs plus premiums for the members
in the insured plans. In all likelihood, the 2008 costs will trend to nearly $2,000,000,000. To that
end, the projected 2008 per-capita dependent costs will be approximately $3,600 in 2008 and
nearly $4,000 in 2009 for the members in the Empire Plan.

ADP’s Response to New York State Department of Civil Service
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Through our dependent eligibility industry relationships, we understand a dependent eligibility
audit was recently completed by a New York state county government. The results of this
particular audit confirm that the Department should be able to remove between 28,000 and
56,000 ineligibles, plus additional ineligibles in the HMO and student plans. While we recognize
the Department plans to use historical claims data as well as premium reductions to understand
its actual savings, using the 2009 per capita cost of $4,000, the Department can save as much as
$104,000,000 to $208,000,000 (gross) in the first completed plan year. Chart 1 illustrates the
three-year projected savings based on per capita costs.

Over a three-year period, the Department has the opportunity to save between $345,000,000 and
$690,000,000 (gross). However, assuming the actual claim costs and premium shifts are much
lower, a more conservative savings estimate range is $26,000,000 to $52,000,000 in the first plan
year.

Given the materiality of the anticipated savings in conjunction with dependent eligibility audit
industry costs, the Department has a genuine opportunity to enjoy a compelling ROI consistent
with the ROI requirements cited in the RFP. The ROI potentially could double should the
Department choose to expand the dependent eligibility initiative into broader eligibility auditing
opportunities, such as point-in-time eligibility and non-subscriber eligibility auditing. Three-year
savings projections including dependent, point-in-time and non-subscriber eligibility auditing are
illustrated in Chart 2.
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3-Year Projected Savings - DEA Plus Eligibility Auditing
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Point-in-time and non-subscriber eligibility auditing includes the following types of erroneous
claim payments:

m  Pre-waiting period.

m Beyond termination date.

m  Beyond COBRA expiration date.

m  Noton census.

m  Mystery.

m  Duplicate ID (insured plans only).

m Ineligible.

m  Not covered — single coverage only.

m  Not covered — employee + spouse only.

m  Not covered — employee + children only.

These audits would be performed for both medical and prescription drug claims. The State of NY

has the unique opportunity to join other states who have successfully audited eligibility and
recovered millions of dollars.
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In order to meet its dependent eligibility audit objectives, the Department seeks to employ a two-
phased approach comprised of 1) an amnesty period and 2) an audit. Due to its size and
complexity, the Department needs an industrial strength partner because the Department has:
m 368 NYS agencies.

m 92 participating employers.

m 800 participating agencies.

m 11 State collective bargaining units.

m 5 State non-represented groups.

m 326,000 plus employees with at least one dependent.

m 567,000 plus dependents.

ADP not only has the dependent eligibility auditing expertise but also provides the comfort and
safety of a multi-billion dollar, publicly traded partner with the requisite infrastructure to meet the
Department’s business goals and objectives. For example, in 2007 ADP has:

m  Served more than 50,000,000 employees.

m  Paid more than 32,000,000 employees.

m  Partnered with over 579,000 clients.

m  Generated $8,000,000,000 in revenue.

m  Maintained a 96 percent customer retention rate.

m Printed and mailed out more than 10,100,000 pieces of mail.

m  Taken phone calls from over 2,400,000 employees and family members.

m Imaged more than 45,700,000 documents.

m  Partnered with clients for over 55 years.

Moreover, because of the individual characteristics and cultures of each of the participating

employers and agencies, the Department needs a partner that is accustomed to supporting
numerous customers as its individual businesses.

Given the size and complexity of this opportunity as well as the decentralized nature of the
agencies and employers, ADP is prepared to provide dependent eligibility auditing services for
any combination of participating entities. To that end, the Department can either do the entire
population during the same time frame or opt to do the audit in a phased or targeted manner.

A targeted approach would enable the State to focus on a particular population(s), such as
spouses or and a phased approach would enable the State to focus on logical groups of
employees such as those in the same collective bargaining unit, agency or employer. An
incremental approach focusing on the large workforce blocks could further help attain “quick
wins.” More specifically:

m  Correctional Services 31,973
m  Mental Retardation — Medicaid 22,569
m  State University 40,632
m  Transportation 10,249
m  City University 11,445

ADP’s Response to New York State Department of Civil Service
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Again, the advantage to performing the audit in a phased or targeted manner would enable our
collective team to enjoy “quick wins” (with a lower risk) and equally important, enable us to build a
composite profile of confirmed ineligibles. This composite profile would then be used in
subsequent audits to further increase the ROI vis-a-vis reducing the audit population by focusing
on higher risk members.

Regardless of the approach one particular critical success factor is effectively communicating with
the Department’s employees and their respective family members. ADP is uniquely qualified in
the public sector because ADP has experience with all types of government employees working
in municipal, county and state governments. In fact, ADP has over 3,000 public sector clients.
ADP’s public sector experience will enable the Department to “hit the ground running” and further
ensure proper handling of member questions and concerns. In order to optimize program
participation, we will design program announcements and letters to generate high response rates.
Moreover, our agents are skilled at helping members get accurate answers to their respective
concerns and questions in order to drive complete and accurate responses.

A second critical success factor is the ability to validate the actual savings both throughout as well
as at the end of the project. Based on our knowledge of public sector dependent audits, we
recognize that the majority of confirmed ineligibles are comprised of grandchildren, children and
college students and the minority of confirmed ineligibles are spouses. Since spouses are higher
utilizers of the health plan it is essential the claim-based and premium-based savings analyses
are accurate. To that end, our team will provide savings estimates based on actual confirmed
ineligibles, not per capita estimates. Not only will this help manage expectations, but will provide
additional assurance that the payors, such as Empire, UnitedHealthcare and Caremark are
providing accurate claim savings for each confirmed ineligible.

A third critical success factor is understanding the laws of New York State. As America’s leading
employer services outsourcing companies, our legal and tax teams are always current with the
State and Federal law. For example, New York State does not recognize common law
marriages. This is important because the majority of the claims based savings will be derived
from spouses since spouses are older than children. To that end, ADP understands how
employees try to “beat the system” and has methods for ensuring ineligible spouses do not
continue to stay on the plan. Another relevant NYS law pertains to wage garnishments. In the
event management plans to recover payments from confirmed ineligibles, the Department must
be aware the potential will be compromised since employees must provide permission to garnish
wages.

A fourth critical success factor is practical creativity. While our proposal provides a traditional
approach consistent with the dependent eligibility auditing industry we welcome the opportunity to
present other high ROI approaches that will enable the Department to meet its requirements. For
example, data mining technology when used in conjunction with external data can be used as a
laser focus for identifying dependents having a high likelihood of being ineligible.

While ADP would be delighted to facilitate 100 percent of the amnesty period as well as conduct
100 percent of the actual audit for the entire population, our flexible approach and pricing allows
us to provide our services for any combination of NYSHIP participating public employers and
public agencies. ADP would be happy to discuss options with management at its instruction to do
SO.

ADP’s Response to New York State Department of Civil Service
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Given the materiality of this healthcare cost containment initiative, we appreciate the opportunity
to respond to the New York State Department of Civil Service Request for Proposals for
“Dependent Eligibility Audit Services.” We believe that Automatic Data Processing (ADP) is
uniquely qualified to provide the Department with exactly what it needs, a partnership with a
vendor that can:

m  Provide the financial strength and a proven track record to deliver comprehensive and flexible
Dependent Eligibility Audit Services, thus ensuring a scalable solution that will fit now and
into the future.

m  Deliver Dependent Eligibility Audit Services while guaranteeing a strong return of investment
to the Department, thus ensuring robust cost savings.

m Bring a best practices approach to Dependent Eligibility Audit Services, thus ensuring a
consultative partnership with the Department as it maneuvers through a new area of cost
containment.

m  Place service at the forefront, thereby ensuring service levels that meet the expectations of
the Department and State employees, even while eliminating costs.

m  Provide Dependent Eligibility Audit Services in a fully compliant manner, thus ensuring that
the Department is in accordance with regulatory statutes.

Financial stability & proven track record to deliver a flexible DEAS solution

In addressing the requirements set in the RFP, paramount is that ADP has the financial strength
and proven track record to deliver Dependent Eligibility Audit Services in the manner that the
Department seeks. ADP is a publicly owned company with over $8 billion in annual revenue and
46,000 associates. We are one of only four U.S. companies with an AAA bond rating. As a result
we can offer the Department software and service enhancements; the flexibility to reinvest in new
technologies; and financial reserves that will insulate the Department from the business
disruptions associated with natural disaster, staff shortages, and technology failure.

Since the company’s founding in 1949, ADP has emerged as one of the largest independent
computing, data communications, software, and information services organizations in the global
marketplace. ADP is best known as the nation’s foremost benefits, HR, payroll, and tax filing
provider. In fiscal year 2007, ADP served more than 560,000 employers worldwide; paid nearly
33 million workers in more than 30 countries — including one in six workers in the United States;
and moved more than $1 trillion in client payroll taxes, direct deposits, and related funds in the
United States and Canada.

ADRP is also local and is personally committed to the State of New York and to the public sector.
ADP offices and support staff are right here in New York State, with over 1,100 employees
serving complex clients - including Citigroup, MetLife, Deloitte & Touche, Xerox & Delaware North
- and their communities. Also, we have over 3,000 public sector clients, including the State of
Michigan, the State of Delaware, and the State of Georgia.

ADP’s National Account Services, the unit within ADP that will provide Dependent Eligibility Audit
Services to the Department, delivers benefits, HR, payroll, and related services to hundreds of
large employers with more than 1,000 employees. Since effectively managing the operations of a
large, complex entity requires flexibility and control, ADP NAS offers a full suite of products and
services designed to meet our clients’ specific needs. We design solutions that are scalable to fit
now and into the future.

ADP’s Response to New York State Department of Civil Service
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It is with this focus as well as our financial strength and benefits experience, that ADP has
structured a Dependent Eligibility Audit solution that will meet the Department’s needs. For
example, we are fully prepared to partner with the Department to begin providing this service as
part of the amnesty period (not to exceed 60 days beginning in fiscal 2008-2009) and then to
commence the audit. Or, if the Department opts to facilitate the amnesty period itself, we are
prepared to work with the Department in a consultative role and then commence the audit. In
addition, we have reviewed the technology interfaces and process requirements outlined in the
RFP, and we are prepared to support them.

ADP will guarantee a robust ROl

ADRP is fully prepared to deliver substantial savings. We will guarantee a minimum 3:1 ROl for
the amnesty/audit services, or a 1:1 if we are asked to do the audit only. Our experience with
other clients, as well as our evaluation of the information provided in the RFP, allows ADP to
provide a competitive fee while guaranteeing the Department robust savings.

ADP will deliver a best practices approach

Our experience enables us to provide clients with access to human capital management and
administration best practices that help clients meet the challenges of changing environments and
shrinking budgets. The outsourcing model we provide the Department will be a system, process,
and service philosophy that will remain flexible over the life of our partnership. It will ensure a
successful, on-time implementation because our core competency is our own solutions. It will
result in highly positive results for both the amnesty period and the audit. Why do we guarantee
this? Because we have developed a time-honored approach to communicating with both
employees and clients. In addition, we bring creative ways for using our extensive breadth of
technology to completing audits. For example, we will reach State employees through a web-
based, automated, and track-able system for completing audits.

ADP will quarantee service meets expectations

ADP is a partner that exemplifies service delivery. That is why we retain more than 92 percent, of
clients and remain with us on average over 20 years. ADP will guarantee Department and State
employees a service that will meet all the expectations outlined in the RFP, and we will support
this guarantee by putting fees at risk.

ADP will guarantee compliance

Obviously, risk mitigation is one of the most important considerations for public sector
organizations like the Department. Our job at ADP is to ensure that we deliver on-time, on-
budget, accurate service, while maintaining compliance with government regulations. Historically
ADP has been used by both the public sector and commercial organizations to maintain a
secondary level of transparency. Many courts and state governments have enlisted ADP to
ensure that local, state, and federal practices are being properly administered and fulfiled. ADP’s
business model ensures that organizations stay in compliance, lowering risk for the organization,
the administration, and associated political officials. With this in mind, ADP will guarantee the
Department that our Dependent Eligibility Audit Services is fully compliant with HIPAA and the
regulatory environment.

Throughout this response, we will communicate to the Department that you will enter into a

partnership with a vendor that will bring extraordinary value, commitment and expertise...and if
you do, we look forward to partnering with you for years to come.

ADP’s Response to New York State Department of Civil Service
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c. An explanation of which functions will be performed by the Offeror and which functions, if any, will
be subcontracted.

ADP will provide all functions supporting a comprehensive Dependent Eligibility Audit Services, to
include:

Strategic account management.

Implementation planning and kickoff for Dependent Eligibility Audit Services.

Establishing and leading all implementation meetings, including agendas and meeting notes.
Establishing and managing a project plan for the implementation of the project goals.
Completing a thorough implementation interview of the client’s requirements for the audit.

Completing all documentation — business requirements, letter samples and report samples,
and providing to the client for signature.

Completing any and all change controls that are a result of customizations required for the
success of the dependent audit implementation and audit process.

All implementation system set up and testing the system, letters, and reports.
All print and fulfillment of audit letters will be completed by ADP’s distribution center.

ADP’s solution center will assist employees during a 10-hour timeframe that best suits the
client’s time zone in between 8:00 a.m. and 8:00 p.m. Eastern time.

Training for the ongoing processing team and the solution center.

ADP’s imaging services that will accept all inbound mail and fax from employees for imaging
and storage of the proof materials returned for the audit.

ADP dependent audit Operations that includes a team of dedicated dependent audit
processors trained to review and respond to all proof submissions sent by employees.

ADP’s data center which will automate the reporting function that will automatically send the
weekly reporting to the Department of the audit’s progress.

2. General Qualifications of the Offeror

a. Duties and Responsibilities

(1) The Offeror must provide the name and contact information for at least three large complex
clients (complex client is defined as having various distinct employee groups offering eligibility to
members other than the enrollee, the enrollee’s legal spouse and their natural or adopted
dependent children (for example domestic partners, disabled dependents or dependent
survivors)) with more than 100,000 covered lives to which the Offeror has provided DEAS within
the last three years.

(2) The Offeror must have the experience, reliability and integrity to ensure that the Department’s
needs are addressed in a cost effective manner consistent with the terms of the Offeror’s
proposal.

(3) The Offeror must meet all the requirements of the Department set forth in the RFP.

ADP’s Response to New York State Department of Civil Service
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b. Questions

(1) Provide name and contact information for at least three large complex clients with more than
100,000 covered lives to which you have provided DEAS within the last three years.

At this time, ADP’s DEAS client base does not include clients with more than 100,000 covered
lives; however, ADP’s client base consists of a significant number of Fortune 1000 companies
and large public-sector organizations with significant complexity. Therefore, we are more than
confident in our ability to deliver this solution to the Department. We believe that the Department
would be justified in looking beyond this requirement and we look forward to discussing our
experience, plan of action and cost savings with Department.

(2) Describe your experience providing DEAS as described in this RFP for those three large clients.
Include the timetable for conducting each client’s dependent eligibility audit, adherence to the
schedule (e.g. was it implemented and completed on time?), and any issues that arose during the
audit and an explanation of how those issues were resolved.

ADP’s experience in providing dependent audits illustrates that an in-depth needs analysis
followed by the design of a customized solution and implementation, followed by ongoing
strategic account management are key. Our process requires that we first sit down with a client
and define what they need and how they want to accomplish it. We make recommendations, and
then work with the client to design a solution. Once goals and objectives and plan design are set,
we move to implementation. Our implementation methodology includes:

m  Project scope documentation.

m  Project plans.

m  Agendas and meeting notes.

m Issues log (if needed).

m  Status reports.

Complex clients often have unique requirements that are determined necessary in order to create
a successful audit for their population. For these clients, requirements have included:

m Tailoring the audit to be coordinated with open enrollment activities so employees can
disenroll dependents and so new dependents added during open enroliment can be included
in the audit.

m  Custom communications, including:
e Additional inserts.
e Client-specific stationary or other materials.
e Managing delays that affect the project timeline.
e Changes to the team.

m  Changes to benefits eligibility rules that impact the audit population that occur after
programming.

m  Acquisitions occurring during the audit.

ADP’s Response to New York State Department of Civil Service
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(3) Describe how the Offeror will meet the requirements of the Department set forth in the RFP.

ADP’s Dependent Eligibility Audit Services solution provides the Department with an automatic
way to audit the employee population without any of the hassle. Dedicated professionals act on
the Department’s behalf and request proof of dependent status.

ADP sends letters to all active employees who have enrolled dependents in benefits coverage to
request documentation that substantiates each dependent’s eligibility. Employees have a period
of time (the audit period) to submit documentation. If documentation is not submitted within the
audit period, coverage for their dependent(s) can be terminated. ADP images all documentation,
and produces a standard report for the Department’s benefits team to review so they can
determine whether to terminate coverage. Our solution also includes customer service support to
answer employee questions about the audit.

The solution is flexible to meet the Department needs. For example, the Department, through
this RFP is requesting a one-time amnesty and/or audit; however, ADP also can perform these
services on an ongoing basis. Available services include:

m  fFull dependent audit. Audit all employees who have dependents enrolled in your benefit
plans. This option is available with or without an amnesty period.
m  Dependent add audit. Audit new hires or newly added dependents at annual enroliment.

m  Full-time student audit. Audit the current status of all dependents currently flagged as full-
time students.

m  Overage dependent audit. Audit all dependents reaching the maximum age for dependent
coverage and request verification of student status or disability.

m  family status change audit. Audit all family status changes (e.g., marriage, divorce, birth,
etc.,) to add or drop dependents from coverage.

m  Special event audit. Audit a special group or population (e.g., domestic partners, mergers,
acquisitions).

Functionality: Core services

The core ADP Dependent Eligibility Audit Services solution includes:

Applying employee and dependent indicative data to the system. An employee indicative file
is created, sent, and loaded to ADP’s dependent audit solution. The file contains basic active
employee and dependent data, as well as specific event or coverage information, for the type of
audit the Department has selected. You provide this data electronically at an agreed-upon
frequency.

Producing initial audit letters. ADP generates the initial audit letters and mails them to the
applicable employees. The employee is requested to submit proof of his or her dependent’s
status within a specified period of time. The initial letter displays the Department’s logo and
specific text in designated sections of the standard letters.

Follow-up letters. ADP produces follow-up letters to remind those employees who have not
responded to the audit. This process offers a second opportunity to reach the employee and
provides the employee with a reminder they need to complete the audit within the given time
frame.

ADP’s Response to New York State Department of Civil Service
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Processing documentation received. Employees submit substantiation of dependent status
directly to ADP’s imaging system. ADP dependent audit processors review the substantiation to
ensure it meets with the definition of acceptable documentation. ADP images all proof received
and stores it within our solution. ADP updates the employee’s record within our solution to
indicate that proof was received. The original paper documentation is securely destroyed within
ADP’s facility after 45 days. All imaged documentation is kept for a minimum of seven years.

Generating confirmation of proof received. Once the employee’s proof is approved, he or she
receives an approval letter that the proof was received and validated. If proof is received but it is
incomplete or unacceptable, ADP generates a letter to notify the employee that accurate or
additional information is still needed to successfully complete the audit.

Closing the audit. Based on the duration of the audit, ADP’s solution automatically ends the
audit period and creates reports for the Department to review. The reports list those employees
who passed the audit, those employees who failed the audit, and those employees who did not
respond within the audit time period.

Dropping dependents from coverage. ADP produces a summary report that the Department’s
resources can use to determine if a dependent should be dropped from coverage (as well as any
applicable COBRA coverage needed). The Department is responsible for dropping the ineligible
dependents from coverage in your health and welfare system of record. ADP recommends that
an additional attempt be made to confirm if there are extenuating circumstances that may have
prevented an employee from completing the audit before dependent benefits are dropped.

Functionality: optional services

ADP Dependent Eligibility Audit Services solution also includes an amnesty service which we
would highly encourage the Department to outsource. If the Department opts for this service,
ADP would:

Support the amnesty period and integrate it with the audit. An amnesty period will enable
the Department to allow employees to drop ineligible dependents prior to the start of the official
audit period — without having a qualified family status change event. A letter can be sent to the
employee identifying the amnesty period and what action the employee should take to remove an
ineligible dependent from coverage. ADP recommends that the Department include information
regarding Eligibility Definition from the Summary Plan Description to assist the employee with
understand the rules regarding dependent eligibility. ADP will partner with the Department to
create the right message to send to the Department’s employees.

Reporting

ADP provides the Department with a weekly electronic report that summarizes the audit results to
date. The reports ADP will provide the Department are in agreement with the requirements
outlined in the RFP.

ADP’s Response to New York State Department of Civil Service
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Competitive advantages

ADP’s comprehensive services — coupled with our automated audit flow — will help the
Department reduce health care costs by eliminating ineligible dependents from coverage. Our
solution includes:

m  Annual or ongoing audits that support flexible choices so that the Department can select the
right type of audit it requires

m Customized/standardized letters and employee communications provide your employees with
clear communication regarding the exact type of documentation needed.

m  Solution center that supports employees questions, through a staff trained to handle this
solution.

m  Concise summary results that assist the Department in decision-making.

ADP’s Response to New York State Department of Civil Service
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The Department is seeking DEA services that include the collection and review of dependent proofs to
support a dependent’s eligibility under NYSHIP, and reporting back to the Department the results of the
review. A one-time amnesty period not to exceed 60 days will be offered to enrollees to provide an
opportunity for enrollees to remove ineligible dependents on a current basis, without penalty.

Project Services required by the Department are as follows:

1.

Project Management Team

The Department requires the Offeror to have a knowledgeable, experienced project manager and an
experienced team in place that have the responsibility, authority and integrity to command the appropriate
resources necessary to deliver the Project Services required by the Department.

a. Duties and Responsibilities

(1)

(2

(3)

(4)

(%)

The Offeror must maintain an organization of sufficient size with the skills and experience
necessary to administer, manage, and oversee all aspects of the DEAS during implementation
and operation.

The Offeror’s assigned project management team must be experienced, accessible and
sufficiently staffed to provide timely responses (1 business day) to administrative concerns and
inquiries posed by the Department, and other users designated by the Department, for the
duration of the contract to the satisfaction of the Department.

The Offeror must propose a Project Manager who will be available full time for the entire term of
the DEAS project. The Project Manager must possess at least three (3) years experience serving
as a project manager. The Offeror must advise the Department immediately if replacement of the
Project Manager is contemplated during the term of this project.

The Project Manager for the Offeror may not be removed or replaced by the Offeror without the
written consent of the Department. Further, the Department shall have the right to ask the Offeror
to substitute the Project Manager with another individual of equal or greater relevant experience.

The Offeror’s assigned project management team must immediately notify the Department of
actual or anticipated events impacting the delivery of services to the Department and present
options available to minimize or eliminate the impact of those events on the delivery of DEAS.

b. Questions

(1)

Provide an organizational chart and description illustrating how you propose to implement,
administer, manage, and oversee all aspects of the DEAS functions. Include the following:

(a) The responsibilities of each key position. The Offeror must include the percentage of time (by
position) dedicated to the project and reporting relationships. Also include how the team will
interact with other departments or functional areas within your organization and with any
subcontractors for this project. Describe how the project management team interfaces with
the organization’s senior management;

ADP’s Response to New York State Department of Civil Service
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(b) Provide the names, qualifications, and job descriptions of those individuals selected to
comprise the implementation, operational and management team for the Offeror. Complete
Exhibit I.B of this RFP, Biographical Sketch Form, for all key members, including
subcontractor provided key staff, if any, of the proposed project management team; and

(c) Where individuals are not named, include the required qualifications for individuals that you
would seek to fill the positions.

ADP’s Dependent Eligibility Audit Services team for the Department consists of the following key
positions:

m  Department director. This individual has overall responsible for the product operation.

m  Project manager and implementation consultant who are assigned to complete the
implementation.

m IS programmer. This individual partners with the client for correctly programming the inbound
file layout to ADP’s standard file layout and works with the internal team to create custom
programming, if required, to meet the client’s needs for a successful audit.

m  Employee communications project manager. This individual is responsible for all tasks
related to the creation, testing, and production of letters to the employee. This project
manager works with ADP’s distribution center to ensure all letters are printed and collated to
the client’s specifications.

m  Solution center team lead. This individual is responsible for training CSRs to answer
dependent audit-specific questions related to the audit. The team lead also ensures that the
help tool used in the CSR cockpit is updated to reflect client-specific information regarding
the audit.

m  CSRs. Multiple teams of CSRs within ADP’s solution centers are trained with dependent
audit-specific knowledge and view-access to the dependent audit system for answering
employee questions.

m  Dependent audit services operations manager. This individual oversees the operational
processing portion of the audit and manages the processors who will be responsible for
reviewing all proof submissions and updating the dependent audit system.

m  Dependent audit processors. This team of individuals is responsible for reviewing the proofs
sent to ensure accuracy of the employee’s submission for completing the audit. They also
complete the tasks of updating the dependent audit system, generating follow-up letters as
part of the audit, and archiving all proofs sent.

We have provided a general biographical sketch as requested (the Department’s Exhibit 1.B

attached as ADP’s Exhibit 1), and specific biographical information will be provided upon ADP
being named a finalist for the proposed services.
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(2) What executive resources are available to the project management team to manage the DEAS?
How do you propose to ensure the project management team will meet the Department’s
accessibility and timely response requirements? How do you propose to ensure that the Project
Manager will have the authority to guarantee that problem areas identified by the Department will
be corrected in a manner satisfactory to the Department? Where will the project management
team be located?

ADP’s project management team consists of a large percentage of PMP-certified project
managers. These individuals are empowered and supported by ADP’s Executive Branch to make
decisions and recommendations for managing and solving problems related to nearly all aspects
of the implementation work undertaken at ADP.

If executive-level support is needed, ADP’s policy is that all employees have access to the
highest level of executive management at ADP to assist them in solving client-related problems.

ADP has always focused on providing World Class Service to our clients. To ensure World Class
Service, we set very high standards. Specific target goals are set for each client (response time,
error rates, accuracy, client focus, and related administrative functions). We also strive for
perfection in accuracy, timeliness, and efficiency.

Properly set up processes and clearly defined procedures result in high-quality service delivery.
For this reason, ADP is especially attentive to the details associated with work rules definition,
solution configuration, interface definition, process re-engineering (where recommended), critical
path deadlines, etc. All of these items contribute to a process with numerous checks and
balances that ensure timely, accurate service delivery to each partner involved in the benefits
administration process. Our year-round monitoring and auditing program is a major component
of the checks and balances that are in place.

If our client support team members identify problems, we work directly with the Department to
achieve resolution. Each issue is categorized as Level 1, Level 2, or Level 3 — Level 1 is the
most urgent in nature. ADP works to resolve the issue and keep the Department informed of our
progress.

(3) Confirm that a full time Project Manager will be assigned to this project that possesses at least
three (3) years experience serving as a project manager. Confirm that the Department will be
advised immediately if a replacement of the project manager is contemplated during the term of
this project.

Confirmed.

(4) Confirm that the Project Manager will not be removed or replaced without the written consent of
the Department. Further, confirm that the Department shall have the right to ask the Offeror to
substitute the Project Manager with another individual of equal or greater relevant experience.
Confirmed.

(5) Confirm that the Offeror’s assigned project management team will immediately notify the
Department of actual or anticipated events impacting the delivery of services to the Department
and that options will be presented to minimize or eliminate the impact of those events on the

delivery of DEAS.

Confirmed.
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2. Project Plan

The Offeror must provide a well developed Project Plan acceptable to the Department. The plan must be
detailed, comprehensive, include project mile stones and timeframes and exhibit a firm commitment by
the Offeror that all activities will be completed in accordance with the terms of the Contract.

To assist the selected Offeror in fulfilling their obligations under the Agreement resulting from this RFP,
the Department will be available to participate in meetings and provide administrative oversight of the
project.

a. Duties and Responsibilities

(1) The Offeror must submit a detailed project plan and timeline acceptable to the Department that
includes, at a minimum the following items:

(a) Detailed description/flowchart, including timeframes, of all major project activities including, but
not limited to:

Administration of Amnesty Period

Communications to enrollees

Receipt and storage of eligibility documentation

Evaluation of dependent eligibility

Follow-up communications with enrollees who don’t respond or who provide insufficient
documentation

Processing of eligibility documentation submitted by the enrollee after the deadline
Electronic reporting of final eligibility determinations and eligibility documentation to the
Department

(b) Plan to test the transmission of data to/from the Department as outlined in Section IV.B.3.a.

(c) Development of enrollee communications for review and approval by the Department.

(d) Establishment and maintenance of a fully trained call center as outlined in Section IV.B.3.c.
b. Questions

(1) Provide a proposed Project Plan that includes:

(a) Description/flow chart, including timeframes, of all major project activities as outlined in
Section IV.B.2.a.1.a.

Please refer to Exhibit 2. ADP Project Managers use MS Project; however, for ease of use

by other parties, the project plan has been formatted in Excel for viewing by a wider
audience.
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We recommend the following implementation timeline for the Dependent Eligibility Audit
Services solution:

Activity Responsibility Delivery

Confirm scope of services to be provided. ADP/Client 8 weeks prior

Conduct client kick-off meeting. ADP/Client to go-live

Define file layouts. Client/ADP

Define audit criteria. Client/ADP 7 weeks prior

Analyze client requirements. Client/ADP to go-live

Prepare functional specification. ADP

Conduct _client revit_a\_N apd obtain sign-off of _ 6 weeks prior

the functional specification. Client/ADP to go-live

Prepare audit letters. Client/ADP (as applicable)

Conduct client review and obtain sign-off of

the audit letters. Client/ADP 5 weeks prior

Set up the system. ADP to go-live

Program file interface(s). Client/ADP (as applicable)

Receive, load, and resolve any issues —

demographic and eligibility test file. Client/ADP (as applicable) | 4 weeks prior

Conduct solution center training. Client and/or ADP to go-live

Conduct integration testing. Client/ADP (as applicable)

Conduct client user acceptance testing. Client/ADP 3 weeks prior
to go-live

Start ongoing audit administration. Client/ADP Go-live

Typical implementation steps include:

m  ADP will lead the Department through an implementation interview to gather
requirements for the amnesty period and/or audit. The Department will select the length
of the amnesty period and/or audit and the substantiation/proofs to be accepted for the
different dependent groups being audited. There is a review of the letters to confirm
content and a discussion on how to manage appeals, as well as how dependents who fail
the audit will be managed.

m  ADP’s information services team will work with the Department’s programming group to
create a file layout needed for the project.

m  The Department will review the implementation documentation and provide signature of
the agreement.

m  Setup is completed in the dependent audit system; files are tested, and data applied to
the standard letters. The Department will review and approve test letters in advance of
moving to production.

m  Once in production, letters will be printed, collated, and mailed from ADP’s distribution
center. If ongoing audits are purchased, the production process will repeat at the
frequency established by the client.

(b) Plan to test the transmission of data to/from the Department as outlined in Section IV.B.3.a.
Files are tested after setup is completed in the dependent audit system, and data is applied

to the employee letters. The Department will have responsibility to review and approve test
letters in advance of moving to production.
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(c) Development of enrollee communications for review and approval by the Department.

The Department will have the opportunity to review and approve all communications in writing
before the materials are mailed.

Kickoff of the service is established by the Department and ADP based on the
implementation timeframe. Once the start date is established, employees are sent letters
outlining the audit and are instructed to provide substantiation of dependent relationships in
order to continue coverage through the Department. Information is provided regarding how
to return the substantiation, process timing, and how to contact ADP with questions or
concerns regarding the audit. Employees return substantiation via fax or mail within the
given audit period, and the dependent audit system is updated with receipt of the employee
documentation.

(d) Establishment and maintenance of a fully trained call center as outlined in Section IV.B.3.a.

Since service quality is the ultimate competitive advantage for our business, ADP is
committed to advancing a World Class Service vision.

ADP’s knowledgeable, professional solution center representatives assist the Department
and your program participants by answering audit questions and providing clarification.

Initial training

Our employee training is rigorous for all levels. A full-time ADP CSR goes through a
minimum of two to three weeks of training prior to taking any calls solo — even if he or she
has prior customer service experience. This training is conducted on-site in a training center
and in the solution center. When in the training center, trainees use a training system that
mirrors our production administrative solution so that a trainee’s trial-and-error practice does
not affect the integrity of the database.

Training consists of several core modules, plus additional position-specific sessions.
Examples of core modules include:

m  Our corporate philosophy.

m  Telephone skill training.

m  General HR, benefits, and DAS training information.

m Basic system training (Microsoft Office suite, email, etc.,).
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Position-specific training includes:

m  The Department’s philosophy and culture
m  The Department’s benefit plans

m  Advanced system training (hypertext knowledgebase, benefits administration system,
and case management system).

m  Compliance testing.
m  Claim dispute resolution.
m  Department-specific eligibility/enrollment procedures.

m Performance expectations.

Onqoing training

On an ongoing basis, individual learning opportunities are provided for each position. We
encourage completion of the CEBS or other industry designations by including progress on
the CSR'’s performance evaluation. Efforts toward personal development are supported with
tuition assistance and bonuses for successful achievements. Other job-related courses,
seminars, and degree program opportunities are available to our associates to further
enhance their job knowledge.

Through a robust, in-depth internal training curriculum, each ADP associate is required to
successfully complete a minimum of 50 hours of classroom training per year. This
requirement, along with all solution center-facilitated learning opportunities, encourages
ongoing improvement of CSR learning and industry marketability.

We provide client-specific “booster shot” training, as needed, for any changes to the service
we provide throughout the year.

ADP provides a toll-free question-and-answer line that can be utilized by your administrative
staff as well as your participants. Solution center representatives are available Monday

through Friday, for a 10-hour period, between 8:00 a.m. and 8:00 p.m. Eastern time. ADP is
fully prepared to provide additional hours at the Department’s request.

3. Administration of an Amnesty Period and the Dependent Eligibility Audit
Process

The following services are required:
a. Electronic Transfer of Data
(1) Duties and Responsibilities
The Department requires that:

(a) The Offeror be capable of receiving and transmitting dependent data in a secure electronic
format and on a schedule mutually agreed upon by the Offeror and the Department;

(b) The Offeror must be able to receive/transmit data in the format required by the file layouts
presented in Exhibit I1l.G;
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(c) The Offeror must maintain a HIPAA compliant level of security to protect the confidentiality of
enrollee/dependent information on the Offeror’s computer system and in the Offeror’s
physical work environment;

(d) The Offeror must have a disaster recovery plan in place that is applicable to this project;

(e) The Offeror must be able to image all documentation received from the enrollee and transmit
a file (or files) to the Department in a standard format (i.e. Tagged Image File Format (TIFF)).
The file of images must be accompanied by indexing files in a format to the defined by the
Department. The image and indexing files must follow a naming convention to be defined by
the Department.

(2) Questions

(a) Describe your capabilities for receiving and transmitting data in a secure environment and on a
schedule mutually agreed upon by the Offeror and the Department;

ADP sends and receives all files via secure FTP through the ADP data center. Additionally, ADP
is a SAS 70 company, and DAS has been modeled and developed after core SAS 70 principles.
ADP will partner with the Department to establish an FTP site for inbound files and outbound
reports at the Department’s preferred schedule.

ADP ensures compliance with all HIPAA regulations related to privacy, data security, and HIPAA
certificates. ADP does not display the employee’s or dependent’s Social Security number on
printed materials or on our web site. As a result of the privacy legislation, ADP’s dependent audit
system uses Employee ID rather than Social Security number.

ADP is ready to meet with the Department to agree on a mutually agreeable schedule.

(b) Confirm your ability to accept/transmit the data required in format presented in Exhibit Ill.G;
Confirmed.

(c) Describe the HIPAA compliant level of security to be used to protect the confidentiality of
enrollee/dependent information on your computer system and in your physical work environment;
ADP ensures compliance with all HIPAA regulations related to privacy, data security, and HIPAA
certificates. ADP does not display the employee’s or dependent’s Social Security number on
printed materials or on our web site. As a result of the privacy legislation, ADP’s dependent audit
system uses Employee ID rather than Social Security number.

(d) Describe your disaster recovery plan that will be in place for this project;

A copy of ADP’s disaster recovery policies and procedures has been provided as Exhibit 3.
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(e) Describe your ability to image enrollee documentation in a standard format (i.e. TIFF) and
transmit an indexed file to the Department.

All documentation, whether sent by fax or mail is imaged by ADP’s imaging system and loaded
into its Documentum system — including the reception of inbound dependent audit and inbound
dependent audit mail, the scanning of the inbound mail to convert it into digital images, and the
organized storage of dependent audit inbound images into Documentum for later retrieval.

ADP can provide all images via CD to the Department upon request.

b. Eligibility Verification

(1) Duties and Responsibilities

(a)

(b)

(c)

(d)

(e)

()

(9)

The Offeror must have a comprehensive program to administer an Amnesty Period for
enrollees to report ineligible dependents. The program must include the communication of the
amnesty period to enrollees, call center support, receiving requests from enrollees to
terminate ineligible dependents and the reporting of ineligible dependents to the Department.
The Department reserves the right to administer the Amnesty Period itself, separate and
apart from the eligibility audit.

The Offeror must have a comprehensive program to verify and track Dependent eligibility
audit tasks that conform to NYSHIP eligibility rules.

The Offeror must offer a review process for dependents that are terminated because
documentation was not provided and who subsequently provide the documentation.

Amended 7/14/08 (c) The Offeror must offer a review process for dependents that are
terminated because documentation was not provided by the deadline and who

subsequently provide the documentation prior to completion of this project. Receipt of
acceptable documentation is required to be reported to the Department in the same format as
information received prior to the deadline and be accompanied by the Appeals Report
specified in Section I1V.B.3.e.6. Such information must be provided to the Department within
one (1) business day of receipt by the Offeror.

The Offeror must complete all tasks related to the DEAS process within one (1) year of the
last date that enrollment records are sent to the Offeror.

The Offeror must guarantee a return on investment of at least 3:1 (Total Savings of at least
three times the Total Project Cost (administrative fee including postage costs)) for the
administration of the Amnesty Period and the dependent eligibility audit.

The Offeror must guarantee a return on investment of at least 1:1 (Total Savings of at least
one time the Total Project Cost (administrative fee including postage costs)) for the
dependent eligibility audit only (in the event the Department opts to administer the Amnesty
Period itself).

Total Savings will be calculated by the Department and will be based on the Plan (Empire,
SEHP or HMO) the member is enrolled in at the time of the audit. In the event that the
Department opts to administer the Amnesty Period itself, total savings for dependents
reported as ineligible as a result of the Amnesty Period will be excluded from this calculation.
The Total Savings shall be calculated as follows (refer to Exhibit Ill.H for an example of the
Return on Investment Calculation):
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1. Actual Empire Plan and SEHP Annual Paid Claims of Plan dependents determined not
eligible by the Offeror (calculated based on average of total claims paid 2002 — 2007
divided by number of months dependent enrolled in the Empire Plan or SEHP during
2002 - 2007 times 12 months times number of dependents determined not eligible).

Note: for dependent children age 19 (or age 21 if enrolled in the Empire Plan for PBA or
PIA) and older who are not disabled dependents, the average of total claims paid will
exclude claims paid and months enrolled in the Empire Plan or SEHP up to age 18 (or
age 20 if enrolled in the Empire Plan for PBA or P IA).

Plus

2. For HMO dependents, annual savings based on difference between Family and
Individual 2008 Net Premium when dependents determined not eligible cause an
enrollee’s coverage to change from Family to Individual.

Plus

3. Annual savings of Medicare Part B Premium reimbursement paid for Medicare
dependents determined not eligible by the Offeror based on the basic 2008 monthly
Medicare Part B Premium amount.

Amended 7/14/08 1. For Empire Plan and SEHP dependents determined to be ineligible

by the Offeror, the annualized savings will be calculated as follows: total claims paid for the
period 2002 — 2007 for dependents determined to be ineligible divided by the number of
months the dependents were enrolled in the Empire Plan or SEHP during the 2002 — 2007
period times 12 months. This calculation does not include a reduction to either the claims
paid or the enrolled months, based on the dependent’s actual eligibility, for any part of the 5-
year period. Note: For dependent children age 19 (or age 21 if enrolled in the Empire Plan
for PBA or PIA) and older who are not disabled dependents, the total claims paid will exclude
claims paid and months enrolled in the Empire Plan or SEHP up to age 18 (or age 20 if
enrolled in the Empire Plan for PBA or PIA).

(2) Questions

(a) Describe how you would administer the Amnesty Period phase of the project for enrollees to
report ineligible dependents. At a minimum, describe the proposed process to communicate the
amnesty period to enrollees, call center support, the processing of requests from enrollees to
terminate ineligible dependents and the reporting of ineligible dependents to the Department.

ADP encourages the Department to outsource the Amnesty Period phase of the project. We are
prepared to offer an amnesty period during which employees will voluntarily remove ineligible
dependents from coverage. Employees who have dependents enrolled in medical, dental, and
vision will be sent a letter informing them of this amnesty period. The letter also informs them
that the Department will be conducting ongoing audits and, when requested, employees will be
required to submit documentation substantiating dependent eligibility.

ADP’s Response to New York State Department of Civil Service



@) National Account Services Technical Proposal Section Il. B. Dependent Eligibility Audit Services
HR, Benefits and Payroll for the Public Sector Page 1

July 2008

Employee communications. In addition to the amnesty period letter, information regarding the
dependent audit/request for documentation should be included in the Department’s :

m  Annual enrollment materials.
m  Summary plan documents.
m  Article for all HR staff.

m  Company-wide email request to update coverage status.

This accomplishes a few things; first to adequately provide notice to employees through multiple
avenues and, secondly, to be conscience of ERISA guidelines.

(b) Describe how you would verify dependent eligibility in accordance with NYSHIP eligibility rules,
including the proofs you would require to be submitted by the enrollee for each dependent type
(see Exhibits II.A and II.B). Explain how you verify that a spouse or domestic partner is still
currently the spouse or domestic partner of the enrollee. In addition to a narrative description,
include a detailed flow chart that includes all processes and proposed timeframes.

Documentation is requested based on the dependent’s relationship to the employee. A list of
choices is provided to the Department during the implementation for each type of audit being
conducted, as well as each type of dependent. The Department can select from the standard list
of proofs and may request custom proofs specific to their culture and environment.

The system is flexible and can also accommodate custom proofs to meet the requirements of the
audit. The only stipulation is that individual proof descriptions are limited to 50 characters in
length.

Verification of a spouse or domestic partner may include requesting a redacted tax return for the
most recent tax year identifying the requested dependent as qualifying to file with the employee.
Another option includes requesting multiple proofs to satisfy the audit such as a marriage
certificate and a current mortgage statement, or other proof of joint tenancy. The point is to
confirm that the employee’s dependent is a current dependent and, therefore, qualifies for
participation in the company plan(s). In addition, ADP has a library of NYS official documents,
such as marriage and birth certificates.

Employees submit substantiation of dependent status directly to ADP via fax or mail. ADP

reviews the substantiation and ensures that it meets with your definition of acceptable
documentation.
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(c) Describe the process that would be implemented to reinstate dependents who were terminated
because documentation was not provided on a timely basis and who subsequently are able to
provide the documentation.

Amended 7/14/08 (c) Describe the process that would be implemented to reinstate dependents
who were terminated because documentation was not provided on a timely basis and who
subsequently are able to provide the documentation. Confirm that acceptable documentation will
be reported to the Department in the same format as information received prior to the deadline
and be accompanied by the Appeals Report specified in Section IV.B.3.e.6 and that such
information will be provided to the Department within one (1) business day of receipt by the
Offeror.

ADP will provide a silent grace period up to 30 days after the published end date, as part of the
audit set up to allow for late submissions. The Department will determine how long you wish to
accept late documentation. After that time, ADP will report all employees and their status via the
dependent audit report as to Approval, Denial, or Partial Approval, for each dependent. It is the
Department’s decision, regarding the next steps:

m  Appeals:

e ltis important to allow some additional time for employees who have filed an appeal for
legitimate dependents in extenuating circumstances. This shows support and
partnership in the auditing process.

e AFP would fully support the Department if it wishes to take additional steps to contact
employees who fail the audit to ensure the audit materials reached them (in the event the
employee had moved or was unable to understand what was being requested).

m  Removing dependents from coverage:

e The Department may choose to remove dependents from coverage back to the start or
end of the audit, the beginning of the current plan year, or to the initial enrollment date.

e |f the dependent was never eligible for coverage, the Department may choose not to offer
COBRA, as the dependent was not eligible for coverage on the day he or she lost
benefits.

e The Department may choose to simply remove all dependents and move them to
COBRA.

m  Recapturing premiums/claims:

o The employee letters identify that employees may be subject to repayment of any
premiums or claims paid on behalf of an ineligible dependent. It is up to the Department
as to whether or not they will pursue this. ADP does not provide premium or claims
collection on behalf of the Department.

m  Disciplinary action:

e The employee letters identify that employees who enroll dependents in coverage may be
subject to disciplinary action, including termination. The Department will wish to consider
each case individually as to disciplinary action.

Each appeal is recorded through the solution center and forwarded to the Department for review
and response. Employees may also log an appeal directly with the Department that the
Department may wish to honor for a given period of time (to be determined by the Department).
This is why dependents are not automatically dropped from coverage — due to appeals of which
ADP may not be aware.
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(d) The Offeror must guarantee that all DEA services will be completed within one (1) year of the last
date that enrollment records are sent to the Offeror. For each month or partial month that all DEA
services are not completed within one (1) year of enrollment records being sent to the Offeror, the
Offeror shall credit 4  percent of all fees charged under the Contract for amnesty and/or audit
tasks.

The Offeror’s quoted percent to be credited for this guarantee is: _4 %.

Standard Credit Amount: For each month or partial month that all DEA services are not
completed within one (1) year of enrollment records being sent to the Offeror, the standard credit
amount is four percent (4%) of all fees charged under the Contract for amnesty and/or audit
tasks.

(e) Return on Investment Guarantee:

The Offeror must guarantee a return on investment of at least 3:1 for the administration of the
Amnesty Period and the dependent eligibility audit: Total Savings of at least three times the Total
Project Cost (administrative fee plus postage).

The Offeror’s Quoted Guaranteed Return on Investment is _3 o1

Standard Credit Amount: If total savings calculated by the Department is less than three times the
total fees charged under the Contract, the Offeror shall credit against the total Project Cost the
difference between three times the total administrative cost and actual total savings, not to
exceed the total fees charged under the Contract.

(f) The Offeror must guarantee a return on investment of at least 1:1 for the administration of the
dependent eligibility audit only: At a minimum, Total Savings must equal the Total Project Cost
(administrative fee plus postage).

The Offeror’s Quoted Guaranteed Return on Investment is _1 o1

Standard Credit Amount: If total savings calculated by the Department is less than one time the
total fees charged under the Contract, the Offeror shall credit against the total Project Cost the
difference between one time the total administrative cost and actual total savings, not to exceed
the total fees charged under the Contract.

Amended 7/14/08 Standard Credit Amount: If total savings calculated by the Department is less
than one times the total fees charged under the Contract, the Offeror shall credit against the total
Project Cost the difference between one time the total administrative cost and actual total
savings, not to exceed the total fees charged under the Contract.

c. Call Center Services
(1) Duties and Responsibilities
(a) The Offeror must have a toll free telephone number that enrollees can call with questions
regarding the the amnesty period and/or the dependent eligibility audit and required
documentation. The Offeror must maintain a call center with a staffing level sufficient to meet
the call center performance guarantees. The Offeror must dedicate a core staff to service the
Department’s account.

(b) The call center must be located in the United States and be staffed with fully trained call
center representatives and supervisors, with representatives available, at a minimum, from
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12:00 noon to 8:00 p.m. ET, except for legal holidays observed by the State. The Offeror’s
call center technology must have a system to track all inquiries and complaints. The system
must include call type, actions and resolutions. Call center representatives must be trained to
respond to questions, complaints and inquiries including but not limited to dependent
eligibility and status of documentation review. Any inquiries that cannot be answered in the
initial phone call must be responded to either by telephone or in writing within five (5)
business days.

(c) The call center must have a procedure in place for escalating complex and/or difficult calls to
more experienced representatives and ultimately supervisory staff.

(d) The Offeror must provide a guarantee for the following four (4) levels of service on the toll-
free call center number:

i) Call Center Availability: The Project’s service level standard requires that the Offeror’s
telephone line will be operational and available to callers at least ninety-eight percent
(98%) of the Offeror’s call center hours, calculated for the term of the Contract;

ii)  Call Center Telephone Response Time: The Project’s service level standard requires that
the Offeror’s telephone line will be answered by a call center representative within 45
seconds at lease ninety (90%) percent of the time during the Offeror’s call center hours,
calculated for the term of the Contract;

iii) Telephone Abandonment Rate: The Project’s service level standard requires that the
Offeror’s telephone line in which the caller disconnects prior to the call being answered
by a call center representative not exceed the standard of three percent (3%) of total
incoming calls, calculated for the term of the Contract;

iv) Telephone Blockage Rate: The Project’s service level standard requires that the Offeror’s
call center telephone line that are blocked by a busy signal not exceed the of the
standard of three percent (3%) of total incoming calls calculated for the term of the
Contract.

(2) Questions

(a) Describe the call center operations that would be used for this Project. Include a description of
the technology that will be used including sample IVR scripts that would be used to route calls or
permit self-service by callers. Also include the number of call center staff and the various training
and experience levels that will be assigned fto this account on a permanent basis. Describe how
the call center will handle peak call volumes (for example, right after a letter is mailed). Describe
the training call center staff will receive, including HIPAA training. Explain the process call center
staff will use to provide responses to enrollee questions and what procedures will be used to
escalate difficult or complex calls

A group of dependent audit services-trained CSRs will answer questions specific to the
Department. They answer Tier 1 questions about auditing and have access to view the
dependent audit system in order to respond to questions about each employee’s specific audit.

Our robust call/case management system provides broad support to our CSRs. The system
tracks all inquiries and processing events — telephone calls, faxes, letters, and system-generated
activity.

At a minimum, the system forces the CSR to indicate the nature of the call through a reason

code. Two levels of categorization are required for every event that is entered into the case
management system (a high-level transaction type and a more detailed transaction reason).
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These types and reasons are table driven, which makes it easy to tailor them for each client. In
addition to the predefined types and reasons, there is a free-form section for CSRs to add diary-
style comments or notes.

It is ADP’s strict protocol that a CSR completes all work related to a call before he or she returns
to available status to take the next call. As further documentation, we also record all inbound and
most outgoing calls.

We will staff the Department’s team with experienced personnel — in addition to bringing in new
employees. All key management, client service management, and IT positions will be staffed with
experienced associates. ADP’s Salt Lake City solution center employs approximately 146
associates.

Services are delivered from a shared environment, and we expand our solution center as needed
to accommodate new business opportunities and peaks in call volume.

When new CSRs are hired, they complete a concentrated training curriculum (usually lasting two
to three weeks). After finishing classroom training, the new CSR sits with an experienced CSR
for on-the-job training. Our training manager delivers basic skills and benefits knowledge training.
Our training and development performance assessment coordinator is tasked with delivering
client-specific training.

Skills-based routing capabilities ensure that our experienced CSRs handle complicated issues.

Our dependent audit CSRs are rigorously trained before taking any calls solo (a minimum of two
to three weeks of training). Training consists of several core modules, plus additional position-
specific sessions.

Through a robust, in-depth internal training curriculum, each ADP associate is required to
successfully complete a minimum of 50 hours of classroom training per year. This requirement,
along with all solution center-facilitated learning opportunities, encourages ongoing improvement
of CSR learning and industry marketability.

We provide client-specific “booster shot” training, as needed, for any changes to the service we
provide throughout the year.

In addition, ADP maintains a compliance group and an education services group in-house.
These groups work together to create and maintain all HIPAA-related training. New hire training
and compliance training have been amended with HIPAA privacy and security information. We
began delivering formal HIPAA privacy training in January 2003.

(b) Where will the call center be located? During what hours will call center representatives be
available to take calls from enrollees? Will the toll free service have after hours features? If so,
what? Describe the system capabilities and how the system will help call center staff address
enrollee inquiries and document calls and resolutions.

ADP solution center in Salt Lake City, UT is staffed to answer calls from the Department and
State employees via toll-free telephone line Monday through Friday from 8:00 a.m. to 8:00 p.m.
Eastern time (except on ADP-observed holidays and early dismissals).

Our robust call/case management system provides broad support to our CSRs. The system

tracks all inquiries and processing events — telephone calls, faxes, letters, and system-generated
activity.
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At a minimum, the system forces the CSR to indicate the nature of the call through a reason
code. Two levels of categorization are required for every event that is entered into the case
management system (a high-level transaction type and a more detailed transaction reason).
These types and reasons are table driven, which makes it easy to tailor them for each client. In
addition to the predefined types and reasons, there is a free-form section for CSRs to add diary-
style comments or notes.

It is ADP’s strict protocol that a CSR completes all work related to a call before he or she returns
to available status to take the next call. As further documentation, we also record all inbound and
most outgoing calls.

(c) What provisions will be in place if the call center system is not operational during the required
time? For example, do you have a back-up call center where calls will be routed, an upfront
message directing the enrollee to call back, or an answering machine to take messages?

ADP has dedicated benefits services offices in Salt Lake City, Utah and Des Moines, lowa.
Those offices are separated by location, our technology, call-routing systems, and matrix
management allow all locations to operate as one unit.

The Department benefits from a shared customer service team through economies of scale in
some of the support, fulfillment, management, accounting, and training positions.

(d) Propose guarantees you will offer for the following major call center performance standards. The
guarantee for each major activity should read:

i) Call Center Availability: For each .01 to .50% below the proposed standard of 98% percent
that the Offeror’s telephone line is not operational and available to callers during the Offeror’s
call center hours, calculated for the term of the Contract, the Offeror shall credit against the
Program’s administrative fees the amount of $ 5,000 ;

Standard Credit Amount: For each .01 to .50% below the Offeror’s proposed guarantee, the
standard credit amount is $5,000.

ii)  Call Center Telephone Response Time: For each .01 to .50% of incoming calls to the
Offeror’s telephone line below the standard of 90% percent that is not answered by a call
center representative within 45 seconds, calculated for the term of the Contract, the Offeror
shall credit against the Program’s administrative fees the amount of $ 5,000;

Standard Credit Amount: For each .01 to .50% below the Offeror’s proposed guarantee, the
standard credit amount is $5,000.

iii) Telephone Abandonment Rate: For each .01 to .50% of incoming calls to the Offeror’s
telephone line in which the caller disconnects prior to the call being answered by a call center
representative in excess of the standard of 3% of total incoming calls, calculated for the term
of the Contract, the Offeror shall credit against the Program’s administrative fees the amount
of $_5,000;

Standard Credit Amount: For each .01 to .50% in excess of the Offeror’s proposed
guarantee, the standard credit amount is $5,000.

iv) Telephone Blockage Rate: For each .01 to .50% of incoming calls to the call center telephone
line that are blocked by a busy signal, in excess of the standard of 3% of total incoming calls
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calculated for the term of the Contract, the Offeror shall credit against the Program’s
administrative fees the amount of $ 5,000;

Standard Credit Amount: For each .01 to .50% in excess of the Offeror’s proposed
guarantee, the standard credit amount is $5,000.

d. Communication Material

The Offeror must develop customized enrollee communications acceptable to the Department for the
amnesty period and/or the dependent eligibility audit. The Offeror must have the capability to send
different enrollee communications for different types of dependents (i.e. dependent student versus

spouse).

(1) Duties and Responsibilities

a)
b)

c)

Develop draft communications for approval by the Department.

Customize enrollee communication material to suit the needs of NYSHIP’s diverse
population.

Mail the appropriate communication material to each enrollee.

Amended 7/14/08 c) Mail the appropriate communication material to each enrollee by First
Class Mail with Address Service Requested. Send address notifications received from the
United States Postal Service for forwarded mail and notifications for undeliverable mail to the
Department, or an agent designated by the Department. Dependent eligibility verification
activities are not necessary for dependents of enrollees whose mail is returned undeliverable;
such dependent’s enrollment shall instead be closed.

(2) Questions

a)

b)

Confirm your willingness to work with the Department to develop and customize
communications.

Confirmed.

Describe your experience with other clients in developing customized communications.

Many dependent audit services clients customize their communications to their employees as
part of the audit, as they may wish to strengthen or soften the message regarding action
taken for ineligible dependents. We regularly customize proof descriptions for confirming
eligibility of a dependent, and clients sometimes wish to include a letter from their department
on their own letterhead with a communication to their employees.
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¢) Provide samples of the different communications that have been used in the DEAS.

Amended 7/14/08 c) Provide samples of the different communications that have been used
in the DEAS. Describe your process for handling returned mail.

It is possible that each employee/dependent could receive up to four letters. Letters are
generated and sent to the audit population requested:

Initial letter. This letter requests proof/substantiation for the employee’s dependents
based on the type of audit selected.

e The Department will determine the length of the audit period in “number of days.”

Reminder letter. This letter is sent midway through the audit period to remind the
employee of the need to provide substantiation for coverage.

Pass/fail letter. This letter is sent depending on whether the correct substantiation was
received by the end of the audit period.

Resubmit/partial complete letter. This letter is sent if substantiation is incomplete or does
not meet the requested criteria.

Samples of our standard communications have been provided as Exhibit 4.

e. Reporting

(1) Duties and Responsibilities

a) The Offeror will be required to work with the Department to develop reports acceptable to the
Department for the amnesty period and/or the dependent eligibility audit that include, but are
not limited to, the measurement of the Offeror’s efficiency and effectiveness, adherence to
contract requirements, and measurement of performance guarantees. Reporting will be at
intervals mutually agreed upon by the Department and the Offeror. Reporting, at a minimum,
must cover:

1.

Verification Status Summary Report (for each letter mailed: number letters mailed,
number responders, number amnesty requests, number complete documentation
received, number incomplete documentation received, number non-responders, number
returned-mail).

Call Center Statistics (A weekly report reporting the call center activity on daily basis
including, but not limited to the number of calls, average on-hold time, etc.).

Weekly Management Summary Report of progress of project and milestone met.
Master File of Final Eligibility Status Determination Detail Report (enrollee
information, dependent information, resolution — amnesty, eligibility confirmed, eligibility
not confirmed).

Report of Final Eligibility Status Determination Detail Report by agency.

Appeals Report (number of appeals, number accepted, number rejected).

File of all Imaged Eligibility Documentation received and enrollee correspondence.
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8. Guarantee Report to summarize Offeror’'s compliance with all Contract guarantees (with
the exception of the Return on Investment Guarantee, which will be calculated by the

Department).

9. Final Project Report summarizing project outcome and suggestions to improve the
Department’s management of dependent eligibility.

(2) Questions

a) Describe the reports that you recommend for this Project that conform to the minimum
reporting requirements described in this section. Provide report samples for each report type.

ADP will provide, at a minimum, all the reporting requirements outlined in the RFP.

Samples of our standard reports have been provided as Exhibit 5.
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DAS Implementation - Sample

Preliminary Project Plan

Draft v1.0
Task
No. Task Name Duration |Start Finish predecessor |Resource Names
1 DAS Implementation 124 days 06/13/08 12/05/08
2 INITIATION 5.75 days 06/13/08 06/20/08
3 Sales Order delivered to Implementation 0 days 06/13/08 06/13/08 Finance
4 IC Assigned 0.25 days 06/20/08 06/20/08|3FS+5 days Implementation Dept.
5 Identify Client Contacts 0.25 days 06/20/08 06/20/08|4 Implementation Consultant
6 Schedule Client Interview/Data Gathering call 0.25 days 06/20/08 06/20/08|5 Implementation Consultant
7
8 PLANNING 25 days 07/01/08 08/06/08
9 DAS Implementation Client Interview 25 days 07/01/08 08/06/08
10 Amnesty 9 days 07/01/08 07/14/08
11 Requirements gathering with client 1 day 07/01/08 07/01/08|3FS+12 days |Implementation Consultant
12 Review letter requirements 1 day 07/01/08 07/01/08|3FS+12 days  |Implementation Consultant
13 Establish IS meeting for file layout review 1 day 07/01/08 07/01/08|3FS+12 days |Implementation Consultant
Complete documentation - amnesty program -
14 and submit to client for review 1 day 07/08/08 07/08/08|13FS+3 days |Implementation Consultant
15 Update Client-specific project plan 1 day 07/08/08 07/08/08|13FS+3 days |Implementation Consultant
Client review of DAS Requirements Document -
16 Amnesty Program 3 days 07/09/08 07/11/08]15 Client
17 Client - Signature of Approval for Amnesty 1 day 07/14/08 07/14/08|16 Client
18
19 Full Audit 7 days 07/29/08 08/06/08
20 Client review of DAS Requirement document - |1 day 07/29/08 07/29/08|33FS+5 days |Implementation Consultant
21 Review letter requirements 1 day 07/29/08 07/29/08|33FS+5 days  |Implementation Consultant
22 Complete documentation for submitting to client |1 day 07/29/08 07/29/08|33FS+5 days  |Implementation Consultant
Change control (only if necessary) for
23 customizations 2 days 07/30/08 07/31/08|22 Implementation Consultant
24 Update client-specific project plan 1 day 07/30/08 07/30/08|22 Implementation Consultant
Submit Requirements documentation to client
25 for review 1 day 07/31/08 07/31/08|24 Implementation Consultant
26 Client review of DAS Spec Document 3 days 08/01/08 08/05/08)25 Client
27 Client - Signature of Approval 1 day 08/06/08 08/06/08|26 Client
28
29 EXECUTION AND CONTROL 77.5 days 06/13/08 10/02/08 START HERE
30 Develop Amnesty Letters 12 days 07/02/08 07/18/08
31 Submit sample letters to client 1 day 07/02/08 07/02/08|13 Implementation Consultant
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DAS Implementation - Sample

Preliminary Project Plan

Draft v1.0
Task
No. Task Name Duration |Start Finish predecessor |Resource Names
32 Client composition of amnesty letter 10 days 07/03/08 07/17/08]31 Client
33 Client submits final letter to ADP 1 day 07/18/08 07/18/08|32 Client
34
35 Create Data File 21.5 days 07/02/08 08/04/08
36 Create DAS Test Data 21.5 days 07/02/08 08/04/08
37 External Source 21.5 days 07/02/08 08/04/08
38 Send file layout to client (IS team) 0.5 days 07/02/08 07/02/08[13 Implementation Consultant
Conduct conference call to review file layout
39 and answer questions 1 day 07/08/08 07/09/08|38FS+3 days |Implementation Consultant,Client
40 File Programming 10 days 07/09/08 07/23/08|39 Client IS Team
Submit test data to ADP for initial
41 analysis/test 1 day 07/23/08 07/25/08|40 Client IS Team
Analyze test data and communicate
42 changes as required 2 days 07/25/08 07/29/08|41 ADP DAS IS Programming
43 Complete changes as necessary 2 days 07/29/08 07/31/08|42 Client IS Team
44 Prepare test data for letter testing 2 days 07/31/08 08/04/08|43 Client IS Team
45
46 FTP Set-up 8 days 07/02/08 07/14/08
47 Submit FTP Access form to client for completion |1 day 07/02/08 07/02/08|13 Implementation Consultant
48 Client completes and returns form 3 days 07/03/08 07/08/08|47 Client
49 Clarify sub-case to Data Center for FTP set-up |1 day 07/09/08 07/09/08|48 Implementation Consultant
Data Center completes set-up and
50 communicates credentials to client 3 days 07/10/08 07/14/08|49 ADP Data Center
51 Data Center closes subcase 0 days 07/14/08 07/14/08|50 ADP Data Center
52
53 Clarify 18.5 days 07/15/08 08/11/08
54 Clarify Set-up 18.5 days 07/15/08 08/11/08
55 Dispatch Clarify sub-case requesting DAS 0.25 days 07/15/08 07/15/08|17 Implementation Consultant
56 Admin sets up client and product type 2 days 07/15/08 07/17/08|55 Clarify Administration
57 Test Clarify access 1 day 07/17/08 07/18/08|56 Implementation Consultant
58 Receive test file from client 1 day 08/04/08 08/05/08|44 Client
59 Load file to test db and verify results 2 days 08/05/08 08/07/08|58 Clarify Administration
60 Receive production file from client 1 day 08/07/08 08/08/08|59 Clarify Administration
61 Load production file 1 day 08/08/08 08/11/08|60 Clarify Administration
62
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DAS Implementation - Sample

Preliminary Project Plan

Draft v1.0
Task
No. Task Name Duration |Start Finish predecessor |Resource Names
63 Solution Center Set-up 6 days 07/15/08 07/22/08
Dispatch Clarify sub-case to Solution Center
64 with set up implementation document 1 day 07/15/08 07/15/08|17 Implementation Consultant
65 Update Help Tool 3 days 07/16/08 07/18/08|64 Solution Center
66 Train CSRs on new client 2 days 07/21/08 07/22/08)65 Solution Center
67
68 Amnesty for Winn-Dixie Employee 38 days 08/11/08 10/02/08
69 Print Amnesty Letters 1 day 08/11/08 08/12/08|61 ECS PM
70 Collation and mailing of Amnesty Letters 1 day 08/12/08 08/13/08|69 ECS PM
Winn-Dixie updates systems/removes
71 dependents 30 days 08/13/08 09/24/08|70 Client
72 create new data file for full audit 5 days 09/24/08 10/01/08|71 Client IS Team
73 Updated full audit data file sent to ADP 1 day 10/01/08 10/02/08|72 Client IS Team
74
75 DAS System Implementation - Full Audit 45.5 days 06/13/08 08/19/08
76 IS Access Rights 0.35 days 08/07/08 08/07/08
Dispatch Clarify sub-case to IS requesting
77 system set-up access 0.1 days 08/07/08 08/07/08|27 Implementation Consultant
IS set-up of access rights for Ben Rep and
78 Processor) 0.25 days 08/07/08 08/07/08|77 IS Programmer
79
80 DAS set-up 3 days 08/07/08 08/12/08
81 Load requirements to DAS system 1 day 08/07/08 08/08/08|78 Implementation Consultant
Dispatch Clarify sub-case to SPS to create ADP-
82 system test environment 2 days 08/08/08 08/12/08]81 Implementation Consultant
83
84 Email Box Set-up 5 days 08/12/08 08/19/08
Request email box via SLC Help Desk with DAS
85 Ops rights 0.5 days 08/12/08 08/12/08|82 Implementation Consultant
86 SLC Help Desk create email box and informs IC |3 days 08/12/08 08/15/08)85 ADP Help Desk
87 Test access 0.5 days 08/15/08 08/18/08|86 Implementation Consultant
88 Communicate to client and document 1 day 08/18/08 08/19/08|87 Implementation Consultant
89
90 Report Set-up 36 days 06/13/08 08/05/08
Clarify sub-case to Data Center to generate and
91 test report 0.5 days 06/13/08 06/13/08 Implementation Consultant
ADP - Proprietary and Confidential
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DAS Implementation - Sample

Preliminary Project Plan

Draft v1.0
Task
No. Task Name Duration |Start Finish predecessor |Resource Names
92 QA test report 0.5 days 08/04/08 08/04/08|44 Implementation Consultant
Clarify sub-case to Data Center requesting
93 production report set-up on Scheduler 0.5 days 08/05/08 08/05/08|93 Implementation Consultant
94 Data Center closes subcase 0.5 days 08/05/08 08/05/08|94 ADP Data Center
95
96 Testing 6 days 08/11/08 08/19/08
97 Create DAS Test Letters and Reports 6 days 08/11/08 08/19/08
98 Test Round One 1.25 days 08/11/08 08/12/08
99 ECS runs and reviews test letter output 0.5 days 08/11/08 08/11/08|54 ECS Project Manager
100 ICs reviews test output 0.5 days 08/12/08 08/12/08|100 Implementation Consultant
101 Provide changes/edits to ECS 0.25 days 08/12/08 08/12/08|101 Implementation Consultant
102
103 Test Round Two 4.75 days 08/12/08 08/19/08
104 ECS runs and reviews test letter output 0.5 days 08/12/08 08/13/08|102 ECS Project Manager
105 Submit to IC to review test output 0.5 days 08/13/08 08/13/08|105 ECS Project Manager
IC provides changes/edits to ECS - if
106 required 0.25 days 08/13/08 08/13/08|106 Implementation Consultant
107 Submit to Client for signature 0.5 days 08/14/08 08/14/08|107 Implementation Consultant
108 Client - Signature of approval 2 days 08/15/08 08/19/08|108FS+1 day |Client
109
110 Production 66.5 days 08/19/08 11/19/08
111 Information Systems - production 2 days 08/19/08 08/21/08
112 Set up client production database 0.5 days 08/19/08 08/19/08|109 Implementation Consultant
113 Schedule SQL Server Package Jobs 0.5 days 08/20/08 08/20/08|113 Implementation Consultant
114 Schedule Reports 0.25 days 08/20/08 08/20/08|114 Implementation Consultant
115 Configure Audit Start Date 0.25 days 08/20/08 08/20/08|115 IS Programmer
Promote Code or Letter changes - if
116 applicable 0.25 days 08/21/08 08/21/08|116 IS Programmer
117 Verify all logins, including Solution Center 0.25 days 08/21/08 08/21/08|117 IS Programmer
118
119 ECS - Production Letters 4.5 days 08/21/08 08/27/08
Receive client data or create production data
120 from ADP source and place on DAS folder 2 days 08/21/08 08/25/08|118 ECS Project Manager
121 Print and produce production letters 0.5 days 08/25/08 08/25/08]121 ECS Project Manager
ADP - Proprietary and Confidential
Dependent Audit Services - Sample
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DAS Implementation - Sample

Preliminary Project Plan

Draft v1.0
Task
No. Task Name Duration |Start Finish predecessor |Resource Names
122 Complete QA review of letters 1 day 08/26/08 08/26/08|122 Implementation Consultant
123 Collate and mail production letters 1 day 08/27/08 08/27/08|123 Distribution Center
124
125 Production 0.5 days 08/28/08 08/28/08
Submit Clarify sub-case requesting Scheduler
126 template update for production 0.25 days 08/28/08 08/28/08|124 SPS
Complete Scheduler template update for
127 production 0.25 days 08/28/08 08/28/08|127 Data Center
128
129 Audit Live 60 days 08/28/08 11/19/08
130 Full Audit Duration - 45 Days 45 days 08/28/08 10/29/08|124 ADP DAS Processing
131 Appeal Process 15 days 10/30/08 11/19/08|131 Client
132
133 PROJECT CLOSURE 7 days 11/27/08 12/05/08
134
Client Wrap-up (Requirement and timing to be
135 determined) 7 days 11/27/08 12/05/08
Schedule Wrap-up meeting with client (as
136 applicable) 1 day 11/27/08 11/27/08|132FS+5 days |Implementation Consultant
137 Discuss Reporting Results 1 day 12/05/08 12/05/08|137FS+5 days |Implementation Consultant
138 Next Steps (as applicable) 1 day 12/05/08 12/05/08|137FS+5 days |Implementation Consultant
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OVERVIEW

The Benefit Services Division is committed to maintaining a fully operational Disaster Recovery and Contingency
Operating Plan (COP), assuring complete disaster recovery and business continuity for all offices, operations
centers and the associated processing activity. All policies, procedures and related systems, for all activities,
receive continuous review and where applicable, are updated.

The Disaster Recovery and Contingency Operating Plan (COP) includes provisions for a recovery site where
continual operations in all departments can be assured after a disaster has restricted the use of a data center
facility.

DISASTER EVALUATION

The degree to which the operations center has been disabled will be determined by the Regional Recovery
Team and/or representatives of the Disaster Recovery Team from Benefit Services headquartered in Roseland,
New Jersey.

Each situation is evaluated based upon pre-established guidelines. Since the degree of destruction and the
impact on the operation center’s ability to operate will vary, determinations may be made as to whether off-site
data teams may need to be activated and to what degree service will need to be re-established. Each disaster
recovery situation must be evaluated and a determination made as to what recovery processes need to be
activated.

DISASTER RECOVERY TEAMS

Recovery from a disaster consists of the following seven teams:

Executive Team - Authority and decision making, following a disaster, is the responsibility of the Executive Team.
This team provides direction to the other disaster team leaders as well as maintains a centralized coordination

and communications state of readiness.

Logistics Team - This team provides various services to include transportation, delivery services, Recovery
Team accommodations, security and other responsibilities to include required medical, fire and/or police actions.

Software Team - They provide technical assistance to other Recovery Teams and are responsible for installing
all necessary software, libraries and application files at the recovery site.

Off-site Storage Team - This team will ensure on an ongoing basis, that designated back-up files,
documentation and supplies are stored at a remote site as approved by the Benefit Services Disaster Recovery
Department. During the initial disaster recovery process, the Off-site Storage Team identifies items from the off-
site location, which must be transported to the recovery site by the Logistics Team.

Processing Team - This team is responsible for continual processing of client data at the Recovery Site. The
efforts of all teams are to provide complete support to the Processing Team.
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Operations Team - This team is responsible for the validation of incoming client data, and the processing of that
data. This team will be responsible for coordinating the distribution of all finalized production output back to the
client or the client’s designee from the Recovery Site.

Data and Tele-Communications Team - This team is responsible for re-establishing all client based
transmissions as well as any required third party communications. All Client Services communication, including
voice, is the responsibility of this team.

SERVICES
The products and services supported by this Disaster Recovery and Contingency Operating Plan are as follows:
Operations Centers

The Operations Centers process and support Heath and Welfare activity as well as other Benefit Services
product offerings, providing output to clients, third party payroll administrators, trustees, Heath Provider
organizations and other entities as directed by the client.

DISASTER AVERSION

Since the offices of Benefit Services exist in a very technical environment, each operations center maintains a
staff of highly trained support personnel who are on-site or on-call 24 hours per day to assure that all unexpected
problems are handled quickly and effectively. All Benefits Services operations centers are designed to meet the
stringent local building codes. These include, in most cases, sprinkler systems, air filtration systems and under
floor smoke and moisture detection devices. As a general rule, this environment is designed to minimize the
impact of most potential disasters.

FACILITY
Facilities - UPS System

Prior to construction of an Benefit Services facility, a regional risk analysis is conducted. This study determines if
weather or geographical conditions should be considered in the design and construction of the facility.

Within a Benefit Services facility, an operations Center is constructed which incorporates a UPS (Uninterrupted
Power Supply) System. The UPS system will provide a consistent flow of power from the local electrical power
company or the voltage produced from an on-site generator. This will prevent any peaks or reduction (brown-
outs) in voltage. It provides an alternative power supply to critical components in the Benefits Services facility. In
the event of a power interruption, the battery supply will provide continual power for up to 45 minutes. When
configured with an on-site generator back-up, the UPS System will automatically switch the generator on within
four to seven seconds of a power interruption.

Facilities - Diesel Generator

The diesel generator will provide power to the Benefit Services facility, allowing complete operations for an
indefinite period of time. Periodically, every Benefit Services facility with a diesel generator will conduct a
controlled power down of the internal electrical systems to test the functionality of the backup system itself. This
allows the facility to detect and rectify any problems identified within the test while still in the controlled
environment. If diesel generators are not on-site, the Regional Disaster Recovery Department in coordination
with ADP's Corporate Disaster Recovery Office in Roseland, New Jersey may incorporate the use of a mobile
generator, which is available for lease throughout the United States.

DISASTER RECOVERY POLICIES and PROCEDURES Revision 9.0





Hot Sites

Benefit Services continues to upgrade its Disaster Recovery program with the use of nationally recognized
disaster recovery service vendors. As a result, many components of a Benefit Service operations center may be
recovered within 24 hours after a disaster has been declared, with a target to be fully recovered within 72 hours
of the declaration. The disaster recovery service vendors provide ‘hot sites’ for such recovery services. The hot
site will house the mainframe, mid-range processor(s) or client server processor(s) and will allow for the
restoration and continual processing of client data as well a client service center environment which provides
telecommunication, PBX , terminals, phone banks, faxes, office supplies, etc.

If it is determined that recovery services are needed within any of these hot sites, a Recovery Team of internal
Benefit Services personnel will be dispatched to the recovery site for power-up and file restoration.

DATA RETENTION
File Retention Processes

Daily, following all mainframe processing and related transmissions, all internal data files are backed up. As an
ongoing and continual process, file backups are taken nightly, weekly, monthly, and quarterly.

Benefit Service’s backup policies require that a backup of the system be performed before any new software
release is implemented to assure that the system can be recovered.

Benefit Services has established specific Internal Standards, which dictates which data files are to be retained
and the corresponding retention period for each file. The Internal Standards may only be changed when
authorized in writing by the Benefit Services Operations Support Department. The Internal Standards are audited
and reviewed for compliance on an annual basis by the Benefit Services Division, Disaster Recovery
Department.

CONTINGENCY OPERATING PLAN (COP) TESTING

Benefit Services staff and other assigned disaster recovery planning personnel conduct a full Contingency
Operating Plan (COP) test in each ADP region at least every eighteen months. These tests are designed to
assess the individual operations center's ability to implement all procedures necessary to recover from a
disaster. These tests simulate the total loss of a data center and requires a full backup site recovery to be
successfully accomplished. Any required adjustments are implemented based upon these COP tests within the
specific region or throughout the entire organization.

DISASTER RECOVERY POLICIES and PROCEDURES Revision 9.0






The Company, Inc.
PO Box 25187 ne Company, Ip.
Salt Lake City, UT 84125-0187 ~—

03/13/2007
(N, 2k so0;
Delta Dawn
1234 Bluffdale Rd
DryTown, MS 39740
Dear Delta:

Our records indicate that on 11/14/2006 you recorded a Birth event. To confirm the change, you must submit the required
documentation to support the change.

Specifically, you need to:
¢ Review the Event listed below to confirm it is accurate.
¢ Obtain the appropriate documentation for the Event, and check the "Documentation Attached" box.

* FAX OR MAIL THE LIST OF COVERED DEPENDENTS AND THE DOCUMENTATION BY 04/11/2007 TO:

MAIL: The Company, Inc. FAX: The Company, Inc.
PO Box 25187 801-956-4567
Salt Lake City, UT 84125-0187

We are committed to protecting employee privacy and can assure you that all documentation will be treated confidentially.

If you do not furnish acceptable proof of this event by 04/11/2007, the changes made may be reversed, and you may be
required to reimburse the Plan for any claims paid. Additionally, you may be subject to disciplinary action since processing
invalid changes are a violation of The Company Policy. Employees or Dependents removed from coverage for
ineligibility/failure to submit appropriate documentation are not eligible for COBRA continuation coverage.

We understand that providing documentation to substantiate Eligibility takes some time and effort on your part, and we
appreciate your cooperation. Ensuring the validity of Benefit Eligibility under our benefit programs will help keep health care
costs down in the future - costs that you and The Company share. After documentation has been received, a written
confirmation will be provided with the results of this process.

If you have any questions regarding your Birth event or the necessary documentation, please call the The Company, Inc.
HR Benefits Center at 1-800-550-0726 to speak with a Service Center Representative. Representatives are available
10:00 AM to 8:00 PM Eastern Standard Time (except holidays).

Sincerely,

The Company, Inc. HR Benefits Center

Enclosure (1)

EVTLTR
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The Company, Inc.
PO Box 25187
Salt Lake City, UT 84125-0187

Delta Dawn
1234 Bluffdale Rd
DryTown, MS 39740

Please provide proof of your Event listed below to ensure continued coverage by your The Company benefit plans.

Please FAX OR MAIL the completed form along with the required documentation by no later than 04/11/2007.
NOTE: To protect your privacy please ensure that this is accompanied by a cover sheet that contains no personal
information. Thank you!

Event Information
No. Event Documentation

11 Birth a

Required Documentation - Please send one of the following:
Birth Certificate

FAX OR MAIL the list of covered dependents and the documentation by 04/11/2007 to:

MAIL: The Company, Inc. FAX: The Company, Inc.
PO Box 25187 801-956-4567
Salt Lake City, UT 84125-0187

Your Signature Date

EVTLTR

TCI20070000000000875 TK2R 0001 0203





The Company, Inc.

PO Box 25187 he Company, [p,
Salt Lake City, UT 84125-0187 —
03/13/2007

(NI 2w oo

THEODORE SMITH

120 DUFFY ST

Watertown, NY 13601
Dear THEODORE:

Our records indicate that on 11/16/2006 you recorded a Dependent Becomes Eligible event. To confirm the change, you
must submit the required documentation to support the change.

Specifically, you need to:
¢ Review the Event listed below to confirm it is accurate.
¢ Obtain the appropriate documentation for the Event, and check the "Documentation Attached" box.

* FAX OR MAIL THE LIST OF COVERED DEPENDENTS AND THE DOCUMENTATION BY 04/11/2007 TO:

MAIL: The Company, Inc. FAX: The Company, Inc.
PO Box 25187 801-956-4567
Salt Lake City, UT 84125-0187

We are committed to protecting employee privacy and can assure you that all documentation will be treated confidentially.

If you do not furnish acceptable proof of this event by 04/11/2007, the changes made may be reversed, and you may be
required to reimburse the Plan for any claims paid. Additionally, you may be subject to disciplinary action since processing
invalid changes are a violation of The Company Policy. Employees or Dependents removed from coverage for
ineligibility/failure to submit appropriate documentation are not eligible for COBRA continuation coverage.

We understand that providing documentation to substantiate Eligibility takes some time and effort on your part, and we
appreciate your cooperation. Ensuring the validity of Benefit Eligibility under our benefit programs will help keep health care
costs down in the future - costs that you and The Company share. After documentation has been received, a written
confirmation will be provided with the results of this process.

If you have any questions regarding your Dependent Becomes Eligible event or the necessary documentation, please
call the The Company, Inc. HR Benefits Center at 1-800-550-0726 to speak with a Service Center Representative.
Representatives are available 10:00 AM to 8:00 PM Eastern Standard Time (except holidays).

Sincerely,

The Company, Inc. HR Benefits Center

Enclosure (1)

EVTLTR
TCI20070000000000884 TK2R 0002 0103





The Company, Inc.
PO Box 25187
Salt Lake City, UT 84125-0187

THEODORE SMITH
120 DUFFY ST
Watertown, NY 13601

Please provide proof of your Event listed below to ensure continued coverage by your The Company benefit plans.

Please FAX OR MAIL the completed form along with the required documentation by no later than 04/11/2007.
NOTE: To protect your privacy please ensure that this is accompanied by a cover sheet that contains no personal
information. Thank you!

Event Information

No. Event Documentation

18 Dependent Becomes Eligible d

Required Documentation - Please send one of the following:

Bursar’s letter Legal Documentation of Custody School Letter showing full time student status
Copy of ID Card Official Court Documentation Social Security Income Statement (disabled child)
Enrollment forms from school Registration Confirmation Transcripts

Enrollment Verification Form Report Card

FAX OR MAIL the list of covered dependents and the documentation by 04/11/2007 to:

MAIL: The Company, Inc. FAX: The Company, Inc.
PO Box 25187 801-956-4567
Salt Lake City, UT 84125-0187

Your Signature Date

EVTLTR
TCI20070000000000884 TK2R 0002 0203





The Company, Inc.

PO Box 25187 he Company, [p,
Salt Lake City, UT 84125-0187 —
03/13/2007

T gl

LAURA Baker

1015 56TH ST. E

Anyport, TX 12345
Dear LAURA:

This letter is a reminder that our records indicate that on 02/21/2006 you recorded a Marriage event. To confirm the
change, you must submit the required documentation to support the change.

Specifically, you need to:
¢ Review the Event listed below to confirm it is accurate.
¢ Obtain the appropriate documentation for the Event, and check the "Documentation Attached" box.

¢ FAX OR MAIL the list of covered dependents and the documentation by 04/12/2007 to:

MAIL: The Company, Inc. e FAX: The Company, Inc.
PO Box 25187 801.956.4567
Salt Lake City, UT 84125-0187

We are committed to protecting employee privacy and can assure you that all documentation will be treated confidentially.

If you do not furnish acceptable proof of this event by 04/12/2007, the changes made may be reversed, and you may be
required to reimburse the Plan for any claims paid. Additionally, you may be subject to disciplinary action since processing
invalid changes are a violation The Company Policy. Employees or Dependents removed from coverage for
ineligibility/failure to submit appropriate documentation are not eligible for COBRA continuation coverage.

We understand that providing documentation to substantiate Eligibility takes some time and effort on your part, and we
appreciate your cooperation. Ensuring the validity of Benefit Eligibility under our benefit programs will help keep health care
costs down in the future - costs that you and The Company share. After documentation has been received, a written
confirmation will be provided with the results of this process.

If you have any questions regarding your Marriage event or the necessary documentation, please call the The Company,

Inc. HR Benefits Center at 1-888-555-1212 to speak with a Service Center Representative. Representatives are available
8:00 am to 5:00 pm MST (except holidays).

Sincerely,

The Company, Inc. HR Benefits Center

EVTFOL
TCI20070000000000891 TK2R 0003 0103





The Company, Inc.
PO Box 25187
Salt Lake City, UT 84125-0187

LAURA Baker
1015 56TH ST. E
Anyport, TX 12345

Please provide proof of your Event listed below to ensure continued coverage by your The Company benefit plans.

Please FAX OR MAIL the completed form along with the required documentation by no later than 04/12/2007.
NOTE: To protect your privacy please ensure that this is accompanied by a cover sheet that contains no personal
information. Thank you!

Event Information
No. Event Documentation

13 Marriage d

Required Documentation - Please send one of the following:
Marriage Certificate

FAX OR MAIL the list of covered dependents and the documentation by 04/12/2007 to:

e MAIL: The Company, Inc. ¢ FAX: The Company, Inc.
PO Box 25187 801.956.4567
Salt Lake City, UT 84125-0187

Your Signature Date

EVTFOL

TCI20070000000000891 TK2R 0003 0203





The Company, Inc.
PO Box 25187 qne Company, I, .
Salt Lake City, UT 84125-0187 ~—

03/13/2007
TR =t
Cathy Charlie
876 CHESAPEAKE WAY
Bell, TX 12345
Dear Cathy:

This letter is to inform you that the following Event you recently processed has been Denied based on the Result column
below.

Event Information
No. Event Result

12 Adoption/Gain Dependent No Response

We appreciate your prompt attention to this request. If you have any questions regarding your Family Status Change,
please call the The Company, Inc. HR Benefits Center at 1-888-555-1212 to speak with a Service Center Representatives.
Representatives are available 8:00 am to 5:00 pm MST (except holidays).

Sincerely,

The Company, Inc. HR Benefits Center

EVTFIN
TCI20070000000000892 TK2R 0004 0101





The Company, Inc.

PO Box 25187 he Company, [p,
Salt Lake City, UT 84125-0187 —
03/13/2007

(NI 2w oo

Delta Dawn

257 EAST BROAD STREET

APT F205

Oldname, TX 12345

Dear Delta:

This letter is to inform you that the provided documentation for the following Event did not meet the required standards. As
part of our verification process, you are required to furnish proof of eligibility. You have until 04/12/2007, to RESUBMIT the
appropriate documentation.

Event Information
No. Event Result

17 Dependent Loses Other Coverage No Response

Specifically, you need to:
e Review the Event listed above to confirm it is accurate.

¢ Obtain the appropriate documentation for each eligible dependent shown on the enclosed list, and check the
"Documentation Attached" box indicating the dependents for whom you are submitting documentation.

* FAX OR MAIL the list of covered dependents and the documentation by 04/12/2007 to:

MAIL: The Company, Inc. e FAX: The Company, Inc.
PO Box 25187 801.956.4567
Salt Lake City, UT 84125-0187

We are committed to protecting employee privacy and can assure you that all documentation will be treated confidentially.

If you do not furnish acceptable proof of this event by 04/12/2007, the changes made may be reversed, and you may be
required to reimburse the Plan for any claims paid. Additionally, you may be subject to disciplinary action since processing
invalid changes are a violation The Company Policy. Employees or Dependents removed from coverage for
ineligibility/failure to submit appropriate documentation are not eligible for COBRA continuation coverage.

We understand that providing documentation to substantiate Eligibility takes some time and effort on your part, and we
appreciate your cooperation. Ensuring the validity of Benefit Eligibility under our benefit programs will help keep health care
costs down in the future - costs that you and The Company share. After documentation has been received, a written
confirmation will be provided with the results of this process.

If you have any questions regarding your Dependent Loses Other Coverage event or the necessary documentation,
please call the The Company, Inc. HR Benefits Center at 8:00 am to 5:00 pm MST to speak with a Service Center
Representative. Representatives are available 8:00 am to 5:00 pm MST (except holidays).

Sincerely,

The Company, Inc. HR Benefits Center

EVTRSB
TCI20070000000000893 TK2R 0005 0103





The Company, Inc.
PO Box 25187
Salt Lake City, UT 84125-0187

03/13/2007

Delta Dawn

257 EAST BROAD STREET
APT F205

Oldname, TX 12345

Please provide proof of your Event listed below to ensure continued coverage by your The Company benefit plans.

Please FAX OR MAIL the completed form along with the required documentation by no later than 04/12/2007. NOTE: To
protect your privacy please ensure that this is accompanied by a cover sheet that contains no personal information. Thank
you!

Event Information
No. Event Documentation

17 Dependent Loses Other Coverage d

Required Documentation - Please send one of the following:
Letter Verifying Loss of Other Coverage

FAX OR MAIL the list of covered dependents and the documentation by 04/12/2007 to:

MAIL: The Company, Inc. FAX: The Company, Inc.
PO Box 25187 801.956.4567
Salt Lake City, UT 84125-0187

Your Signature Date

EVTRSB
TCI20070000000000893 TK2R 0005 0203





The Company, Inc.
PO Box 25187 qne Company, I, .
Salt Lake City, UT 84125-0187 ~—

03/13/2007
(MR T Sess taoe
Todd Echo
6070 SIMMS DRIVE
London, TX 12345
Dear Todd:

This letter is to inform you that the following Event you recently processed has been Approved based on the Result column
below.

Event Information
No. Event Result

18 Dependent Becomes Eligible Approved

We appreciate your prompt attention to this request. If you have any questions regarding your Family Status Change,
please call the The Company, Inc. HR Benefits Center at 1-888-555-1212 to speak with a Service Center Representatives.
Representatives are available 8:00 am to 5:00 pm MST (except holidays).

Sincerely,

The Company, Inc. HR Benefits Center

EVTFIN
TCI20070000000000894 TK2R 000k 0101





The Company, Inc.

PO Box 25187 he Company, Iy .
Salt Lake City, UT 84125-0187 —
02/20/2007

[N 2w ooy

Todd Echo

6070 SIMMS DRIVE

London, TX 12345
Dear Todd:

This letter is a reminder that our records indicate that you have elected coverage for your dependent(s) in one or more
benefit plans. As part of the dependent process, you are required to furnish proof of dependent eligibility.

Specifically, you need to:

¢ Review the enclosed list of dependents you are covering and confirm they are eligible under the The Company
Benefit Plans.

¢ Obtain the appropriate documentation for each eligible dependent shown on the enclosed list, and check the
"Documentation Attached" box indicating the dependents for whom you are submitting documentation.

* FAX OR MAIL THE LIST OF COVERED DEPENDENTS AND THE DOCUMENTATION BY 03/22/2007 TO:

MAIL: The Company, Inc. FAX: The Company, Inc.
PO Box 25187 801.956.4567
Salt Lake City, UT 84125-0187

We are committed to protecting employee privacy and can assure you that all documentation will be treated confidentially.

If you do not furnish acceptable proof of dependent eligibility by 03/22/2007, your dependents may be removed from
coverage and you may have to reimburse the Plan for any claims paid on behalf of those dependents. Additionally, you
may be subject to disciplinary action since covering ineligible dependents is a violation of The Company Policy.
Dependents removed from coverage for ineligibility/failure to submit appropriate documentation are not eligible for COBRA
continuation coverage.

We understand that providing documentation to substantiate dependent eligibility takes some time and effort on your part,
and we appreciate your cooperation. Ensuring that only eligible dependents are covered under our benefit programs will
help keep benefit plan costs down in the future - costs that you and The Company share. After documentation has been
received, a written confirmation will be provided with the results of this dependent process.

If you have any questions regarding dependent eligibility or the necessary documentation, please call the The Company,
Inc. HR Benefits Center at 1-888-555-1212 to speak with a Service Center Representative. Representatives are available
8:00 am to 5:00 pm MST (except holidays).

Sincerely,

The Company, Inc. HR Benefits Center

DEPFOL
TCI20070000000000689 TK2R 0007 0103





The Company, Inc.
PO Box 25187
Salt Lake City, UT 84125-0187

Todd Echo
6070 SIMMS DRIVE
London, TX 12345

Please provide proof of eligibility for each enrolled dependent listed below to ensure continued coverage by The Company
Benefit Plans.

Please fax or mail the completed form along with the required documentation by no later than 03/22/2007. NOTE: To
protect your privacy please ensure that this is accompanied by a cover sheet that contains no personal information. Thank
you!

Dependent Information
No. Name Birth Date Dependent Type Documentation Attached

1 Jill Echo 09/05/1949 Spouse J

Required Documentation - Please submit one of the following of each Dependent Type:

Spouse:
Marriage Certificate Official Court Documentation Tax Return

FAX OR MAIL the list of covered dependents and the documentation by 03/22/2007 to:

MAIL: The Company, Inc. FAX: The Company, Inc.
PO Box 25187 801.956.4567
Salt Lake City, UT 84125-0187

Your Signature Date

DEPFOL
TCI20070000000000689 TK2R 0007 0203





The Company, Inc.

PO Box 25187 qne Company, I, .
Salt Lake City, UT 84125-0187 ~—

02/20/2007

LT ———

Cortney Star
8318 BRITTANY LANE
RIVERDALE, TX 12345

Dear Cortney:

This letter is to inform you that the following dependent(s) for which you recently elected coverage has been Denied based
on the Result column below.

Dependent Information

No. Name Birth Date Dependent Type Result
1 Vega Star 10/31/1987 Children No Response
2 Alpha Nova 07/04/1996 Children No Response

We appreciate your prompt attention to this request. If you have any questions regarding dependent eligibility, please call
the The Company, Inc. HR Benefits Center at 1-888-555-1212 to speak with a Service Center Representative.
Representatives are available 8:00 am to 5:00 pm MST (except holidays).

Sincerely,

The Company, Inc. HR Benefits Center

DEPFIN
TCI20070000000000690 TK2R 0008 0101





The Company, Inc.
PO Box 25187 qne Company, I, .
Salt Lake City, UT 84125-0187 —

02/20/2007

LT ——

Sunrise Sunset
21 GABLES DRIVE
ROME, TX 12345

Dear Sunrise:

You have elected coverage for your dependent(s) in one or more benefit plans. As part of the dependent process, you are
required to furnish proof of dependent eligibility.

Specifically, you need to:

¢ Review the enclosed list of dependent(s) you are covering and confirm they are eligible under the The Company
Benefit Plans.

¢ Obtain the appropriate documentation for each eligible dependent shown on the enclosed list, and check the
"Documentation Attached" box indicating the dependents for whom you are submitting documentation.

* FAX OR MAIL THE LIST OF COVERED DEPENDENTS AND THE DOCUMENTATION BY 03/22/2007 TO:

MAIL: The Company, Inc. FAX: The Company, Inc.
PO Box 25187 801.956.4567
Salt Lake City, UT 84125-0187

We are committed to protecting employee privacy and can assure you that all documentation will be treated confidentially.

If you do not furnish acceptable proof of dependent eligibility by 03/22/2007, your dependents may be removed from
coverage and you may need to reimburse the Plan for any claims paid on behalf of those dependents. Additionally, you
may be subject to disciplinary action since covering ineligible dependents is a violation of The Company Policy.
Dependents removed from coverage for ineligibility/failure to submit appropriate documentation are not eligible for COBRA
continuation coverage.

We understand that providing documentation to substantiate dependent eligibility takes some time and effort on your part,
and we appreciate your cooperation. Ensuring that only eligible dependents are covered under our benefit program will
help keep benefit plan costs down in the future - costs that you and The Company share. After documentation has been
received, a written confirmation will be provided with the results of this dependent process.

If you have any questions regarding dependent eligibility or the necessary documentation, please call the The Company,
Inc. HR Benefits Center at 1-888-555-1212 to speak with a Service Center Representative. Representatives are available
8:00 am to 5:00 pm MST (except holidays).

Sincerely,
The Company, Inc. HR Benefits Center

Enclosure (1)

DEPLTR
TCI20070000000000691 TK2R 0009 0103





The Company, Inc.
PO Box 25187
Salt Lake City, UT 84125-0187

Sunrise Sunset
21 GABLES DRIVE
ROME, TX 12345

Please provide proof of eligibility for each enrolled dependent listed below to ensure continued coverage by The Company
Benefit Plans.

Please fax or mail the completed form along with the required documentation by no later than 03/22/2007. NOTE: To
protect your privacy please ensure that this is accompanied by a cover sheet that contains no personal information. Thank

you!

Dependent Information

No. Name Birth Date Dependent Type Documentation Attached
1 Bill Sunset 12/12/1982 Spouse 4
2 Wendy Sunset 02/28/1979 Children J
3 Glow Sunset 07/18/1994 Children d
4 Eric Sunset 06/18/1999 Children D

Required Documentation - Please send one of the following for each Dependent Type:

Children:

Adoption Certificate Birth Certificate Legal Documentation of Custody
Spouse:

Marriage Certificate Official Court Documentation Tax Return

FAX OR MAIL the list of covered dependents and the documentation by 03/22/2007 to:

MAIL: The Company, Inc. FAX: The Company, Inc.
PO Box 25187 801.956.4567
Salt Lake City, UT 84125-0187

Your Signature Date

DEPLTR

TCI20070000000000691 TK2R 0009 0203





The Company, Inc.

PO Box 25187 The Company, [p,,
Salt Lake City, UT 84125-0187 —
02/20/2007

O O PO O R TKoR o010

Jake Fredrick

2422 EDGEWOOD ROAD

COLUMBUS, TX 12345
Dear Jake:

You have elected coverage for your dependent(s) in one or more benefit plans. As part of the dependent process, you are
required to furnish proof of dependent eligibility.

Specifically, you need to:

¢ Review the enclosed list of dependent(s) you are covering and confirm they are eligible under the The Company
Benefit Plans.

¢ Obtain the appropriate documentation for each eligible dependent shown on the enclosed list, and check the
"Documentation Attached" box indicating the dependents for whom you are submitting documentation.

* FAX OR MAIL THE LIST OF COVERED DEPENDENTS AND THE DOCUMENTATION BY 03/22/2007 TO:

MAIL: The Company, Inc. FAX: The Company, Inc.
PO Box 25187 801.956.4567
Salt Lake City, UT 84125-0187

We are committed to protecting employee privacy and can assure you that all documentation will be treated confidentially.

If you do not furnish acceptable proof of dependent eligibility by 03/22/2007, your dependents may be removed from
coverage and you may need to reimburse the Plan for any claims paid on behalf of those dependents. Additionally, you
may be subject to disciplinary action since covering ineligible dependents is a violation of The Company Policy.
Dependents removed from coverage for ineligibility/failure to submit appropriate documentation are not eligible for COBRA
continuation coverage.

We understand that providing documentation to substantiate dependent eligibility takes some time and effort on your part,
and we appreciate your cooperation. Ensuring that only eligible dependents are covered under our benefit program will
help keep benefit plan costs down in the future - costs that you and The Company share. After documentation has been
received, a written confirmation will be provided with the results of this dependent process.

If you have any questions regarding dependent eligibility or the necessary documentation, please call the The Company,
Inc. HR Benefits Center at 1-888-555-1212 to speak with a Service Center Representative. Representatives are available
8:00 am to 5:00 pm MST (except holidays).

Sincerely,
The Company, Inc. HR Benefits Center

Enclosure (1)

DEPLTR
TCI20070000000000692 TKeR 0010 0103





The Company, Inc.
PO Box 25187
Salt Lake City, UT 84125-0187

Jake Fredrick
2422 EDGEWOOD ROAD
COLUMBUS, TX 12345

Please provide proof of eligibility for each enrolled dependent listed below to ensure continued coverage by The Company
Benefit Plans.

Please fax or mail the completed form along with the required documentation by no later than 03/22/2007. NOTE: To
protect your privacy please ensure that this is accompanied by a cover sheet that contains no personal information. Thank

you!

Dependent Information

No. Name Birth Date Dependent Type Documentation Attached
1 PP Fredrick 05/23/1941 Spouse 4
2 JJ Fredrick 05/21/1982 Children D
3 WW Fredrick 11/07/1988 Court Ordered Dep 4

Required Documentation - Please send one of the following for each Dependent Type:

Children:
Adoption Certificate Birth Certificate Legal Documentation of Custody

Court Ordered Dep:
Legal Documentation of Custody Official Court Documentation

Spouse / Common Law Partner:
Marriage Certificate Official Court Documentation Tax Return

FAX OR MAIL the list of covered dependents and the documentation by 03/22/2007 to:

MAIL: The Company, Inc. FAX: The Company, Inc.
PO Box 25187 801.956.4567
Salt Lake City, UT 84125-0187

Your Signature Date

DEPLTR

TCI20070000000000692 TK2R 0010 0203





The Company, Inc.
PO Box 25187 qne Company, I, .
Salt Lake City, UT 84125-0187 ~—

02/20/2007

LT =

Sabrina The Witch
152 MILL CREEK DRIVE
CANTON, TX 12345

Dear Sabrina:

This letter is to inform you that the following dependent(s) for which you recently elected coverage has been Approved
based on the Result column below.

Dependent Information
No. Name Birth Date Dependent Type Result

1 Fred The Witch 10/19/1973 Spouse Approved

We appreciate your prompt attention to this request. If you have any questions regarding dependent eligibility, please call
the The Company, Inc. HR Benefits Center at 1-888-555-1212 to speak with a Service Center Representative.
Representatives are available 8:00 am to 5:00 pm MST (except holidays).

Sincerely,

The Company, Inc. HR Benefits Center

DEPFIN
TCI20070000000000693 TKeR 0011 0101





The Company, Inc.
PO Box 25187 qne Company, I, .
Salt Lake City, UT 84125-0187 ~—

02/20/2007
LTI ——=—eth
Cathy Charlie
876 CHESAPEAKE WAY
Bell, TX 12345
Dear Cathy:

This letter is to inform you that the documentation provided for the following dependent(s) did not meet the required
standards. As part of the dependent process, you are required to furnish proof of dependent eligibility. You have until
03/22/2007, to RESUBMIT the appropriate documentation.

Dependent Information

No. Name Birth Date Dependent Type Result
1 James Charlie Il 01/02/1981 Children Approved
2 Jamaal Charlie Il 03/25/1991 Children No Response
3 ANTWAN Charlie 12/10/1987 Children No Response

Specifically, you need to:

¢ Review the enclosed list of dependents you are covering and confirm they are eligible under the The Company
Benefit Plans.

¢ Obtain the appropriate documentation for each eligible dependent shown on the enclosed list, and check the
"Documentation Attached" box indicating the dependents for whom you are submitting documentation.

e FAX OR MAIL the list of covered dependents and the documentation by 03/22/2007 to:

MAIL: The Company, Inc. * FAX: The Company, Inc.
PO Box 25187 801.956.4567
Salt Lake City, UT 84125-0187

If you do not furnish acceptable proof of dependent eligibility by 03/22/2007, your dependent(s) may be removed from
coverage and you may have to reimburse the Plan for any claims paid on behalf of those dependents. Additionally, you
may be subject to disciplinary action since covering ineligible dependents is a violation of The Company Policy.
Dependents removed from coverage for ineligibility/failure to submit appropriate documentation are not eligible for COBRA
continuation coverage.

We appreciate your prompt attention to this request. If you have any questions regarding dependent eligibility, please call
the The Company, Inc. HR Benefits Center at 1-888-555-1212 to speak with a Service Center Representative.
Representatives are available 8:00 am to 5:00 pm MST (except holidays).

Sincerely,
The Company, Inc. HR Benefits Center

DEPRSB
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The Company, Inc.
PO Box 25187
Salt Lake City, UT 84125-0187

02/20/2007

Cathy Charlie
876 CHESAPEAKE WAY
Bell, TX 12345

Please provide proof of eligibility for each enrolled dependent listed below to ensure continued coverage by The Company
Benefit Plans.

Please fax or mail the completed form along with the required documentation by no later than 03/22/2007. NOTE: To
protect your privacy please ensure that this is accompanied by a cover sheet that contains no personal information. Thank
you!

Dependent Information

No. Name Birth Date Dependent Type Result
1 James Charlie Il 01/02/1981 Children Approved
2 Jamaal Charlie Il 03/25/1991 Children No Response
3 ANTWAN Charlie 12/10/1987 Children No Response

Required Documentation - Please send one of the following for each Dependent Type:

Children:
Adoption Certificate Birth Certificate Legal Documentation of Custody

FAX OR MAIL the list of covered dependents and the documentation by 03/22/2007 to:

MAIL: The Company, Inc. FAX: The Company, Inc.
PO Box 25187 801.956.4567
Salt Lake City, UT 841250187

Your Signature Date

DEPRSB
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The Company, Inc.
PO Box 25187 qne Company, I, .
Salt Lake City, UT 84125-0187 ~—

02/20/2007

LT ———

LAURA Baker
1015 56TH ST. E
Anyport, TX 12345

Dear LAURA:

This letter is to inform you that the following dependent(s) for which you recently elected coverage has been Partially
Approved based on the Result column below.

Dependent Information

No. Name Birth Date Dependent Type Result
1 Fred Baker 02/10/1999 Children Approved
2 DAVIS Able 06/14/2005 Court Ordered Dep No Response
3 Sara Able 02/20/2003 Children No Response

We appreciate your prompt attention to this request. If you have any questions regarding dependent eligibility, please call
the The Company, Inc. HR Benefits Center at 1-888-555-1212 to speak with a Service Center Representative.
Representatives are available 8:00 am to 5:00 pm MST (except holidays).

Sincerely,

The Company, Inc. HR Benefits Center

DEPFIN
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Audit Tvpe:

Audit Status:
Z7720070000000003131
Family Status Change Audit
Audit Status:
Z7720070000000001721
Z7720070000000001718
Z7720070000000001720
Z7720070000000001719
Z7720070000000002144
Z7720070000000002145
Z7720070000000002192
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10/27/2007
11/24/2007
12/08/2007

01/19/2008
01/19/2008
01/19/2008
01/19/2008
01/19/2008
01/19/2008
01/19/2008

09/29/2007
09/29/2007
09/29/2007
09/29/2007
01/19/2008

Failed

Active

Audit End

12/24/2007

10/10/2007
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01/07/2008

03/19/2008
03/19/2008
03/19/2008
03/19/2008
03/19/2008
03/19/2008
03/19/2008

10/29/2007
10/29/2007
10/29/2007
10/29/2007
03/19/2008

Complete

12/24/2007
Count:

10/10/2007
10/10/2007
10/10/2007
10/07/2007
10/29/2007
10/29/2007
10/29/2007
10/31/2007
11/02/2007
11/14/2007
11/14/2007
11/06/2007
11/06/2007
11/26/2007
11/26/2007
12/23/2007
12/23/2007
Count:
Count:

Count:

12/10/2007
10/18/2007
10/29/2007
10/23/2007
01/22/2008
Count:
Count:

Employee Last name

GRANT

WEST

SPARKS

KEYS

TEQUILA
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SPEARS
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MCBRIDE
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YOUNG

SMITH

JOHNSON

WILLY

THOMAS

FRANKFORD
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SMITH
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DHINGRARA
HAURY!
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Employee First Name

AMY

KANYE
JORDIN
ALICIA
TILA
FRANK
JOHN
JOSH
JACK

AMY

PAUL
MARK
JONNY
SHANE
GREGORY
DAVID
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JOHN
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Dependent's Loss of Other...
Birth
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Add Court Ordered Dependen
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Approved
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Approved

No Response
No Response
Approved
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Approved
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Approved









