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RELEASE AND SETTLEMENT AGREEMENT 

 This Release and Settlement Agreement (“Agreement”) is entered into this 16th day of 
September, 2016 (“Execution Date) between the State of Alaska, Department of Health and 
Social Services (“State”) and Xerox State Healthcare LLC f/k/a Affiliated Computer Services, 
Inc. (“Xerox”).   

Recitals 

The State and Xerox (collectively “the Parties”) entered into a contract (ASPS No. 2007-
0600-6640) dated September 7, 2007, which contract has been amended from time to time 
(“Contract”).  Disputes have arisen under the Contract, and an action was commenced before the 
Office of Administrative Hearings by the State under OAH 14-1676-CON, in which Xerox also 
asserted counterclaims.  The Parties intend for this Release and Settlement Agreement 
(“Agreement”) to resolve all disputes between the Parties existing as of the date of this 
Agreement, and this Agreement is intended to memorialize all of the terms of the Parties’ 
settlement. 

1. Prior authorization and outstanding change requests.   

a) Xerox will provide and implement, at no additional charge to the State, a web-based, 
self-service, non-emergency medical travel authorization tool (“Smart TA”) for use 
with the current Health Enterprise system.  A scope of work for this project is 
attached as Exhibit A to this Agreement. 

b) Xerox currently has $11,800,000 in outstanding change requests through December 
31, 2015 which have not been paid.  Xerox agrees to forgo collection of $10,300,000 
of this $11,800,000, leaving $1,500,000 in outstanding change request work that the 
State agrees to pay into escrow within 30 days of the Execution Date.   

c) Xerox will apply the $1,500,000 funds in the escrow account described in 1(b) above 
to pay for additional development and implementation hours at current contract rates 
in order to implement additional capabilities to automate the submission of prior 
authorizations, excluding prior authorizations for long term care.  The State shall 
direct the escrow agent to release funds to Xerox from escrow within 30 days of 
presentation of invoices for this work. 

d) This Agreement does not affect or release amounts that may be owed by the State 
under the Contract for change requests or any other item from February 1, 2016 
forward, including but not limited to payments described in Section 5 below.   
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2. SLAs. 

Section F.5.2 of the Contract (including associated exhibit F-3) and Section G.6 of the 
Contract, in addition to any other provisions in the Contract or the Request for Proposal 
that refer to one or more Performance Credits, are hereby superseded and replaced in 
their entirety by the following obligations:   

 
a) Attached as Exhibit B are the SLAs which will be used by the Parties for 
performance monitoring and reporting purposes for the fourth quarter of 2016.  
Modification of these SLAs will be jointly agreed to by Health Care Services 
(HCS) and Xerox during quarterly SLA review meetings.  In order to allow Xerox 
sufficient time to institute measurement tools for the newly agreed upon SLA’s, 
the changes agreed to in the quarterly meeting will not be required until the next 
quarter following the meeting giving Xerox a full quarter to build the required 
measurement tools.   

b) Starting in October 2016, Xerox shall submit to DHSS by the fifteenth 
(15th) day of each month a Monthly Performance Report along with supporting 
documentation which shall document Xerox’s performance with respect to the 
SLAs during the previous month and explain deviations from the Service Levels, 
if any.   

c) The Parties agree that no financial credits will be owed, paid or 
recoverable by either party because of Xerox exceeding or not meeting the SLA 
performance metrics or Service Levels.   

d) The Parties only intend to supersede provisions relating to Performance 
Credits connected to SLAs.  Except as expressly set forth in this Agreement, the 
Parties are not waiving any other contractual remedies or payment provisions.   

3. Hardware upgrades. 

Xerox will provide hardware system upgrades valued at $1,500,000 consisting of 
production servers and/or other hardware or software intended to decrease the batch and 
payment cycle time and provide a faster response time to providers and other users.  
These upgrades will be provided at no extra charge to the State and will be selected and 
implemented at the sole discretion of Xerox, in consultation with the State.  Title to this 
hardware will transfer to the State at the conclusion of the Contract. 

4. Remaining system acceptance items. 

Xerox has completed all of the system acceptance deliverables it was required to provide, 
which deliverables have been accepted by the State.  Upon the later of ten business days 
after the Execution Date, or ten business days after the correction of any Severity 1 
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defects associated with any previously accepted system acceptance deliverable, the State 
will pay Xerox $17,368,000, as set out in Section 5(b) of this Agreement.   
 

5. Monetary consideration.   

Xerox is presently owed $25,859,000 under the Contract for work performed in connection 
with the DDI 6, 7, 8 milestones and a holdback to be paid at “Go Live,” as well as for certain 
outstanding operational invoices.  The State agrees to pay this amount on the following terms 
and at the following times:   

a)  The State agrees to pay Xerox $2,426,000 within ten business days of execution of the 
settlement agreement.   

b)  The State agrees to pay Xerox $17,368,000 within ten business days of the later of the 
Execution Date, or ten business days after the correction of any Severity 1 defects 
associated with any previously accepted system acceptance deliverable.  

c)  The State agrees to pay Xerox the remaining $6,065,000 in accordance with the following 
schedule: 

 1) $65,000 will be paid within ten business days of when Xerox provides the 
documentation of enhancement activities for January through September, 2016, as set out 
in section 6(b);  

 2) $350,000 will be paid within ten business days of when the Parties mutually agree on a 
cross training plan as set out in section 9(a);  

 3) $350,000 will be paid within ten business days of when the Parties mutually agree 
upon a system training program as set out in section 9(b);  

 4) $2,500,000 will be paid within ten business days of when Xerox provides and 
implements the self-service travel authorization tool as set out in section 1(a);  

 5) A total of $1,000,000 will be paid within ten business days upon approval by the State 
of the following work: 

 a) $350,000 when the following fields are added to the MR-O-14 report:  orphan 
claims, patient liability and crossover claims;  

  b) $300,000 upon acceptance by the State of the NCCI savings report;  

 c) $300,000 upon acceptance of Xerox’s plan to implement the revised NCCI 
edits’ hierarchy; and 

 d) $50,000 upon remediation of defects related to online provider functionality for 
reenrollment and revalidation existing as of the Execution Date.   
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 6) $300,000 will be paid within ten business days of when Xerox provides or makes 
available for inspection the disaster recovery plans as set out in section 11; and 

 7) $1,500,000 will be paid within ten business days of when Xerox provides the hardware 
system upgrades set out in section 3.   

d)  The final $2,021,667.38 payment due under the Contract at the time of certification will 
be paid within ten business days of the date when the State receives notification that the 
federal government has certified or conditionally certified the Alaska MMIS.  However, 
the State may withhold its certification payment for conditional certification if (1) CMS 
issues a conditional certification based on a condition controlled or caused by Xerox; (2) 
the conditional nature of the certification causes the State to not receive the enhanced 
Medicaid Federal Financial Participation (FFP) as allowed for MMIS operations under 42 
CFR Subpart C; and (3) CMS does not waive withholding of the enhanced FFP after a 
written request by State to waive the withholding in accordance with 42 CFR 433.131. 

e)  Nothing in this Agreement releases the State’s obligation to pay Invoice 1222202, or past, 
present or future invoices for Operations work performed in 2016 prior to the Execution 
Date or any future payments obligated under the terms of the Contract.  

6. Monthly enhancement hours.  

 a) Under the Contract, Xerox is obligated to provide a total of 600 hours of effort per 
month for anticipated Enhancement Modification requirements.  The Parties hereby agree 
that the 600 hours required by Section C.9.2 of the Contract shall be increased by 900 
hours, for a total of 1,500 hours of effort each month for anticipated Enhancement 
Modification requirements without increasing the Contract’s price for this additional 
work.  These additional hours will be provided for each month starting February 2016 
and continuing until the end of the current Contract term. These hours may be used for 
work required to complete any enhancement, including but not limited to design, 
development, documentation, testing, implementation, and operation.  These hours shall 
not be used for work performed by full-time employees (“FTEs”) already included in the 
State’s monthly operations payments under the Contract, unless Xerox can demonstrate 
that such FTE is performing a full FTE work load in addition to and apart from any 
enhancement work.  Further, these hours shall not be used for redoing work that is 
reasonably rejected by the State and has to be reworked due solely to contractor or 
subcontractor errors or omissions.  In the event the parties mutually agree to any renewals 
or extensions, Xerox agrees that the State would receive 1,200 enhancement hours per 
month for the uses described above. Any unused enhancement hours will roll over from 
month-to-month.  In addition, the parties may mutually agree to advance enhancement 
hours from a subsequent month, to be credited against hours incurred in a current month, 
not to exceed 1,500 hours annually.  However, any hours accumulated and unused at the 
expiration or termination of the Contract shall not be reimbursed or credited to the State, 
including as contemplated in Section C 9.2 of the Contract.  
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 b) Xerox will provide monthly documentation sufficient to reflect incurred enhancement 
hours for the months of February 2016 through September 2016, which documentation 
will be provided by October 15, 2016.   

 c) For enhancement work performed subsequent to September 30, 2016, Xerox will 
provide a draft of a revised report format by October 31, 2016.  The new format (which 
would go into effect for work performed in November 2016) will include project and 
resource-based breakdowns.  Additionally, summary reports will be generated showing 
the variance against budgeted effort for enhancement hours (excluding any base account 
or O&M resource effort contributions), as well as cumulative and remaining annual 
effort.  Following approval of the new format by the State, Xerox will deliver monthly 
reports in the new format by the third Friday following the end of each month in which 
such work is performed.  

7. Development and implementation hours. 

In order to resolve all prior DDI de-scoping and credit issues, Xerox will provide up to 3,000 
hours of development and implementation work at no additional charge.  The State may use 
these hours to develop and implement electronic Explanation of Benefits publication 
capabilities and enhancements to online provider capabilities.  The State acknowledges that 
any final designs may have additional operational cost impacts (including but not limited to 
postage, printing, and call center agents) which would remain the State’s obligation. 

8. Personnel.   

 Xerox will fill all open positions with qualified applicants with reasonable promptness 
and will fill any new vacancies expeditiously.   

 It is Xerox’s intent that all work performed under the Contract and this Agreement shall 
be performed by Xerox and certain subcontractors, including Optum, Magellan, 
Cognizant, Infinite, S2Tech and Atos.  The State has approved the use of these 
subcontractors, and additional subcontractors may also be engaged, subject to the State’s 
approval under the procedures set forth in §A.11 of the Contract.  All subcontractors 
remain subject to the data security and privacy requirements contained in the contract.  
Xerox and certain subcontractors may elect to strategically use employees who may 
reside outside of the United States (provided that the subcontractors are not 
headquartered in countries designated as “Tier 3” in the federal government’s Trafficking 
in Person’s Report).  The State agrees that the utilization of these global resources is in 
the best interests of the State.  In the event that the performance or behavior of any 
employee of Xerox or a Xerox subcontractor is found to be unacceptable to the State for 
any reason, the State may notify Xerox of such fact and Xerox shall promptly cause that 
employee or subcontractor’s employee to cease work on the Contract.   
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9. Training.   

 a) Xerox and the State will mutually agree on a cross training plan for selected Xerox 
positions to achieve certain skill set redundancy. 

 b) Xerox and the State will commit to a mutually agreed upon system training program to 
train identified State personnel on Health Enterprise configuration capabilities.  

10. Announcement of resolution. 

 Except as mutually agreed, neither party will affirmatively issue any type of press release 
regarding the resolution of this matter.  

11. Disaster recovery plans.   

To the extent that Xerox engages the services of any subcontractors on work it performs for 
the State, upon request Xerox shall provide copies of, or otherwise make available for 
inspection, the disaster recovery plans of each such subcontractor.  Xerox shall also provide 
its own disaster recovery plan. 

12. Organizational change. 

A written statement from Xerox describing its intended organizational changes affecting 
Xerox State Healthcare LLC is attached as Exhibit C, and the State agrees that this 
explanation is satisfactory. 

13. Fully understood.   

The Parties hereby declare that the terms of this Agreement have been completely read and 
are fully understood, that the undersigned have authority to execute this Agreement, and that 
each Party voluntarily accepts all such terms for the purpose of making a full and final release of 
any and all claims set forth above, disputed or otherwise.   

14. Entire agreement.   

This Agreement is the exclusive, final, and complete agreement of the Parties hereto.  Other 
than as set forth in this Agreement, no other promises have been made by either party with 
regard to the subject matter of this Agreement.  This Agreement may be executed in several 
counterparts, each of which shall be deemed an original, but all of which shall constitute one and 
the same instrument.  For purposes of this Agreement, use of a facsimile, e-mail or other 
electronic medium shall have the same force and effect as an original signature. 

15. No admission.   

 The Parties to this Agreement understand that by executing it, neither Party 
acknowledges or admits to any liability, culpability or responsibility for any acts or omissions 
concerning the claims herein.  This Agreement is entered into solely for the purposes of avoiding 
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all further disputes or litigation between the Parties of any kind based on events occurring prior 
to the date of this Agreement. 

16. Release of Claims.   

 a) For the consideration set forth in this Agreement, the State of Alaska, its 
affiliates, departments, officials, officers, directors, agents, employees, administrators, 
sureties, insurers, successors and predecessors in interest, assigns and receivers, and each 
of them, past and present (the “State Parties”) hereby fully, irrevocably and 
unconditionally release, acquit and forever discharge Xerox, its parents, subsidiaries, 
affiliates, officers, directors, agents, employees, administrators, sureties, insurers, 
successors and predecessors in interest, assigns and receivers, and each of them, past and 
present (hereinafter collectively referred to as "Xerox Releasees") from any and all actual 
or potential claims, losses, expenses, demands, suits, causes of action, lawsuits and 
liabilities (herein “Claims”) of any kind which are based on any action, inaction, 
omission or event occurring prior to the Execution Date.  Without limiting the generality 
of the foregoing, this includes, but is not limited to, any Claims against any or all of the 
Xerox Releasees which would require the payment of any kind of compensation or 
damages whatsoever, excepting only those obligations expressly recited herein or to be 
performed hereunder.   

 b) Notwithstanding the foregoing, the Parties are not releasing claims for damages 
that either of the Parties may suffer in the event that CMS refuses certification for the 
Alaska MMIS.  All such claims (and all defenses to those claims) are hereby expressly 
preserved. 

 c) For the consideration set forth in this Agreement, Xerox, its parents, 
subsidiaries, affiliates, officers, directors, agents, employees, administrators, sureties, 
insurers, successors and predecessors in interest, assigns and receivers, and each of them, 
past and present (hereinafter collectively referred to as the "Xerox Parties") hereby fully, 
irrevocably and unconditionally release, acquit and forever discharge the State of Alaska, 
its affiliates, departments, officials, officers, directors, agents, employees, administrators, 
sureties, insurers, successors and predecessors in interest, assigns and receivers, and each 
of them, past and present (hereinafter collectively referred to as the "State Releasees") 
from any and all actual or potential claims, losses, expenses, demands, suits, causes of 
action, lawsuits and liabilities (herein “Claims”) of any kind which are based on any 
action, inaction, omission or event occurring prior to the Execution Date.  Without 
limiting the generality of the foregoing, this includes, but is not limited to, any Claims 
against any or all of the State Releasees which would require the payment of any kind of 
compensation or damages whatsoever, excepting only those obligations expressly recited 
herein or to be performed hereunder.   
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 d) Without limiting the generality of the foregoing, the Parties also specifically 
understand that this Agreement sets out the sole remedies that each Party has against the 
other Party for any actions, inactions or omissions occurring prior to the Execution Date, 
even if a Party’s injuries or damages are more extensive than that Party now believes.  
Each Party assumes the risk that its damages from events occurring prior to the execution 
of this Agreement may be different or may later be discovered to be greater or more 
extensive than are now known, anticipated or expected. 

 e) The Parties intend for this release to have the broadest legal effect possible.  
The Parties execute this Agreement with full knowledge and understanding of the 
decision of the Alaska Supreme Court in Witt v. Watkins, 579 P.2d 1065 (Alaska 1978), 
and each Party expressly agrees that it fully intends to release the other Party from any 
Claims arising out of the facts and circumstances giving rise to this dispute, which 
presently exist and are known, or which may be subsequently discovered and which are 
not yet known.  The Parties further acknowledge familiarity with the decision of the 
Alaska Supreme Court in Young v. State, 455 P.2d 889 (Alaska 1969), and expressly 
waive the protection of that holding.  All individuals, corporations, or other entities that 
could now or at any past or future time be possible defendants in the existing litigation 
between the Parties based on facts which presently exist are also released as fully as if 
they had been specifically named herein.   

 f) The Parties specifically release any right they may have now or hereafter to 
reform, rescind, modify, or set aside this Agreement through mutual or unilateral mistake 
of fact or law or otherwise.  The Parties also agree that the claims and counterclaims set 
out in OAH 14-1676-CON will be dismissed with prejudice. 

STATE OF ALASKA, DEPARTMENT OF HEALTH AND SOCIAL SERVICES 

 

By:___________________ 
Its 
 

 

XEROX STATE HEALTHCARE, LLC 

 
By:___________________ 
Its President
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1. Project Summary 

SmartTA is a web-based (Smart PA for Travel), non-emergency medical travel authorization system. This 
system enables Call Center Users, Enrolled Medicaid Providers, and Health Aides to request and 
manage authorizations of the members (patients), print vouchers, and access useful links and resources  
 
Xerox owns the SmartTA application and intends to implement this application for the State of Alaska 
(SOA). Xerox is engaging Cognizant to provide services to install and configure the environment, deploy 
the applications and implement the applications as a service for SOA according to the in-scope services 
identified in Section 4.b. The scope of this Charter covers implementation of the SmartTA for the State of 
Alaska. Cognizant is responsible to deliver to Xerox all services described in the Service Delivery 
Contract unless otherwise specified in this Charter. 
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2. Project Description 

The SmartTA application comprises of the following components: 
 

1. Hercules 511 application (Rules Editor) 
2. SmartPA Rules Engine 
3. SmartTA web application 
4. Reporting /Voucher 
5. Interfaces for Eligibility and Provider feeds from the State and send back the Authorization feed to 

Health Enterprise. Both are sent and loaded Daily to SPA and the DMART.  Both are full 
refreshes every day. 

6. Printing (pdf will be printed using Windows Print functionality.) 
 
The scope of this project is to implement the above components to enable the full fledge functionality of 
the SmartTA functions leveraging the version of SmartTA application developed for the State of Alaska 
back in 2013. This project will be implemented in a big bang (incremental/iterative will be followed as 
required) with a tentative start date of 3/17 and post CMS certification of the AK MMIS (HE) system. In 
order to mitigate the risks associated with hardware/software procurements the project team is proposing 
this implementation to use the legacy version of Hercules, also known as Hercules 511 and the SmartPA 
versions running on the Richmond servers. Also, existing windows 2012 based infrastructure will be used 
to create Development and System Integration Testing (SIT) environments. New Infrastructure will be 
required to stand up the UAT, Production and DR environments for the SmartTA web application, 
reporting and interface components. 
 
This implementation is expected to be complete in 6 months from the actual start date provided the risks 
and dependencies identified are mitigated or resolved in a prompt manner with minimal or no impact to 
proposed project schedule. Any unanticipated issues/risks during the course of the project will be 
discussed with the Xerox stake holders and the project schedule will be adjusted accordingly. 
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3. Project Scope 

In Scope Services: 
 
The following services will be provided under this Charter: 
 
Base services: 

1. Configure Hercules 511 application (Rules Editor) 
2. Configure SmartPA Rules Engine 
3. Deploy SmartTA web application with original AK requirement plus rebranding changes 
4. Upgrade SmartTA web application code to .Net 4.5. Existing SmartTA application code written 

in VS 2008 using 3.5 Framework and using SQL Server 2005 will be upgraded to 4.5 
Framework using VS 2013 and SQL Server 2012.  

5. Develop Interfaces for Eligibility and Provider feeds from the State and send back the 
Authorization feed to Health Enterprise. Both are sent and loaded Daily to SPA and the 
DMART.  Both are full refreshes every day. 

6. Printing. PDF will be printed using Windows Print functionality. 
7. Establish 4 environments - Dev, Test, UAT and Prod (DR to be discussed) 
8. Remove links for Travel Authorization in HE 
9. O&M estimates included in the model 

 
Documentation and other services: 

10. Develop Project Plan (Non-Agile based) 
11. Develop Project status reports  
12. Develop functional and Technical interface specification document for the interfaces with HE 

and SOA 
13. Develop System test plan, System test cases  
14. Perform System integration Tests and defect remediation 
15. Develop Go-Live/Implementation plan/Checklist 
16. Infrastructure management - Code Deployments, database and software 

installation/Configuration 
17. User Acceptance Testing Support  - Support Defect remediation during UAT 
18. Develop User Manuals for the SMartTA application 

 
Traditional methodology (waterfall with incremental) will be followed for this implementation. 
Requirements will be tracked in Sharepoint and Team Foundation Server (leverage the base COTS 
process). 

 

Out of Scope Services: 
 
The following services, by agreement with the client (and their formal agreement with the State of Alaska) 
will  not be provided under this Charter:   
 

1. Requirements not included in the original AK implementation are out of scope. New 
requirements will be deployed using a CR. 

2. No Gap Analysis required as it’s an existing/COTS (****code/functions built on AK travel auth 
requirements) implementation of SmartTA. 

3. Develop data Architecture document for the COTS SmartTA, Hercules 511, SmartPA 
4. Develop Use cases and other UML artifacts for the COTS SmartTA, Hercules 511, SmartPA 
5. Develop detailed Architecture Documentation (4+1) for the COTS SmartTA. Hercules 511, 

SmartPA 
6. Develop technical specification document for the COTS SmartTA. Hercules 511, SmartPA  
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7. Implement SSO implementation/ integration (SmartTA) with Health Enterprise or with other 
external system  

8. Performance Testing and engineering is out of scope and has not been considered in the 
estimates 

9. Develop User Training material. Assumption is this will be owned by the Xerox CBA’s. 
10. Conduct End user Training.  Assumption is this will be owned by the Xerox CBA’s. 
11. Tech-stack upgrade other than .NET 4.5 is out of scope 
12. Historical PA and Claims data conversion. Not required for SmartTA hence marked out of 

scope. 
13. Infrastructure Hosting & Infrastructure Management (Hardware configuration, Network 

management, Network security, Storage, Firewalls, VIPs, Load Balanced pools)  
14. DR plan - to be developed by Atos under the direction of the Xerox business team. Cognizant 

will provide the technical support (consulting) as needed 
15. Code SmartPA rules and Testing. Performed by Xerox Clinical BA’s 
16. Upgrading SmartTA web pages to HTML5. 
17. DevOps (implementation of Continuous integration/ unit test cases) implementation for the 

SmartTA 
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4. State of Alaska Responsibilities 

During the AK Smart TA, State of Alaska is responsible for numerous tasks including 

• Timely review and approval of project deliverables including, but not limited to: 

o Test results 

• Go/No-go decision to implement Smart TA into MMIS environments 

Xerox will work to minimize the time commitments placed on State of Alaska during this period. 
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5. Contractor Responsibilities 

Xerox will prepare all project deliverables for approval by the State of Alaska.  The State of Alaska will 
have access to project documentation (including deliverables) through the Alaska Production SharePoint 
site.  During the AK Smart TA implementation, Xerox is responsible for the following: 

 
• Overall project management of the AK Smart TA project 

• Provision of a weekly updated work plan 

• Provision of weekly status reports 

• Managing and maintaining the system environments where development will be carried out 

• Coordination and execution of all testing activities as defined by the project work plan and provide 
test packages to the State of Alaska for review 

• Correction of system defects related to the Smart TA project 

• Preparation for operational readiness (including completion of Fiscal Agent training and transition) 

• Preparation and delivery of training for the Fiscal Agent,  

• Coordination and code promotion 
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Alaska MMIS SLAs 

Exhibit B
Page 1 of 4

Superior Adequate Inadequate
1 Pend Resolution 5.6.8.7 (3) One hundred percent (100%) of all claims 

must be adjudicated for payment, denial or budget relief 
within one hundred twenty (120) calendar days of 
receipt.

To obtain the age of claims processed in 120 calendar days or less, subtract 
the Claim Received Date from the Adjudication Date for institutional, 
professional, pharmacy, and dental claims.

To obtain the total number of claims for the reporting period, count the distinct 
number of claim numbers from the Adjudication Date for institutional, 
professional, pharmacy, and dental claims.

To obtain the percentage of claims processed in 120 calendar days or less, 
take the total number of claims processed in 120 calendar days or less 
divided by the total number of claims for the reporting period. Claims counted 
are claims that have final status of paid, to be paid, denied, or to be denied 
during the period being measured.

Assumptions: Count calendar days when obtaining age of claims processed 
in 120 days.

Percent of claims processed in 
120 days, including RTDs

=100% N/A <100%

2 Appeals 5.6.4.7.7 (3) Send the final determination letter on a 
claims appeal to the provider within ten (10) work days 
of receipt of complete documentation.

For the reporting period, calculate the percentage by taking the number of first 
level appeals closed in greater than 10 business days divided by the total 
number of closed first level appeals. The age of the appeal is calculated by 
taking the difference between the Case Record Received Date and the Case 
Status Date for all first level appeals with a Case Type of '1' and a Case 
Status of 'Closed' where the Case Status Date falls in the month being 
reported.

Assumptions: Apply "BUSINESS DAYS" function to count business days. 
Appeals sent to the State will be included in this calculation. Incomplete 
appeals are excluded.

Percentage of first level appeals 
greater than 10 days

<5% 5-10% >10%

3 PA 5.6.6.7 (6) Complete all Contractor PAs that require 
clinical review within ten (10) days of receipt.

For the reporting period, calculate the percentage by taking the number of 
Contractor PA's that require clinical review that were completed within 10 
business days divided by the total number of completed Contractor PA's that 
require clinical review. The age of the Contractor PA's requiring clinical review 
is calculated by taking the difference between the SA Submit Date and the SA 
Header Status Date for all Contractor PA's requiring clinical review with an SA 
Header Status Code of 'Approved' or 'Denied' where the SA Header Status 
Date falls in the month being reported.

Assumptions: Apply "BUSINESS DAYS" function to count business days. 
PA's sent to the State will be excluded from this calculation.

Complete all Contractor PAs that 
require clinical review within 10 
days of receipt

>=95% 91-94.99% <=90%

4 PA 5.6.6.7 (7) Deny or approve all Contractor PAs that do 
not require medical review or technical review by the 
State other than non-emergency transportation or 
radiology within three (3) business days of receipt.

For the reporting period, calculate the percentage by taking the number of 
Contractor PA's that do not require medical/technical review by the State that 
were completed within 3 business days divided by the total number of 
completed Contractor PA's that do not require medical/technical review by the 
State. The age of the Contractor PA's not requiring medical/technical review 
by the State is calculated by taking the difference between the SA Submit 
Date and the SA Header Status Date for all Contractor PA's not requiring  
medical/technical review by the State with an SA Header Status Code of 
'Approved' or 'Denied' where the SA Header Status Date falls in the month 
being reported.

Assumptions: Apply "BUSINESS DAYS" function to count business days. 
PA's sent to the State will be excluded from this calculation.

Deny or approve all Contractor 
PAs that do not require medical 
review or technical review by the 
State, other than non-emergency 
transportation or radiology, within 
three (3) business days of 
receipt.

>=98% 95-97.99% <=95%

5 Finance 3.12.5 (2) Paper checks and remittance advices must 
be mailed to providers within forty-eight (48) hours of 
receipt of authorization from the State Treasurer. The 
State may assess penalties in the amount of $500 for 
each full day that the Contractor fails to meet either of 
the above standards.

5.6.9.7 (4) Mail and/or electronically transmit warrants 
and remittance advices within forty-eight (48) hours of 
notification from DHSS of the release of funds.

The email from the Financial unit triggers the mailing of the warrants and 
remittance advices (RA's). For each week of the month, the warrants and 
RA's must be mailed within 2 calendar days of the notification email from the 
Financial unit. The mail log will be used to track this process. To calculate the 
percentage, take the total count of all mailings mailed in two days or less and 
divide by the total number of mailings. Any outcomes other than 100% are 
considered Inadequate and will appear as red in the scorecard as this metric 
is pass/fail.

Mail warrants and remittance 
advices upon notification from 
DMA of the release of funds.

=100% N/A <100%

Ranking CriteriaPerformance Standard TaskSLA Operational Area RFP Text Questions/Concerns Measurement
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6 Systems 3.12.3 User Access The MMIS, including the POS, 
automated eligibility verification system, and the DSS, 
must be available for users ninety-eight percent (98%) 
of the hours between 7:00 AM and 6:00 PM (Alaska 
Time), Monday through Friday, and ninety-five percent 
(95%) of the remaining hours. Contractor may schedule 
maintenance during the off hours, from 7:00 PM to 6:00 
AM (Alaska Time) without having the down time counted 
in the calculation of the ninety-five (95%) performance 
standard. An application is considered unavailable when 
a user does not get the complete, correct full-screen 
response to an input transaction after depressing the 
“enter” or another specified function key.

To calculate the percentage for the reporting period, take the number of 
successful responses divided by the total number of responses. TMART 
sends synthetic transactions to the POS system at regular intervals, every 5 
minutes. Successful acknowledgement returned from the POS system 
indicates system should be available.

Available work hours are 7:00am to 6:00pm Alaska Time, Monday through 
Friday.

% POS Availability 7:00 a.m. to 
6:00 p.m. Monday through Friday

>=98% 96-97.99% <=95%

7 Finance RFP 900     5.6.10.7.3  (3) Enter all financial 
transactions to the on-line financial file within twenty-four 
(24) hours of receipt.

To calculate use the financial transmittal database that contains date received 
and sent date, Finance will add new column to include completed date. To 
calculate the percentage pull the total amount of monthly financial 
transactions, divided by the amount processed timely. Past data will not be 
available the Finance department received approval from the client as of 
09/10/2015.

Percentage of financial 
transactions completed with 
twenty-four (24) hours of receipt.

>=99% =98% <=97%

8 Finance RFP 907     5.6.10.7.4  (4) Prepare and process 
adjustments/voids against refunds and returned 
warrants within ten (10) business days of receipt of the 
refund or returned warrant.

To calculate use of the financial transmittal database that contains date 
received, Finance will add new column to include processed date. To 
calculate the percentage, use monthly worksheet to determine the total 
warrants processed divided by the warrants processed over 10 business 
days. 

>=99% =98% <=97%

9 Operations RFP 1371    5.6.15.7.6  (6) The average hold time shall 
not exceed thirty (30) seconds.

To calculate the average amount of time PI and MS callers are on hold. 
Avaya has the capability to pull historical reports. To locate the Average hold 
time, QA must select Reports-then select the historical tab. Then select the 
appropriate categories split/skill report and monthly. Avaya will produce the 
average hold time per call center,  QA will then combine PI and MS Avg hold 
times and determine the combined average. 

<=30 
seconds

N/A >00:30 
seconds

10 Systems RFP 1654       5.6.18.3.1 (3) (3) The DW/DSS must be 
balanced to the source data to assure the integrity of the 
data loads and their impact on the DSS tables.  The 
Contractor will provide a balancing process and 
sufficient reporting to establish that all updates to the 
DW/DSS accurately and clearly reflect the MMIS and all 
other sources of base data used for the update. The 
Contractor will conduct balancing for each update, and 
will confirm the accuracy and integrity of the update prior 
to making the DW/DSS available to users. Contractor 
will provide the all results to the State for review 
concurrently with their own internal review. Out-of 
balance situations resulting from data load errors must 
be resolved within one business day of the update. 
Contractor will notify all users and the State of Alaska - 
DHSS of any problem or issue that affect data accuracy 
or integrity immediately. The Contractor must specify the 
efforts, timeline, and corrective action plans to resolve 
any problems as expeditiously as possible. All status 
and availability changes/updates must be posted to all 
users daily or as they occur.MB checking on final 
version

Balancing report between MMIS and ORR replication summary report, (ABH-
ETL-100), produces daily in EDMS. In an event of replication job failures, 
DBAs will be notified and Control-M job failure will be indicated. DBAs will 
then review the failure and resume the job after making the corrections 
required. The failure will also be recorded in the balancing report

=100% N/A <100%

11 Systems RFP 2355    5.6.2.7.2  (2) Maintain a 99% accuracy rate 
on electronic eligibility file updates.

1) Take the number of Records received by DPA on the Daily Eligibility 
Report
2) Find the number of records written to the error report
3) Divide the number of records on the Error Report by the number of 
Records on the Daily Eligibility Report.  This will give you the percentage.
NOTE:  Some of these errors are NOT Xerox responsibility and will need to 
be reviewed if we are out of compliance with the SLA

>=99% =98% <=97%
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12 Operations RFP 3169     5.6.4.7.5 (1) Provider Relations 
(1) Screen and resolve pended and denied claims within 
eighteen (18) working days from identification of a 
provider requiring proactive support.

11/11  Database has been created,                                                                                    
EPS will work a weekly report, 70% denial/suspend report.  An ad hoc will 
need to be written and we can log our tracking in an access database where 
we can pull reports to assist in capturing our outreach efforts.  Heavy hitters 
will be our outreach target to begin with and we will attempt to make four 
successful outreach attempts to assist with billing issues or assistance. 
Meeting needed for Aaron, Lyla, and James to write up an AD HOC report.

=100% N/A <100%

13 Operations RFP 3176     5.6.4.7.5 (8)   (8) Respond in writing to 
written, faxed, or e-mailed inquiries within five (5) 
business days of receipt.

To calculate the percentage for the reporting period, take the number of 
inquiries reported for the month and divide by the number of inquiries that 
were responded to within five (5) business days.                                       Run 
the monthly contact management report for all call center inquiries matching 
the following criteria:                                                           Category =  PR – 
Provider Inquiry
Source =      F – Fax
Subject =     L5 - PolInquiry
                    B4 – Eligibility
                    TT – ClmStatus                                                                 For each 
contact record the report must include CRN,Created Date
Status, Status Date, Days to Close and Assigned To.

>=98% 96-97.9% <=95%

14 Systems 5.6.5.7.7 (7) Update error text file documentation within 
three (3) business days of DHSS approval of the 
requested change.

1) Run "error Text SLA" Query in CQ 
2) Find the number of days between Submitted Date and Completed" Date
3) Take the number of lines where the number of days >=4 and add them up.
4) Add up total number of lines that returned in query
5) Divide the number of lines at 4 days or greater by the number of lines 
returned on the query.  This will qive you the % of CRs 

>=97% 94-96.99% <=93.99%

15 Operations 5.6.8.7.15 (15) Claims processed in error must be 
reprocessed within ten (10) business days of 
identification of the error or upon a schedule approved 
by the State.

1) Run "Reference SLA" Query in CQ 
2) Find the number of days between Submitted Date and "Claims 
Reprocessed on" Date
3) Take the number of lines where the number of days >=11 and add them 
up.
4) Add up total number of lines that returned in query
5) Divide the number of lines at 11 days or greater by the number of lines 
returned on the query.  This will qive you the % of CRs 

>=99% 98% <=97%

16 Claims RFP 3923     5.6.8.7.4   (4) One hundred percent 
(100%) of all clean provider-initiated adjustment 
requests must be adjudicated within ten (10) business 
days of receipt.

To obtain one hundred percent (100%) of all clean provider-initiated 
adjustment requests are adjudicated within ten (10) business days of receipt. 
The SQL query used to pull the data is provided in "SLA tab 19".

Compile weekly  SLA report 
received for monthly average 

=100% N/A <100%

17 Claims RFP 3921    5.6.8.7.2                             (2) Ninety-nine 
percent (99%) of all clean claims must be adjudicated 
for payment, denial or budget relief within sixty (60) 
calendar days of receipt.

To obtain that Ninety-nine percent (99%) of all clean claims are adjudicated 
for payment, denial or budget relief within sixty (60) calendar days of receipt. 
The SQL query used to pull the data is provided in "SLA tab "20". 

Compile weekly  SLA report 
received for monthly average 

>=99% N/A <=99%

18 Provider Enrollment RFP 3149     5.6.4.7.1 (4) Identify and correct errors 
within one (1) business day of error detection.

Provider Enrollment will track all received updates in the Enterprise Access 
database.  A database query can be generated that will allow for the prior 
week’s updates to be reported.  The report will detail the number of updates 
completed as well as display an itemized list of a random 10% of the 
updates.   QA can research and verify the quality of the updates, notate the 
return date and report back to PE any that are incorrect.  PE can then correct 
the update and notate the date corrected. A follow-up report can be pulled out 
of the database to reflect how many updates were not corrected within the 
(1)one day SLA. Any outcomes other than 100% are considered Inadequate 
and will appear as red in the scorecard as this metric is pass/fail.

=100% N/A <100%
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19 Systems RFP 3427    5.6.5.7.3 (3) Perform on-line updates to 
reference data within twenty-four (24) hours of receipt.

1) Run "Reference SLA" Query in CQ 
2) Find the number of days between Submitted Date and Completed" Date
3) Take the number of lines where the number of days >=2 and add them up.
4) Add up total number of lines that returned in query
5) Divide the number of lines at 2 days or greater by the number of lines 
returned on the query.  This will qive you the % of CRs 

>=99% =98% <=97%
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On January 29, 2016, Xerox announced its plans to separate into two independent, publicly 
traded companies – Xerox Corporation, which will be comprised of the company’s Document 
Technology and Document Outsourcing businesses, and Conduent Incorporated, a business 
process services company. The company is on track to complete the separation by the end of 
2016.   
 
With approximately $7 billion in 2015 revenue and 93,000 employees worldwide, Conduent will 
be a Fortune 500 scale business process services company with expertise in transaction-intensive 
processing, analytics and automation. Conduent’s differentiated offerings touch millions of lives, 
including two-thirds of all insured patients in the U.S. and more than half of all mobile phone 
subscribers in the U.S. It will have the second-largest market share in the business process 
outsourcing industry.   
 
This corporate transaction will not impact staffing quality or levels under the Contract or the 
service delivery to the State of Alaska.  Conduent looks forward to continuing its service to the 
State of Alaska and its citizens. 
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