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PROPOSAL SIGNATURE PAGE 
 
 

PROSPECTIVE CONTRACTOR INFORMATION 

Company:    Accenture, LLP 

Address:    323 Congress AR Vendor # (if known)  

City:    Austin State:    TX  Zip Code:   78701 

Business 
Designation: 

☐ Individual ☐ Sole Proprietorship   ☐ Public Service Corp 

☐ Partnership               X Corporation    ☐ Nonprofit  

 
Minority and 
Women- 
Owned 
Designation*: 

   X Not Applicable ☐ American Indian ☐ Service-Disabled Veteran   

☐ African American ☐ Hispanic American ☐ Women-Owned    

☐ Asian American ☐ Pacific Islander American      

AR Certification #:    * See Minority and Women-Owned Business Policy 

PROSPECTIVE CONTRACTOR CONTACT INFORMATION 

Contact Person:   Matthew R Green Title:   Managing Director  

Phone:   512-732-5124 Alternate Phone:   512-771-6987 

Email:   matthew.r.green@accenture.com 

CONFIRMATION OF REDACTED COPY 

  X YES, a redacted copy of submission documents is enclosed. 

☐ NO, a redacted copy of submission documents is not enclosed. I understand a full copy of non-redacted 
submission documents will be released if requested. 

ILLEGAL IMMIGRANT CONFIRMATION 

By signing and submitting a response to this Solicitation, a Prospective Contractor agrees and certifies that 
they do not employ or contract with illegal immigrants. If selected, the Prospective Contractor certifies that 
they will not employ or contract with illegal immigrants during the aggregate term of a contract. 

ISRAEL BOYCOTT RESTRICTION CONFIRMATION 

By checking the box below, a Prospective Contractor agrees and certifies that they do not boycott Israel, and 
if selected, will not boycott Israel during the aggregate term of the contract. 

  X  Prospective Contractor does not and will not boycott Israel. 

An official authorized to bind the Prospective Contractor to a resultant contract shall sign below. 

The signature below signifies agreement that any exception that conflicts with a Requirement of this 
Solicitation will cause the Prospective Contractor’s proposal to be rejected. 

 

Authorized Signature:  Title:    Managing Director  
 
 
Printed/Typed Name:   Matthew R Green Date:    June 19, 2020  
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INFORMATION FOR EVALUATION 

 Prospective Contractors should provide a response to each item/question in this section. Prospective 
Contractors may expand the space under each item/question to provide a complete response. 

 Prospective Contractors may also use a separate form. If using a separate form, Prospective Contractors 
shall clearly and distinctly identify the section and item (i.e., E.1.A). 

 Responses for each item must be limited to three hundred (300) words. Prospective Contractors should not 
include additional information if not pertinent to the itemized request. 

 See responses from Accenture commencing on page 5 of this document 
 

 
Maximum 

RAW Score 
Available 

E.1 EXPERIENCE AND QUALIFICATIONS  

A. Describe previous or current engagements performed by your organization within 
the last three (3) years of similar size and scope to those described in the 
Solicitation that demonstrate your organization’s capability to perform all services 
required in the Solicitation. For each engagement referenced, provide the entity 
name, contact information (including contact name and email address), contract 
term dates, and geographic area serviced. 

 

B. Include experience implementing and operating contact tracing systems. 5 points 

C. Include the size of the system installation, a brief description of the solution 
provided, and the methodology employed. 

 
5 points 

D. Include experience staffing and managing a call center utilizing remote staff with 
outbound unsolicited call experience specifically for health care related phone-based 
education. 

 
5 points 

E. Include experience providing phone-based education about government agency 
program topics. 

 
5 points 

F. Include experience providing report documentation for phone-based interviews. 5 points 

G. Include experience managing staffing levels for onsite and remote staff where 
workload fluctuations were constant. 

 
5 points 

E.2 CALL CENTER CAPABILITIES  

A. Discuss your organization’s capabilities in providing overall operation and 
management of a call center for ADH that utilizes remote staff. 

 
5 points 

B. Discuss training methods your organization employs for all call center workers 
whether onsite or remote. 

 
5 points 

E.3 CONTACT TRACING CAPABILITIES  

A. Discuss training methods your organization employs for in-person, home visit 
Contact Tracing. 

 
5 points 

B. Discuss training methods your organization employs to ensure all workers have full 
knowledge of HIPAA requirements. 

 
5 points 
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C. Discuss management and oversight processes your organization employs to 
ensure full HIPAA compliance. 

 
5 points 

D. Describe processes your organization uses to rapidly disseminate and implement 
programmatic and operational changes to all personnel. 

 
5 points 

E. Describe your organization’s capabilities in communicating with individuals who 
speak languages other than English. Include all languages your organization is 
able to provide. 

 
5 points 

E.4 COMMUNITY HEALTH CARE 
A. Describe your organization’s experience and capabilities in training and 

collaborating with community-based health care programs and initiatives. 

 
5 points 

B. Describe your organization’s experience and capabilities working with and 
providing services for the underserved and populations or groups with health 
disparities 

 
5 points 

E.5 DATA MANAGEMENT AND SECURITY 

A. Discuss strategies and practices your organization proposes to complete employee 
technology verification and vetting to ensure potential hires possess adequate 
technology infrastructure (phones, computers, etc.), phone access, and internet 
access. 

If your organization intends to provide necessary technology infrastructure to contact 
tracers, please describe how your organization will accomplish this. 

 
 
 

5 points 

B. Discuss your organization’s strategies for providing redundancy, fault tolerance, 
and an uptime of 99.9% annual website availability. 

 
5 points 

C. Describe the processes employed by your organization to ensure Contract Tracing 
personnel can capture and transmit protected health information (PHI). 

 
5 points 

D. Describe your organization’s level of understanding and experience working with 
the privacy and security practices and processes as defined by the National 
Institute of Standards and Technology (NIST) and Health Information Technology 
for Economic and Clinical Health (HITECH). 

 
 

5 points 

E.6 IMPLEMENTATION 

A. Discuss your organization’s plan for completing implementation by July 1, 2020. 
Include a timetable of implementation activities your organization proposes for 
implementation and the activities expected to be completed by ADH. 

 
5 points 
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  ACCENTURE RESPONSES 

E.1 EXPERIENCE AND QUALIFICATIONS 

A. Describe previous or current engagements performed by your organization within the last three 
(3) years of similar size and scope to those described in the Solicitation that demonstrate your 
organization’s capability to perform all services required in the Solicitation. For each 
engagement referenced, provide the entity name, contact information (including contact name 
and email address), contract term dates, and geographic area serviced. 
#1   
When the effects of COVID-19 rippled through Michigan employers, Accenture was asked by 
the state Unemployment Insurance Agency to provide 200 call center agents and 12 Team 
leads. Within 3 days, Accenture stood up a remote call center to augment the UIA Call Center 
providing unemployment insurance surge contact center operations to help get through a peak 
period exceeding 1M unique claims in one week. 
Contact - William (Bill) Pemble- PembleW@michigan.gov 
Contract Duration- April 2020 – Present  
 
#2 
The Texas Health and Human Services Commission (HHSC) selected Accenture to take over 
the Texas Medicaid Management Information System and Fiscal Agent services contract. 
Accenture currently maintains and/or modifies applications used in claims processing, provider 
management, contact center, federal reporting, and other MMIS functional requirements. 
Through the contact center, Accenture handles tech support (log in, troubleshooting, etc.), 
provider enrollment, claims status and processing, eligibility status and others with a single 
agent that is enabled with the scripts to execute the business process in one phone call.   
Contact: Michael Blood - michael.blood@hhsc.state.tx.us  
Contract Duration - 2003 – Present 
 
#3 
Like many other states, New Mexico was overwhelmed with the rapid person to person 
transmission of COVID-19 amongst its population.  They quickly realized they needed to 
increase the volume of personnel who to engage those who have tested positive or come in 
contact with those who tested positive for COVID-19.  Accenture provided over 100 staff to 
create Omnichannel Contact Center supporting voice, text, chat, email, and fax inquiries as 
well as a 24/7 self-help option via the Accenture Virtual Assistant Platform.   
Contact - Sean Pearson - sean.pearson@state.nm.us 
Contract Duration – February 2020 - Present 
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B. Include the size of the system installation, a brief description of the solution provided, 
and the methodology employed. 

Accenture has implemented contact tracing systems that support anywhere from few 
hundred to a few 
thousand tracers based 
on client needs and 
have enabled a total of 
over 25,000 tracers 
across 10 states. 

The contact tracing 
system forms the 
technology backbone 
and our Operations 
Management Solution 
(See Figure) forms the 
delivery backbone to 
meet state-wide 
contact tracing 
objectives.  

Accenture’s Operations 
Management Solution 
brings strong 
capabilities that 
provides the ability to 
screen source the right 
talent, train them on 

the right processes, run efficient day to contact center operations, manage &  supervise 
the staff, and perform scheduling and performance monitoring to derive best efficiency 
and results.  

Accenture has mobilized 120,000+ operations staff across numerous functions across 
the globe for some of the largest and most complex operations in the world, including 
the mobilization of hundreds of cross-organizational resources similar teams across the 
country and across the world over the last two months for COVID-19 related efforts. We 
feel confident in our ability to bring the right resources to support DHS needs.  

Our Workforce Management solution manages over 50,000 FTEs and is based on 
proven, repeatable processes built over years of support, combined with the unique 
experiences of contact tracing with other clients. We bring tools and technologies 
including:  

- Workforce management tool, NICE IEX Workforce Management, to optimize agent 
assignments and schedule management 

- Accenture Academy Learning Management System is a cloud-based solution that 
hosts a variety of content on an intuitive 

 

C. Include experience staffing and managing a call center utilizing remote staff with outbound 
unsolicited call experience specifically for health care related phone-based education. 

Accenture supports numerous national health care programs and provide specialized skills to 
engage members, educating on key programs and providing dynamic, responsive call scripts. 
Such programs include:  

- Utilization Management: Telephonic and Electronic interactions supported by over 1,400 
health professionals performing prior authorization, clinical reviews, and discharge support.  

- Medicare STARS outreach functions: scaling up resources to discuss wellness, health 
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improvement and preventative care opportunities, reaching over 200,000 individuals with care 
gaps and service opportunities per year. Provider Outreach (Outbound and Inbound): 
Supporting multiple payer and healthcare company organizations to conduct outbound calls to 
update and maintain accurate provider information & data including ability to accept new 
patients using prescribed scripts, (approximately 62,000 providers contacted monthly)  

To improve education and response rates 
for unsolicited calls, our team helps and 
trains workforce employees to develop an 
understanding of the populations we serve. 
This includes understanding the 
demographic population distribution and 
emotional nature of conducting contact 
tracing calls. For similar projects, we have 
created data-driven personas that represent 
different demographics and populations 
impacted and we will utilize the same for 
DHS, see example personas on right. 

                                                    Figure 1: Sample Personas. 

D. Include experience providing phone-based education about government agency program 
topics. 

We have the experience and are uniquely positioned to effectively provide Arkansans with 
phone-based education about COVID-19.  When setting up emergency surge call center 
work to assist the State of Maryland handling unemployment insurance claims due to COVID-
19 layoffs, not only did the agents need to quickly learn the Maryland systems to enter new 
and existing claims, there was a need to work with Marylanders calling in wondering where 
their next meal was going to come from, or how they were going to pay their bills. Part of the 
agent education and scripting had to include additional educational materials on government 
agency programs available to help Marylanders not only file their unemployment claims but 
direct them to the government programs that could help them claim benefits for themselves, 
their children, and household needs which included information on Food 
Supplement/Emergency Food Assistance programs, Energy Assistance, Medical Assistance, 
Workforce Development, and Homeless services to name a few. Part of the agent guide and 
scripting included links, phone numbers, and summary of services they were eligible to 
receive and how to contact the departments that could help them in their time of need. In 
addition to government agency assistance, we provided information on mental health 
assistance, and outside agency programs such as 2-1-1 Maryland to round out assisting 
Marylanders. These calls required so much more than filing an unemployment insurance 
claim, it was about partnering with each caller to make sure they were equipped with enough 
material to ease their mind during an incredibly stressful time of their lives.  Our experiences 
in rapidly standing up use case specific call centers have grown with the dozens of similar 
implementations over the past couple months, people and experiences we will bring to 
Arkansas for this effort as well.  

 

E. Include experience providing report documentation for phone-based interviews. 

Effective reporting is a cornerstone of running an effective operation. In addition to our suite of 
ready-to-deploy customer service reports, we also have deep experience providing our clients with 
documentation of phone-based customer interactions. Our reporting capabilities are configurable to 
Arkansas’ requirement and we expect to provide reporting across multiple levels (individual, team, 
and overall program). 

We will work with ADH on relevant reporting requirements and service delivery adjustments based 
on collaborative performance feedback. Our solution provides operational reporting, inclusive of a 
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reporting function that utilizes data from the CRM system and Telephony platforms to create reports 
and dashboards, which enables ADH to view a variety of metrics and data points (e.g., call volume, 
handle time, and abandonment rate).  

Additionally, we can also configure reports to rapidly enable ADH to react to data in real time to align 
with your contact tracing objectives. The following figure presents a dashboard screenshot, which 
shows real-time metrics for the day (e.g., calls attempted, average call length, speed of answer, and 
more). 
 

 

Figure 2: Reporting Dashboard (Illustrative: Generated via CRM and Telephony System) 

As detailed above in question E.1, Accenture currently conducts provider outreach for 
numerous large national health plans.  In these cases, Accenture agents are working through 
specific data-validation questions with providers or practice managers and documenting the 
responses. Data updates are made directly in client-provided directory files and then 
communicated back to the client teams. Accenture introduced customized reporting to this 
process – keeping clients informed with daily and weekly reports outlining call success rates, 
data update statistics, response rates, completed audits and average handle times. These 
reports give insight into the rigor of the operation, help identify areas for improvement and, in 
conjunction with process excellence, have helped increase call success rates.  

 

F. Include experience managing staffing levels for onsite and remote staff where workload 
fluctuations were constant. 

Our approach to support ADH is characterized by speed and scale with an agile approach 
that focuses on fast configuration of the initial solution and related processes. Operating at 
scale requires a strong program and operations capability that provides management, 
supervision, resource screening and allocation, scheduling, and performance monitoring. 
Our workforce management solution's protocols are based on proven, repeatable 
processes built over years of similar support, combined with the unique experiences of 
contact tracing with other clients:  

- Human Resource Management (HRM) 

- Forecasting Customer Interaction Volumes  
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- Optimizing Contact Tracer Schedules  

- Managing Intraday Call Center Activity  
We currently support over 50,000 Agents and have extensive experience in managing work 
fluctuations for ensuring effective workforce and call coverage with a data-driven approach to 
command center management is depicted in the following figure. 

 

Figure 3: Workforce Management Process. 

Our team focuses on forecasting, resource planning, resource rostering, and real time 
monitoring.  

We provide industry proven tools (e.g., NICE IEX Workforce Management) and best 
practices to manage staffing levels to meet business needs.  

 

E.2 CALL CENTER CAPABILITIES 
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A. Discuss your organization’s capabilities in providing overall operation and management 
of a call center for ADH that utilizes remote staff. 

We are a global leader in business operations and management of calls centers 
supporting over 50,000 FTE’s across phone, 
chat, and email. While we’ve always excelled 
at operating and managing integrated 
business’ at scale, new opportunities standing 
up virtual call centers are becoming the norm.    

For one state, implementing a work from 
home policy and preparing for a flood of 
inbound contacts could not be handed by the 
existing on-site call center. Our client 
engaged Accenture and we implement an 
omni-channel call center leveraging Amazon 
Connect to allow remote personal to act as 
additional call center agents. The transition 
was seamless to callers, who continued to 
use known, publicized contact numbers by 

agents who were equipped with cellular 
phones that had calls routed to appropriate 
queues.  This transition was achieved 
within 72 hours. The first wave enabled the 

state agency to go live with 204 agents who could take calls from the safety of their 
homes. The department effectively doubled the number of agents with the transition 
from legacy infrastructure to the Accenture / Amazon Connect solution.  

Operations management services to enable remote and distributed operations: 

 

Figure 6: Remote Operation and Management of a Call Center. 

 

Figure 4: Placeholder for caption. Figure 5: Accenture’s Call Center 
Operations Capabilities. 
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B. Discuss training methods your organization employs for all call center workers whether 
onsite or remote. 

Accenture has deployed call centers around the world for decades, with a strict onboarding, 
training, mentoring and measurement process for all workers to ensure consistent 
performance and exceeding metrics.   Training delivery methods vary according to the topic 
and the audience, with many moving to video conferencing vs in person over the past 
couple of months.  In each case, we have not only the traditional text/graphic approach but 
embrace digital availability to deliver training at scale. System demonstrations in the form of 
brief videos of screen-captures with voice narration focuses on system capabilities and the 
benefits to the end user over the current process. Interactive simulations are highly 
interactive screenshots with clickable hotspots with voice narration which can be used to 
build user familiarity, emphasizing the ease of the system navigation and provide 
encouragement to users. Quick reference guides and job aids are colorful and visual 
engaging documents with step by step instructions which can describe a narrowly defined 
activity or set of activities and provide a quick reference for users. This is commonly used 
in active call center environments as there is a high learning curve, active engagement, 
and the need to understand the system(s), handle the phones, interact with the customer, 
and have advanced agents there to help during times of escalation.   

We will bring our expertise to Arkansas, embrace the existing materials and processes in 
place and augment with our proven playbook to provide a clear consistent message and 
process from each contact tracer in the call center.  

 

E.3 CONTACT TRACING CAPABILITIES 

A. Discuss training methods your organization employs for in-person, home visit Contact 
Tracing. 

We recognize the need for strong synergy between Accenture’s leading practices and how 
we propose to train and develop our staff for in-person and home visit contact tracing. We 
are committed to our delivery methodologies and collaborative teamwork, and our drive for 
quality business outcomes and safety is relentless.  

Accordingly, we bring a training approach that has been tried, tested, and reimagined 
based on years of delivery experience. Many may claim they have a long history of 
providing training methods for these situations. But this is not a typical training, it requires 
the insight and assistance of a team of experienced professionals who have successfully 
launched projects similar in scope and scale to DHS’ Contact Tracing program.  

Accenture takes a human centered approach to training, putting the person in the center 
of the experience. Where possible, we leverage virtual reality to simulate common 
scenarios expected to best prepare the staff on the engaging the Arkansans daily.  All our 
staff will have training on empathy and customer engagement (including active listening 
skills) to understand how ask appropriate questions when dealing with sensitive material 
and to effectively address difficult emotional situations. This will be an iterative process, 
where we incorporate learnings from the field so that learning from an experience from a 
staff member in Corning is documented and shared with another in Hope.  In addition, we 
would leverage state insights for mandates and policies when engaging people in 
public. Employee safety is paramount. 

 

B. Discuss training methods your organization employs to ensure all workers have full knowledge of 
HIPAA requirements. 

Accenture addresses HIPAA in two ways, on an individual employee level and project level. For 
employees, we require all our people to participate in HIPAA Awareness training. When 
Accenture personnel access, use, and disclose Protected Health Information (PHI), Accenture is 
obligated under our customer agreements and under HIPAA regulations to train all personnel 
about how to treat and safeguard PHI, as well as understand Covered Entities (CE). All HIPAA 



      Response 
Packet 

 

SP-20-0115  Page 12 of 17  

training is administered remotely through video conferencing and self-paced learning including 
knowledge self-checks. In addition to live and self-paced training, numerous additional 
educational materials on HIPAA providing real world scenarios to demonstrate how to identify 
and handle PHI, and when it’s necessary to report any suspected loss or misuse of PHI that can 
be implemented for our teams where necessary. 

For Project, Accenture has developed a comprehensive program for employees called Client 
Data Protection (CDP) and every engagement at Accenture is required to develop a Client Data 
Protection plan.  The plan is inclusive HIPAA controls that are mandated for every project in 
which health information is included.  Those plans are monitored and audited by an independent 
team whose job is to confirm appropriate protocols and measures are taken by our engagement 
teams to keep customer data safe.  

 

C. Discuss management and oversight processes your organization employs to ensure full HIPAA 
compliance. 

Operating a full HIPAA compliant program at scale requires strong technology and program 
framework around Client Data Protection (CDP) and capabilities that provide management, 
supervision, and monitoring.  We employ an industry leading program focused on prevention that 
is part of the overall Accenture’s Information Security program.  

- Key elements of the CDP program include Senior level accountability for data protection and 
mandatory program adoption.  

- Mandatory and recurring data protection foundational training for all employees  
- Clear documentation and communication of data protection requirements for staff with access 

to confidential client data  
- Required controls for storing, accessing, handling, transmitting, hosting, and working with 

confidential data.  

- Service specific controls tied to vulnerabilities inherent in specific types of work  
- Technology support including hard drive encryption, workstation configuration scanning, and 

data loss prevention.  
- Tools, processes, and subject matter specialist support for project teams Accenture follows a 

clearly defined four step process: 1) Risk Analysis, 2) Gap Analysis, 3) Implementation; 4) 
Compliance Monitoring.  

- Risk Analysis: A quantitative Risk Score that identifies areas of heightened risk and advance 
consistent application of controls sets.  

- Gap Analysis: Client contractual requirements, relevant regulatory requirements, Accenture 
policies and CDP control standards are used to help identify gaps. Action plans solutions are 
determined and planned.  

- Implementation: A formalized CDP plan is completed by the account team and approved by a 
team of data protection subject matter experts. All controls and action plans are validated as 
fully implemented.  

- Compliance Monitoring: Accenture’s Information Security Compliance team conducts periodic 
Compliance Reviews and evaluates overall compliance.  

The focus on compliance will start with mobilization and onboarding of resources and continue 
throughout the duration of our engagement. The focus on compliance will start with mobilization 
and onboarding of resources and continue throughout the duration of our engagement. 

 

D. Describe processes your organization uses to rapidly disseminate and implement 
programmatic and operational changes to all personnel. 
 
Accenture understands the value of providing uniform and standardized services to our clients. We 
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leverage our Distributed Work Model (DWM), a defined approach for distributing work across 
locations.  
 
We leverage several communication tools and protocols including web-enabled collaborative 
applications including, but not limited to, Salesforce tools, Microsoft SharePoint, Microsoft Teams, 
document sharing, etc.  

For the COVID-19 environment that requires a capability where changes can be introduced 
and implemented quickly through an operational Change Management process.   

Our teams in California, Kansas, Louisiana, Washington DC, Texas, Tennessee, and Maryland 
have successfully and rapidly implemented programmatic and operations changes (in many 
cases, in a matter of minutes) to our staff.  We understand and are ready to support Arkansas 
if and when it happens.  

 
Our approach brings together the supervisor, contact tracing staff, training, and quality assurance 
stakeholders to streamline change. We identify functions, standard operating processes, systems 
and individuals impacted by the change and perform change management through system updates, 
training sessions, workshops, and working alongside key stakeholders and teams.  

 

Figure 7:. Accenture’s Contact Tracing Communication Management Approach 

When a new procedure or process requires to be implemented, we conduct a review session to 
review the change, discuss any questions, and agree on a plan for implementation. As we roll out 
new processes, we identify a timeline for our team to implement and any impacts on capacity and 
productivity. We will work closely with ADH to account for any changes and to verify that we remain 
compliant. 

- Manage Communications: Plan and support the execution of change and communication 
strategy. 

- Enable People: Determine changes to roles & responsibilities, policies, systems  

- Implementation: Define an implementation and knowledge transfer plan, including proficiency 
assessments.  

 

E. Describe your organization’s capabilities in communicating with individuals who speak languages 
other than English. Include all languages your organization is able to provide. 

Our approach enables contact tracers to successfully engage with all Arkansas residents, 
including with those where English is the non-dominant language. It is important to connect 
residents with specific language requirements to a contact tracer with the relevant language 
skills—this enables our contact tracers to build rapport and successfully manage delicate 
conversations regarding symptom assessments, quarantine instructions, referrals for other 
services, and more. 

Our solution includes the sourcing, screening, and hiring of bilingual English and Spanish 
speaking contact tracers.  
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We understand other languages such as Spanish, Chinese, German, Vietnamese, and Thai are 
present in our Arkansas communities.  We also engage Language Line Solutions and Stratus Video 
interpretation services to provide services for the 240 most frequently needed languages (including 
Spanish, German, French, Vietnamese, Chinese, Laotian, Tagalog, Korean, and Japanese - see 
www.languageline.com/client-services/list-of-languages for a full list of languages) for those with 
limited English proficiency as well as the hearing impaired. 
 
As an additional option, we will work with the State and ADH to support configuration in the State’s 
IVR/Telephony system to allow Arkansas residents to select a language preference on the IVR and 
enable the calls to route to a contact tracer with the relevant language skills. With this, cases are 
assigned based on groupings of contact tracers with the specific language skillset. We will work with 
the State and ADH to support this configuration, if required. 

 

E.4 COMMUNITY HEALTH CARE 

A. Describe your organization’s experience and capabilities in training and collaborating with 
community-based health care programs and initiatives. 

We plan to partner with Guide house, to tackle some of the toughest community-based healthcare 
challenges in state and local government, whether it’s rebuilding clinics and connecting funding 
sources to facilities and providers in storm ravaged Joplin or New Orleans or Houston or New 
York, or providing strategy and advisory to state elected officials and leaders today in a COVID-19 
program management role.  We have subject matter experts to provide strategic direction, 
methodologies for implementation, and public sector healthcare experience; we also have the 
quantity of people to deploy for call center and field worker needs related to healthcare crises.  

For Arkansas contact tracing, we will bring our National Contact Tracing Leadership that has 
supported more than a dozen states to establish a strong Arkansas workforce development 
benefit to this project.  We plan to tap into Arkansas talent and use Arkansans as front-line 
workers communicating with other Arkansans who are at risk or sick.  It is Arkansans who have 
the greatest interest in protecting their neighbors and slowing the spread of the pandemic at the 
most local levels.  Using our methodologies for statewide healthcare initiatives, our technology 
and data platform, and our knowledge of the healthcare ecosystem in Arkansas from Department 
of Health to AFDC to the community clinics throughout the state, our promise is to empower 
Arkansans to lead the charge in effective contact tracing in Arkansas.  

 

B. Describe your organization’s experience and capabilities working with and providing services for 
the underserved and populations or groups with health disparities 
 
Our engagements and projects with public sector healthcare clients give us the privilege and 
honor to work with some of the most underserved populations in our nation’s largest urban 
centers.  Our industry-leading work in state Health and Human Services agencies gives us 
direct access to these populations.  Our disaster response services also allow us to serve 
citizens who have been marginalized and who are most at risk on the social determinants of 
health spectrum.  And our work with large city and county public health departments and 
safety net hospitals provides us a direct view into the true needs of these people.  Hurricane 
Harvey is a good example of a disastrous event that instantly changed people’s lives.  Our 
partner Guidehouse, engaged with the third largest county in the country (Harris County, TX) 
while the storm was still wreaking havoc to provide disaster recovery services that led to direct 
engagement with Precinct 1 and 2 healthcare leaders to craft a strategy for connecting funds, 
service providers, and facilities to people in need.  Our partner healthcare leadership was 
asked to engage in a separate project with Harris County Public Health to transform their 
agency; yet another project spawned when Harris Health, the safety-net hospital system in 
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Harris County, awarded us strategy and advisory work related to Harvey.  Two years after the 
storm, they are is still working with Harris County, which is larger in population and budget 
than 26 U.S. states, to investigate COVID19 care facilities and provide strategic 
recommendations to serve Houston’s least advantaged populations during the pandemic. 

 

E.5 DATA MANAGEMENT AND SECURITY 

A. Discuss strategies and practices your organization proposes to complete employee technology 
verification and vetting to ensure potential hires possess adequate technology infrastructure 
(phones, computers, etc.), phone access, and internet access. If your organization intends to 
provide necessary technology infrastructure to contact tracers, please describe how your 
organization will accomplish this 

In the US today, Accenture has more than 50,000 employees working and supporting clients.  
Current resources have regular technology verification and new hires have all technology 
infrastructure established before their first day at work. 

When state and local leaders enacted strict travel, building access and meeting guidelines in 
March 2020, we quickly moved to enable all our employees who did not have access to a laptop, 
where able to bring their desktops home to continue working.   In addition, we provided mobile 
hotspot connectivity to those who did not have sufficient broadband access.  Each device is an 
Accenture managed device that includes strict controls for access, identity management and 
accessibility.  For example, access to the network is tied to device mac address’ and the ability 
to write to a USB drive is not possible.  The first waves of contact tracers will be Accenture 
employees who have completed all our onboarding processes that include computer, mobile 
devices and proper internet access.  Part of our planning process includes capacity planning so 
that as we ramp up staff, all the necessary tools and devices will be available for employees to 
enable their ability to be productive on their first day. 

Accenture has routinely onboarded 200 employees weekly at clients across our business in 
support of these types of remote contact center operations.  Our onboarding process allows for 
infrastructure to be acquired (if necessary), provisioned and assigned to any new employees 
before their first day of work.  This process is industrialized, can scale as necessary and has 
been adapted to enable employees working from their homes. 

       

C. Discuss your organization’s strategies for providing redundancy, fault tolerance, and an uptime of 
99.9% annual website availability. 

Accenture relies on the uptime, redundancy, and fault tolerance capabilities inherent in the 
underlying cloud-based Platform-as-a-service (PaaS) platform we traditionally use to deliver this 
solution.   PaaS solutions employ multi-tenant application architectures that are designed to 
enable secure, reliable, and cost-effective redundancy, including at least 99.9% annual website 
availability.  PaaS platforms constantly monitor and report hundreds of performance metrics, 
providing ADH with transparency around topics such as uptime, service availability, performance, 
security, privacy, and compliance. By taking a PaaS approach, ADH can offload typical on-
premises uptime, redundancy, and fault tolerance concerns to the PaaS vendor, reducing 
solution complexity during implementation and during maintenance and operations.  

 

D. Describe the processes employed by your organization to ensure Contract Tracing personnel 
can capture and transmit protected health information (PHI). 

Accenture has specific processes established to enable our Contact Tracing personnel to 
capture and transmit protected health information. All our Contact Tracing personnel undergo 
specific PHI training and data confidentiality training on a yearly basis. These protocols are 
already in place across our teams that support government organizations and include controls 
across workstations (e.g., hard-drive encryptions), access (e.g., 2-factor authentication), and 
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connectivity.   

To ensure that Contact Tracing personnel can capture and transmit protected health 
information, Accenture has defined standards for data classification and protection as well as 
key controls. This standard assists in assessing data sensitivity and determining appropriate 
level of protection for the information assets.  

All owners of Accenture data or custodians of client data are required to assess their data and 
apply appropriate protections based on data sensitivity and criticality. All Accenture people, 
otherwise referred to as data end users, are required to recognize the sensitivity of data and 
protect the data as necessary.  

In addition to client data protection protocols and requirements the following key controls are 
implemented:  

- Use of Accenture managed Laptops/PCs with required standard security protocols.  

- Connectivity via secure VPN 

- Use of Privacy Screens to ensure only the user can view the information on the screen 

- Use of headsets 

 

E. Describe your organization’s level of understanding and experience working with the privacy and 
security practices and processes as defined by the National Institute of Standards and 
Technology (NIST) and Health Information Technology for Economic and Clinical Health 
(HITECH). 

We have extensive experience in Public Sector, delivering IT Security programs in alignment with 
NIST 800-53, NIST Cyber Security Framework (CSF), ISO, HIPAA, HITECH, IRS 1075, PCI and 
CMS MARS-E and other applicable regulations and standards. Accenture has implemented 
several complex Public Health and Public Safety, including law enforcement related systems in 
multiple states that must meet the standards, frameworks and regulatory requirements (e.g., 
CJIS, PCI, HIPAA and HITECH). Below is a summary of some of our experience performing the 
Security Risk Assessments: 

1. LA County – NIST/HIPAA Security Risk Assessment and Pen testing 

2. State of Florida, Retirement System – IT Security Risk and Vulnerability Assessment 

3. State of Michigan (19 agencies) – Enterprise Security Risk Assessment for FISMA, HIPAA, 
CJIS, IRS 1075 and PCI and Program Roadmap Development  

4. State of Michigan, Department of Health and Human Services - Medicaid Security Risk 
Assessment (CMS MARS-E, HIPAA, HITECH) 

5. State of California, Health Insurance Exchange (CalHEERS) – CMS MARS-E Security 
Assessment 

6. New York City Department of Information Technology and Telecommunications – IT Security 
Assessment and Risk Management Plan against FISMA, HIPAA, CJIS and PCI 

7. State of New York, State and Local Retirement System – Security Assessment and Penetration 
Testing 

8. State of Texas, Department of Health and Human Services – Security Risk Assessment 

9. State of Iowa Department of Human Services – System Security Plan, Assessment, Penetration 
Testing and Security Implementation Services for State Integrated Eligibility System 

10. State of Ohio Department of Health – System Security Plan, Assessment, Penetration Testing 
and Security Implementation Services for State Integrated Eligibility System 

11. State of Kansas Department of Health & Environment – System Security Plan, Assessment, 
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Penetration Testing and Security Implementation Services for State Integrated Eligibility System 

12. State of Idaho, Your Health Idaho Health Insurance Exchange – Security Program, Risk 
Assessment, Vulnerability Assessment, and Security Operations Support 

E.6 IMPLEMENTATION 

A. Discuss your organization’s plan for completing implementation by July 1, 2020. Include a 
timetable of implementation activities your organization proposes for implementation and the 
activities expected to be completed by ADH. 

We have a proven plan to successfully complete implementation by July 1, 2020. Contact 
tracing is a disease control measure that hinges on the ability to move quickly to save lives. 
Given the public health complexity of tracing at-risk populations and velocity of COVID-19, it 
is vital that the right expertise is a part of the solution. Our team is the right partner for 
ADH—we bring unmatched contact center experience, experience working with you and that 
has the capabilities and experience to operate effectively in a virtual capacity. We leverage 
extensive experience with large volume, COVID and non-COVID ramp-ups achieved over 
short periods of time. This includes our relevant experience in supporting similar contact 
tracing initiatives in New Mexico, Louisiana, Kanas, Washington DC, Massachusetts and 
California. 

The following proposed timeline represents the schedule of activities that we will undertake 
with ADH to complete the ramp-up of the staffing necessary to perform COVID-19 contact 
tracing activities for ADH. 

 
Figure 8: High Level Implementation Plan. 

 
 


