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Section SF 1449 . CONTINUATION SHEET

PWS
PERFORMANCE WORK STATEMENT (PWS3)

Dater 6 April 2011, Revised 19:May 2011
Title: HEALTH CARE INFORMATION LINE (NURSE ADVICE LINE)

Requiring Activity Name: TRICARE Area Office -Eviasia-Africa (TAO-EA)

1.0 SCOPE

This PWS provides for performing Health Care Information Line {HCIL) services and establishing a robust network
of licensed registéred nurse (RN) advisors for all Military Health Systems (MHS) Defense Eligibility Enrollment
Reporting System (DEERS) ¢ligible beneficiaries in Europe, Africa and the Middle East, the TAQ-EA area of
responsibility. HCIL services shall provide information and recommendations to beneficiaries, guiding them towards
gvailable options or medical intervention:(Nurse Advice Ling), appointmeni settihgs/cancellations, afier hours
Primary Care Manager (PCM) notifications andfor gencral healtheare information (automated. library) as needed,
This PWS also provides for various studies and analyses to. measure the efficacy of the HCIL and other elements of
the contract performance. This PWS requires compliance and maintenance of DoD) Information Assurance
Certification and Accreditation Process (DIACAP), to include Interim Authorization to Operate (LATO) and Plan of
Action and Milestones (FOA&M) in order to.access DoD Information Systems and Military Treatment Facilities
{MTFs) Appointment Seitings/Cancellations systems.

1.0.1  Background

The mission of the TRICARE Area Office -Eurasia-Africa (TAQ-EA} is to ensure accessible, quality health services
ihrough ddministration of a coordinated, cost effective, multi-service health plan for all MIYS eligible beneficiaries
within the TAO-EA area-of responsibility.

"The TRICARE Eurasia-Aftica.area is: tnanaged by the TAO Euragia-Africa located at'Sembach Kaserne in Germany,
and includes the Buropean and African continents, all Middle Eastern countries, Pakistan, Russia and several former
Soviet: Repubhcs meluding the’ Ba]tlc States, Ukraine, Georgia, Kazakhstan, Kyrgyzstan and Uzbekistan. TRICARE
Region 13 is:synonymous with TRICARE Eurasia-Africa. All printed material shall contain the current name of
TRICARE BEurasia-Affica:

1.0.2  Objectives

The contractor shall furnish all non-personal services, labor, materials, equipment, facilities and transportation
inctuding costs for printing, packaging and mailing, and tof! free telephone lines and numbers, to establish a robust
network of licensed registered and experienced nurses (RN) advisors to perform continual Health Care Information
Line (MCIL) customer information/advice services.

The HCIL is.an overall term enconipassing the Nurse Advice Line plus the automsated library, after hour's
notifications, and appointment setting/cancellations, The Nurse Advice Line refers 1o 2 nurse triage telephone service
answering the advice phone number and providing assistance to the caller using a sofiware-based algorithmic driven
systernn. The HICIL services shall be performed through call center(s)-arranged and located at the discretion of the
contractor.

The-contractor shall maintain updated Utilization Review Accreditation Commission {URAC) accreditation for the
duration of the contract. The contractor shall bé responsible for the establishing, maintaining, and the overall
management of all telephone lines and numbers. These numbers shall be transferable-at the needs of the Government;
at the completion of the comract; and at no additional chargeto the Government,
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The HCIL shall be available 24 howrs a day, 7 days-a week, 365 days a year (24x7x365) to all MHS eligible, both
TRICARE envolled and non-enrotled, beneficiaries that are registered in MHS Defense Eligibility Exrollment
Reporting System (DEERS) in Europe, Africa and the Middle Bast, The services provided by HCIL consist of
health related advice, not diagnoses. HCIL services shall include, but not be limited to, a software-based, algorithm-
driven system, nurse advisors, and an automdted knowledge management tool containing pre-recorded audio health-
related advice and guidance, with the primary objective to encourage self-care to the maximum extent possible
without placing the beneficiary at risk.

The contractor shall maintain updated DoD Tnformation Assurance Certification and Accreditation Process
(DIACAP) for the duration of the contract, to include butnot limited, to the performance of appointment
setting/cancellation services for cach participating Health Service Region (HSR) and/or MTF. The contractor shall
rhake beneficiary’s appointments as an add-on task to the normal surse advice service, whiegn required by the
beneficiary, Each MTF participating in the appointment/cancellation task will provide contractor access o the.
clinte's on-Hie appointment settings during phase-in. CHCS atcess will be created, maintained and reviewed by the
participating MTFs.

1.1 Non-Personal Services

This PWS identifics services:thatare strictly non-personal in pature.

1.2 Severable / Non-Severabie Services

This PWS identifies services that are severable in nature,

1.3 Titherently Governmental Fanctions

This requirement has been réviewed and contains no services that are inherently governmental functions.

1.4 Acquisition Functions Closely Associated with Inherently Governmental Functions

This PWS identifies acquisition functions that are closely associated with inherently governmental functions as
defined in Section 804 of the FY 2005 National Defense Authorizations Act. Appropriate military or ¢iviifan
personnel of the Department of Defense cannot reasonably be made available to perform these functions, However,
appropriate military or civilian personnel of the Department of Defense will: (1) oversee Contractor performance of
the contract; and (2) perform alf inherently governmental functions associated with the functions to be performed
under the contract,

2.0 PERFORMANCE WORK STATEMENT (PWS)

2.1 ‘ Task Management

The Coritractor shall provide sulficient management o ensure that this task js performed efficiently, aceurately, on
time, and in compliance with: thie requlrements of tiiis document; Spectf* cally, the Contractor shall designate a single
manager 10 oversee this task and supervise-staff assigned to this task. The Contractor shall enisure that 2 Monthly
Progress Report is submitted otstlining the expenditires, billings, progress, status, and dany problems/ issues
encountered in the performance of this task.

2.1.1 Monthly Progress Report (MPR) — Deliverable 2

The Centractor shall ensure that a MPR is submitted outhining the expendi{ures bitlings, progress, status, and any
problems/ i ;ssues encountered in the performance of tins task (Deliverable 2), in accordance with the format located
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Contractors shall be required to submit a copy of Section 4.0, cost reporting template, to COD-FC. The completed
cost repott {femplates shall be emailed to invoicedeliverv@ina.osdunil.

The MPR shail include the labor hours expended, by labor category, for each task and sub-task,

The Contractor shall require all subcontractor:s {0 provide input to the MPR where there are critical or significant
tasks related to the prime contract. Critical or significant tasks shall be defined by.mutual agreement between the
Governinent-and Contrattor.

212  Subcontractor Expenditures Plan — Deliverable 3

The Contractor shall prepare and deliver a- Subcontract Expenditures Report (Beliverable 3) that discloses actual
subeontract expénditures by comipany haie; business size standard (i.e. Woman Owned Business, Véteran Owned
Business, ete.), and other sociceconomic programs (i.e. Indian Incentive Program, Historically Blatk Colleges and
Universities and Minority Institutions, etc.). The Contractor shall prepare and deliver a Subcontract Expenditures
plan i compliance with the interim rule’s amending DFARS Parts 215 (Negotiated Contracts), 231 (Cost Principles)
and 252 (Solicitation and Contract Clauses) in Exhibit 9, (The interim role's requirements apply whenever an offeror
or potential subcontractor at any tier intends to subcontiact more than 70 percent of the work to be performed under
the prime contract or subcontract to a lower-tier subcontractor),

2.1.3  Transition Support

a, Incoming Transition Plan— Deliverable 4

In accordance with this PWS the Contractor shall provide a pian for 90 days incoming transition from contract to
contract, During this 90-day period, the Contractor shall initiate and maintain Department of Defense Information
Assurance Certification and Accreditation Process (DIACAP), disclose and process the required information security
necessary to obtain the certification, including the Interim Authorization to Operate (IATO) and the Plan of Action
and Milestones (POA&M) The contractorshall ccordmatc with:OASD (HA) MHS/TMA. Information Assurance
Officeof CIO, the TAO-EA Designated Approvmg Authority (DAAY, and’ CACI Team Management, at the time of
award, to estabhsh milestones, security controls, required resources and mitigation risks assesstoents. The incoming
transition plan shall also identify the-administration-of the personnél-cettifications, security clearances and all related
approvals for each task to be performediby the-Prime and by the 'Si.ibcontractor, 1o include Health Insurance
Portabitity and Accountability Act (HIPAA) regulation complianice ensuring that reguiatory requirements related to
the SOW tasks are continuously met. Upon completion of required certification and accreditation and during the
Governinent designated transition period, the incoming Prime Contractor shall coordinate and work with the
Subtontractor and with the OASD (HA) MHS/TMA Information Assurance Office.of CIO, for a-scamless transition,
The Contractor shall collaborate with the Government to develop and déliver an Incoming Transition Plan
(Deliverabie 4). The Government wiil designate a transition peried for the incoming Contractor to coordinate and
work with the incumbent Contractor, This fransition plan shall include, bui ismot Hmited to:

®  Processes to obtain Information Security certification and accreditation (DIACAP), in coordination with
the OASD (HA) MHS/TMA Information Assurance Office of CIO

s Processes, including POA&M, to obtain Interiin Authorization to Operate (IATO),
s Coordination with Government representatives {DAA)
o  Processes to insure Health Insurance Portability and Accountability Act (HIPAA) regulation compliance,

¢  Personnel data system training, certifications and security clearances,

= Review, evaluation and transition of current support services, to include Contractor establishment and
maintaining of toll free dedicated telephone Iines and numbers, including international toll fee lines and
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numbers per Table 2.2.1.3-2 to service TRICARE -Eurasta-Africa HCIL regions within the established
timeframes,

Transition of historic data 1o new contractor system,
Government-approved training and certification process,

Transfer of hardware warranties and software Hoenses {if-applicable),
Transfer of ali necessary business and/or technical documentation,

Transfer of compiled and uncompiled source code, to include all versions, maintenance updates and patches
(if applicable),

Orientation phase and program to infroduce Government personnel, programs, and users'to the Contractor's
team, tools, methodologies, and business processes,

Bistribution of Contractor purchased Government owned assets, including facilities, equipment, furniture,
phorie lines, computer equipment, ¢tc.,

Applicable TMA briefing.and personiel insprocessing procedures,

Coordinate with the Government to account for government keys, ID/accsss.cards, and security codes.

Option Item: Qutgoing Transition Plan — Beliverable 5

tn accordance with. this solicitation, the Contractor shall provide 2 plan (Deliverable 5) for 30 days otitgoing
transition for transitioning worl from an active contract to a follow-on contract/crder or Government entity. This
transition may be to @ Govemment entity, another Contractor or 16 the Bicumbent-Contractor under a new
cantract/order. In accordance with the Govenyment-approved plan, the Contractor shall assist the Government in
planning and implementing a cotipiete transition from the dontract and/or orders issued under the contract to a
successful provider. This shall include formal coordination with Governmient staff and successor siaff and
management. It shall also include delivery of copies of existing policies and procedures, and délivery of required
metrics and statistics. This transition plan shall include, but is not limited to:

L

[

Coordination with Government represertatives,

Review, evaluation and transition of current support services,
Transition of historic data to new Contractor system,
Covernment-approved training and certification process,

Transfer of hiardware warranties and software licenses {if applicable),
Transfer of all necessaty business and/or technical documeritation,

Transfer of compiled and uncompiled source code, to inclide all vérsions, maintenance updates and patches
(if applicable),

Orientation phase and program to introduce Government personnel, programs, and users o the Contractor's
team, tools, methadologies, and business processes,

Disposition of Contractor purchased Government owned assets, including facilities, equipment, furniture,
phone lines; computer equipment, ete.,

Transfer of Government Fumnished Equipmert (GFE) and Government Furnished Information (GFI), and
GFE inventory management assistance.

Applicable TMA debriefing and personnel out-processing procedures.
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e TFurn-in of all government keys, IlV/access cards, and security codes.

214  Program Management Plan ~ Deliverable 6

The Contractor shall develop a Program Management Plan (Deliverable 6 that shall require Government approval.
Irwill be used to-manage, track and evaluate the Contractor’s pérformance, The Program Management Plan shall
consist of control policies-and procedures’in accordance with standard industiry practices for project administration,
exectition and tracking,

The Program Management Plan shall include-the following;

o Identification of milestones where Government information/activity is required and timeline dependencies
for subsequenit Contractor activities;

o The Contraetor’s plan to coordinate with the QASD.(HA) MHS/TMA Information. Assurance Office of
Cl0, the TAO-EA Designated Approving Authiority (RAA), and CACT Team Management, to meet al
DOD Information Assurance accreditation and certification requirements (DIACAP, IATO, POA&M),
requirements pertaining to Data Use Agreements, Authorization to Operate (ATO), and personnel
clearances to access DOD data systems.

. The Contractor’s plan for obtaining patient encounter data from several sources including ALTHA and the
TRICARE Operations Center (TOC) portal (ittp:/fmytoc. tmaosd.onil/Enroll/toe/EnrollmentReport hitm) in
compliance with security requirements. Common ateéss cards (CAC) access to ALTHA is approved by
each MTF.

»  The Contractor ‘s-;plan for obtaining and maintaining HCIL minirmum Qualifications and Standards,
inclyding URAC acoreditation in support of the cotitract requiréiments.

v The Contractor’s plan for establishing and maintaining toll-free, and dedicated telephone lines and numbers,
inchding international toll frée lines and numbers per Table 2.2.1.3-2 to service TRICARE -Eurasia-Africa
HCIL regions within the established timeframes;

a) For Germany, United Kingdom, & Haly regions: Al lines shall be fully operational at a 98%
quality standard on the first day of the required period of performance.

Y. All other regions: All lines shall be fully operational within 90 calendar days afier contract
award. Once contractor identifies a line as operational, the 98% quality standard will be in effect on the
first day the site (toll free number) is operational.

¢) The dedicated lines shall provide toli-free uninterrupted services 24/7/365 days per year and
shall be accessible from both land line and celiular telephones fot éach ¢ountry serviced. These numbers
shall be transferable at the option of the Goveérinent; at the completion of the contract at no additional
charge to the Government,

o An Integrated Master Management Plan (IMMYP) describing the Contractor’s overall management
approaches, policies and procedures including suggested project metrics; and,
& A detailed staffing plan.

The Program Management Plan shall be due five (5) calendar days after the award of the order;

21,5  Quality Control Plan —~ Deliverable 7

The Contractor shall prepare dnd adhiere to a Quality Control Plan (QEP). The QCP will initially be submitted with
the offeror’s proposal and will be updated upon award (Deliverable 7). The QCP shall document how the
Contractor will meet-and comply with the quality-standards established in this statement of woik. At awinimim, the
QCPnust include a self-inspection plan, an interial: staffing plan, and an outline of the procedures that the
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Contractor will use to maintain quality, timeliness, responsiveness, customer satisfaction, and any other requirements
sét forth in this solicitation.

2.1.6  Contingency Operations Plan — Deliverable 8

The Contractor shall prepare and subinit a Continigency Operations Plan to the Government. The Contingency
Operations Plan shall bedue ten (10} calendar days after the award of the order, and shall be updated on a quarierly
basis (Deliverable 8). The Contingency Operations Plan shall document Contractor plans and procedures to
mairitain TMA support during ai emergency. The Contingency Operations Plan shall include the following:

A description of the Contractor’s emergency management procedures and policy
A description of how the Contractor will account for their employees during an emergency
Planned témporary work focations or alternate facilities
How the Contractor will comimunicate with TMA: during emergencies
A list of primmary and alterniate Contractor points of contact, each with primary and alternate:
o Telephone numbers
& E-mail addresses
e Procedures for protecting Government furnished eguipmént (if any)
¢  Procedures for safeguarding sensitive and/or classified Government information (if applicable)

€ & 0 & o

2.1.7  Operations Puring Emergency Situations

Individual contingency-operation plans shall be activated immediately after determining that an emergency has
oceurred, shall be dperational within twelve (12) hours of activation, and shall be sustainable until the emergency
situation-is resolved and normal conditions are restored-or the contract is terminated, whichever comes first. In case
of a life threatening emergency, the COR will immediately make contaci with the Contractor Task Managers to
ascerfainthe stats-of any Contractor personnel who were located in Government controlted space affected by the
emergency., When any disruption of normal; daily operations oceur, the Contractor Task Manager shall promptly
open an effective means of communication with the COR and verify:

s Key points of contact (Government and Contractor)
¢ Temporary work locations (alternate office spaces, telework, virtual offices, etc.)

s Means of communication available under the circumstances (e.g. email, webmail, telephone, FAX, courier,
et.)

o Essential work producis expected to continue production by-priority

The Contractor Task Manager, in coordination with the COR, shall make use of the resources and tools available to
continue TMA contracted functions to the maximusn extent possible utider erergency circumstances. The
Contractor siall obtdin approval from the COR: and Contfacting Ofticer prior to incurring costs over and above
thoséallowed for under the ternis of the confract, Regurdless of contract type, and of work location, Contractors
performing work in support of authorized tasks within the scope of their contract shall charge those hours accurately
in accordance with the terms of the contract.

218  Contractor Personnel Performance/Replacement
Substitutions of proposed Program/Task Manager (s), whether for the-prime and/or the subcontractor (s) shall not be

allowed for a period of six months after award, except under extrerne circumstances. Any substitution or
replacement of these persomnel shall have qualification equal to or greater than the individuals proposed. For
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temporary and/or permanent replacement of Program/Task Manager (5), the Contractor shall provide.a resume for
each individual to the COR.. Resumes:shall be provided at least two-weeks (or as mutually agreed upon) prier to
making any personnél changes. The Government reserves the right to pre-approve any replacement or substitution of
these persomnel. Contractor personnel must submit necessary information to be issued a clearance prior to reporting
for performance.

2.2 Program Management Support Services
2.2.1  Specific Tasks

2.2, 1.1 DIACAP Certification

The Contractor shall coordinate and disclose all necessary information security data with the OASD (HA)
MHS/TMA Information Assurance Office of CIO and the TAO-EA Designated Approving Avthority (DAA) to
abtain DIACAP certification in order to meet all DOD Information Assurance accreditation and certification
requirements hitp:/www tricare milfmis _new/IA.Htm. The Contractor shall assume responsibility for all tasks in the
PWS atthe end of the 90-day transition period. This will include the Data Use Agreements (DUA), Tnterim
Authorization to Operate (IATO), the Plan: of Action and Milestones (POA&M), and personnet clearances fo access
DOD data systems, The Interim Authorization to-Operate'must be obtained prior to obtaining access to Government
data systems and patient information.

2.2.1.1.1 Program/System Security

The Contractor shall identify as security-critical those core items (Hiardware, software, or business process)
whose failure could Tead fo-abreach of system security. For each. risk identified, the Comractor shall
develop asecurity assurance strategy to ensure that the requirements, design, implementation, and
operating procedures for the ideritified product minimize or-eliminate the potential for breaches of system
security. The Contractor shall record the. strategy in the Security Management Plan (Deliverable 12},
hmplement the strategy, and produce evidence, as part of required software products, that the security
assurance sirategy has been carried out,

2,2.1.1.2 Certification and Accreditation Support

The Contractor shall provide documentation, data, and access as required to any components of federal
information systems that it supports to assist the Government in attaining Certification and Accreditation in
accordance with OMB _Ctrc_uia!_A—T 30, “Management of I‘ederai Information Resources." All Contractor
personnet working on government networks, to include Subcontractor personnel shall complete the ADP
Security package and shall be approved for working information systems.  Additionally, the Contractor
shall provide documents, data, and aceess as required for any systems the Contractor supports that undergo
majori changes and require recertification. Further, the Contractor shall provide aceess to doctunents, data,
and facilities as required for arinual systems téviews,

2.2.1.2 The-contractor shall furnish all non-personal services, labor, materials; equipment, facilities and
transportation including, but nof limited to, the costs for printing, packaging, mailing and toll free telephone Jines
and numbers, to perform the task of'd contmual Health Care Information Line (HCIL) and an established robust
network of licensed registered and experlenced nurse (RN) advisors for all. MHS Defense Eligibility Enroliment
Reporting System (DEERS) eligible beneficiaries within the TAO vegion ofresponsibility. MTF sites to be covered
in this PWS are listed in Table'2.2.1.2-1. All printed material shall contain the current name of TRICARE Eurasia-
Aftica
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Table 2.2.1.2-1

HCIL MTF Locations- TRICARE -Eurasin-Africa
Arnly
Landstuhl, GE Banmholder, GE | Bamberg, GE | Kleber-Kaserne, GE Wiesbaden, GE
Heidelberg, GE Hohenfels, GE IHesheim, GE Katterbach, GE Coleman Brks, GE
Vilseck, GE Brussels, BE SHAPE, BE Mannheim, GE Stuttgart, GB
Grafenwoehr, GE Schweinfurt, GE Vicenza, IT Livomo, IT
. . Air Force
Bitburg/Spangdahlem, GE | Ramstein, GE _ Sembach, GE Geilenkirchen, GE | Croughton/Fairford, UK
Menwith Hill, UK Upwood, UK Lmkenheath, UK Tneirlik, TI Lajes Field, Azores
Aviano, IT - :
Navy
Naples, IT Gaeta, IT i Sigonells, IT Capodichino, IT Souda Bay, GR
St Mawean, UK Rota, SP Balirain Clinic

2.2.1.3 HCH.-Operatiens. The contractor shali provide HCIL services that provide information and
recommendations to beneficiaries guiding them towards available options or medical interventions and/or
general healthcare information, as needed. The contractor shall provide services in compliance with URAC
standards as well as maintain URAC accreditation fot the duration of the contract. Paragraph 7.3 lists the
Exhibits providing specific information regarding current data, reports, appointing protocols, sampte marketing
kits, and voice scripts. All marketing material shall be provided-in-draft 1o the COR thirty days prior to printing
and release. Examples of URAC standards are: serviée option from iijtial ring to Registered Nurse (RN)
acknowledgement; availability 24 hours day, 7 days.a week for 52 weeks per year; average call response time
from Initial ring to RN acknowledgement; and Caller Abandonment IAW industry best practices for Health Care
advice lines; callers shall not be placed on hold for longer than industry or URAC standards, HCIL services
shall include:

a) Nurse Advice Line- Nurse Advice Line services shall be software-based, algorithmic-driven.
Services shall be performed as a commereial best practice incorporating rules-based, algorithmic standards and
protocols. in conformance with MIS standards and procedures. Nurses shall have consultation access to a Board
Certified Physician with post residency experience available 24/7, 52 weeks per year. Services shall be made
available to all MIS eligible, enrolled and non-gnrotled benefiviaries. Nurse Advice Line shall have the ability
to respond 1o callers in English and Spanish at-all Jocations,

b) Primary Care Manager (PCM) After Hours Notification. The service is required by participating
PCM/MTF requesting to be notified when assigned beneficiaries have utilized HCIL services. For each
participating MTF, the Government will provide access to the PCM after-hours-notification processes and
protecols. Contractor shell provide support after normal business hotrs (weekdays when individual MTFs are
closed -weekends and holidays).

¢) Automated library of healtheare information. The contractor shall provide an automated knowledge
management tool containing pre-recorded audio health-related advice and guidance with the primary objective
of encouraging self-care to the maximuem extent possible without placing the beneficiary at risk. HCIL services
shall provide information and recommendations 1o beneficiaries guiding them towards available options or
medical intervention and/or general healtheare information as needed, to include but not be limited to, provider
or customer services benefits referral. A sample of'the antomated library message can be found in Exhibit 1.
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d}:Appointment se_ttin_g: services, For each participating Health Service Region (HSR) and/or MTF, the
contractor shall make benefitiary’s appointmeiits as ‘s add-on task to the iormal nurse adviee service, when
required by the beneficiary and as funded by the governmeit. Each MTF patticipating in the
appointment/cancellation task will provide contiactor access to the clinic’s on-line appointment settings during
phase-in. CHCS access will be creatéd, maintained and reviewed by the MTFs,

¢) Appointment Setting Guidelines. Specific appointment rules, including any codes and time/day
restrivtions, shall be negotiated befween the contractor and each of the participating MTFs. A sample of these
protocols can be found in Exhibit 6.

f) Appointment Cancellations/Rescheduling. For sach participating HSR and/or MTF, the contractor
shall make the cancellation/rescheduling of medical appointients generated as follow-on to the nurse triage, 8
distinet available option in the phone tree memy. The government will provide contractor access to the clinic’s
on-line appointiment settings during phase-in. CHCS access will be ereated, mabitained and reviewed by the
MTFs.

2} As part of the HCIL operations, the contractor shall ensure effective communications with the
Govérnment providing the following adjunct services:

g.1) Reporting Tools-The contractor shall provide various electronic reports.in support of the
Government's requirement for data that is searchable, sortable and able to be manipulated and which
¢ontains the minimum data reguirements of the contract. See paragraph 2:2.1.6.

g2). Beneficiary Satisfaction Surveys — The contractor shall develop and measure beneficiary satisfaction
thh the HCIL sefvices: Employing an independent third party. contractor, the contractor shall measure and
report findings of beneficiaries satisfaction using phone-based, random-sample statistically significant
surveys that follow industry staridard practices. Surveys shall be conducted annually for at least 3,000
beneficiaries per option period and shall contain, at a mininum, the following criteria:

£2.1) Random sample of cailers by telephone 2-4 weeks post NAL call,

£.2.2) Attempt to contact survey candidates up to six-times, on different days of the week and at
different times of day.

£.2.3) The average length of the survey interview shall be 4-3 minutes.

£.2:4) Survey questions shall be focused on satisfaction with NAL service, and level of medical
service used after NAL calls.

2.2.5) Survey résponses shall be recorded using a Likert or similar scale for measuring satisfaction

h) Beneficiary Communication and Education Plan- The contractor shall develop and submit to the
Government an anrival plan in support of para. 2.2.1.3 (Deliverable 9);

1) “Information Kits”- The contractor shall develop and produce information kits directed to
beneficiaries in the use of the HCIL. These information kits shall be distributed semi-annually to the
TRICARE Service Cemers located at each MTF, All printed material shall contain the current name of
TRICARE Burasia-Africa(see table 2.2.1,3+1), Information kits shall include, but not limited to, member
guide, member card, magoet, and mailing énvelope.

k) “User’s (Guide™- The contractor-shall develop and produce a “User’s Guide” (see Table 2.2.1.3-3)
with the objective of iighlighting the purpose, use, and'process associated with the ICIL to include an
information video/DVDs arid-assbiated information. The video shali give an overview of the NAL service
t6 incindé graphics and other visual aids fo explain and provide “hiow to” examples for multiple audiences,
patients ant health care professionals. The Governmert shall own:all rights and licensing agreemeénts to
images, templates, videos/DVDs, audio and the “User’s Guide” kit. All printed material shall contain the
current name of TRICARE Burasia-Afiica kit, (see Table 2.2.1.3-3), The contractor shall provide the kits to
each of the MTE commander’s office in Table 2.2.1.2-1.
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Table 2.2.1.3-1

English Langnage Spanish Language

Member Guide . Mémber Guide.

Wember Card - Metber Card

Toll Free Numbets listing 1| Toll Free Nuinbers listing

Telephone. Stickerand 1 Telephons Stickerand.

Magnei with toll free numbers- (’I‘AO—EA + | Magnet-with toll free numbers-(TAO-EA + Contractor
Contractor Logo) | Logo)

Table2.2.1.3-2

Portugal 800-800-128 then 1-888-866-7943 ooseo 4759 2330 351
Rahrain 888-475-9233 ** 973
Belgium 0800-71920 0800801 49* 32
Germany 0800-825-1600 00800 4759 2330 49
Greece D0B-001-1815-3044%# 30
Ttaly 800-877660 800 788847+ 39
Netherland 0800:0227944 00800 4759 2330 3]
Spain 900-93-1193 00800 4759 2330 . 34
Turkey 00-300-13815-0042%% 90
United Kingdom 0800-896409 008004759 2330 44

* Note: During previous testing process with the Usiiversal Free Phone numbers (UTFN), AT&'T found that the UIFN
number wasn't a}ways re!}abie in Ita?y and Bc!gmm w1th cei! phones Due 1o that, AT&T set up a “local country

**Note: Due to service issues in the countrigs of Bahrain, Greece and Turkey; users aré not able to access the UIFN,
Adgitiohaly, as of Mareh:200%; AT&T is not.able to acquire-a local counttry 800# for free cell phone usage. The

AT&T International ‘800 numbers listed ar¢ active for use.

L :
English Languag,e ‘ Spamsh Langpage
Member Guide 1 Member Guide
Sample Member Card Sample Member Card
Toll Free Numbers listing _ Toll Free Numbers listing
Video/DYDs _Video/DVDs

2.2.1.4 HCH. Emergency Case Procedures: In accordance with commercial and URAC standard practices, the
contractor shall provide at a minimum, services as Tollowing:

When experiencing a life or Hmb threatening illness, the Nurse Advisor shall:
i) Alert a second nurse o assist, remain on the Hoe maintaining divect contact with the caltler and attetnpt to
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obtain as much information regarding the-caller's idéntification and lobcation as possible.

ii) The second nurse will note the caller’s name, location and phone numbet; as they become available: dial
the listed 24/7 emergency number (military police or designated facility); notify fhe military police or designated
facility of the emergenicy situation including the caller’s name and current location, caller’s phone number, and
inforrmation regarding the crisis situation

Hi) The military police or designated facility will take over the call ahd determine action plan necessary, Re
cord the time, agency and name/badge of the individual with whom they spoke and agency actions planned to take,

iv) The first nurse will remain on the line with the caller until there is an established plan identified with the
military police or desighated facility, while offering support to-the caller.

Specific contact numbers will be-provided to the Confractor at time of award
2215 Personnel

2.2.1.5.1 Employees. The contractor shall not employ persons. to work on the contéact if such employee is identified
by the Commanding Officer as 4 potential threat to the health, safety, security, general well being or operational
mission. Nurses shall be US licensed Registersd Nuvse (RN) in‘accordidtee with URAC Case Management
qualifications.

2.2.1.5.2 The contractor shall not employ any person who is an employee 6f'the US Government, either military or
civilian, unless such person seeks and receives prior approval according to DoD Directive 5500.7 Standards of
Conduct.

2.2.1.5.3 The contractor shall ensure that all personnel performing appointment setting services are in compliance
with ADP clearance requirements. prior to-accessing any military IT systems. Current DoD and MHS DIACAP
policies apply to contractor systems:operated on behalf of the Department of Defense that receive, process, store,
display, or transmit. DOD information, regardless of classification or sensitivity.

it /iwww. dric milwhs/directives/corres/pdt/DTM-08-027 pdf

2.2.1.6 Data Regquirements: The Confractor shall preparé and submit in addition to the mionthly status reports a
report in accordance with Table 2.2.1.6-1, (Deliverable 10), thatincludes but is hot limited to, identifying key
relevant activities/ accomplishments, issues, deliverable states, data, cuhulative number of calls received per motth
unider the HCIL, callerhold thues, caller compliance réport and phone line outage.

Table 2.2.1.6-1

Rk z:»ﬁ’ = CROEEINY SR e 5 S B
1 | Phone Encounter by Type . Reason for call {Iliness/nfo/Referral) as a percentage
2 | Telephone Activity Calls Offered vs. Calls Handled
: . , Triage ¢ategory (Urgent care/Speak to provider/etc) as a
3 | Algorithm Triage (Summary) percentage
Caller Pre-intent (Seek ER care) vs. Nurse Recommendation
4 | Call Outcomes with Post-Intent info (Caller agree/disagree with
_ recommendation)
5 | Algorithm Utilization Sumnsiary Adalt vs. Peds vs. Women's HHealth
6 | Top 10 Aloorithis (Sumsnary) ‘Top 10 by frequency (Peds vomiting/cough/etc)
7 | Top 10 Algorithm (Adult Detail) Top 10 by.%
8 | Top 10 Algorithm {Peds Detail). Topl0by%
9 1 Top 10 Algorithin { Women’s Health) | Top 105y %
10 gg‘gg"qumw by Dayof Weekand Time | .0 oweek / Time of Day/Hour Interval
11 { Top 10 Information Database Topics Access to Information Topic displayed as %
13 Percenitage of Callers triaged
higher/lower/same ay pre-itifent (see #4)
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13 | Call rate Calls/population (usnally x/1000 mmembers/month)
Type of call, time/date of call, caller information, beneficiary
category

Type of call, ime/date of call, caller information, beneficiary
category, advice,

Nutnbér of appointments booked, time of day, day of the week,
category of care booked; Number of appointments cancelied,
time of day, day of the week, category of vare; Number of
previously cancelled appointments that are rebooked for
appointment

14 | Call Demographics

158 | Beneficiaries Compliance

Appointment Setting, Canicellation, and

16 Reappointment;

2.2.177 Hours of Operation. Twenty-four hours a day, seven days a week, three hundred and sixty-five days a
year (24x7x365), meluding all US holidays.

2.2.1.8  Official Government Database files: TAO-EA will provide the contractor access to the official web-
based database files identifying all beneficiaries under TRICARE Area Office -Eurasia-Africa who are eligible to
receive contract services, This data will be extracted fror numerous government databases including the Composite
Health Care System (CHCS) and the Defense Enrollment Eligibility Reporting Systerm (DEERS). This data is the
property of the U8, Gevernment and shall not be used for afry purpose oufside the execution of the contract. The
data will be provided to the Contractor iivelectronic fornat,

2.2.1.9 Constltative Transfer of Appropriate HCIL Calls; Methiod for providing consultative transfer to the
MTF for all calls. This shall include a three-way conference call to the appropriate office, (appointment desk, PCM
office, after hour’s desk) at the MTF.

22,110 Operational plan: The Contractor shall identify its approach (Deliverable 11) to be fully operational
within the timeframes ds identified in paragraph 2.1.7 and 2.2.1.3 of the contract. The approzdch shall describe the
ability to provide near seamless transition from both a beneficiary, provider; and a program management perspective.
Coritractor shall take-over ali currént toll-free lines:per Table 2.2.1.3-2. For complete operation and maintenance as
required by the contract the Contractor shall coordinate the transition of the lines with the incumbent contractor.

2.2,1,11 Records. All contractor records of inspections are thie property of the Government and shall be available to
the Government during the life of the eontract and furned-over to'the Government on final payment to the contractor.

22112 Caller compliance: The contractor shall submit within the Monthly Task Progress Report, {Deliverable
2y anarrative summary-of the tasks performed during the peitinent month NL'T 10 caleridar days after the end of the
preceding motith

2.2.1,13 Lot OF 1060 Calls (CLIN 1002 and corresponding CLINS in option years): The contractor shali
notify the COR within 3 calendar days when calls reach §0% of the total numiber purchased, to provide sufficient
time to fund and purchase additional quantities if required. Contractor acceptance of calls in excess of the quantities
purchased is at the contractor's risk and cost. (Deliverable 14}

2.2.1:14 Techiical Definitions
Table 2.2.1.14-1

At - Sl e = e el o e e
Military Heulth System Any mdividual whi is eligible-to receive treatment in a Military Treatment Facility (MTF).
(MHS) Beneficiary The categories.of MAS beneficiaries shall be broadly interpreted unless otherwise
specifically restricted. (For example: duthorized parents and parents-in-law ave not
eligible for TRICARE purchased care, but may veceive treatment in an MTF {on a space
available basis) and may access the TRICARE HCIL.

Menber Individuals enrollzd in Defense Eligibility Envolled Reporting System (DEERS)

Nurse Advice Line - 4Rel 14



HToo11-11-C-0002
Nurse Advice Line (OCONUS)

Page 15 of 39

Enrolled Bersficidary An MHS ¢eligible beneficiary who is registered on DEERS and who is envolled in
TRICARE Prime, including Active Duty Service members,

Non-enrolled Beneficiary | An MHS eligible beneficiaiy wha is registered on DEERS and noi enrolled in TRICARE

Frime,
HCIHL Health Care Information Line
MTF Military Trearment Facility, 1o include large hospitals and small clinics,
HSR Henlth Service Region
URAC Utilization Review Acereditation Commission {also knoww as the American Acoreditation

Health Care/Comnmission): A non-profit charitable organization founded in 1990 to
establish standards for the managed care industry. URAC s broad-based membership
includes representation from all the constituencies affected by managed care ~ employers,
consumers, regulaiors, health care providers, and the worker's compensation and managed
care industries. Member organizations of URAC participate in the development of
standards, and are eligible lo sit on the Board of Directors, hiip:/iwww.urac.org/

ALTHA Armed Forces Longitudinal Technology Application (formerly Composite Heath Care
System II}. This system serves as the means by which appointing Is performed for all
Military Treatment Focilities and for the Health Care Information Line. Upon award of a
contract, the contractor will need to become registered by the Goveriment for approved
use of this system.

MEPRS/MEWACS The Medical Expense & Performunce Reporting System (MEPRS) is the standard cost
accounting system for the Military Health System (MHS), containing Tvi-Service financial,
persomel, and workload data from réporting medical and dental treatment facilities
worldwide, (http./fwww. meprs. infol} The MEPRS Early Warning and Control System
(MEWACS) is used to determine the cost per outpatient visit. MEWACS is refreshed
monthly, with up to 24 fiscal months of MEPRS data. Each month an updated MEWACS
workbook is posted on the web for downloading. The MEWACS website to download these
daty can be located ar hip:bwww.meprs. info/mewgasdy.cfin,

222 Stadics and Analysis.

2.2.2.1 The Contfactor’s Manzgement plan shall include, but not be limited to, a-data analysis report (Deliverable
13), desciibing patient usage of, and compiiance with, Health Care Information Line, and the impact of the program.
This report must include, but not limited to, the following items:

Appointment Center Encounters

Patient Encounter Actions

Caller/Patient Compliance

Comparison of Caller Pre<intent vs. Nurse Recommendation

Comparison of Caller Pre-intent, Nurse Recommendation, and Patient Encounter Action
Non-compliance Rate

Reéturn on Investment

MEPRS Early Warning and Control System (MEWACS ) Cost for (Medical Expense & Performance Reporting
Systent Codes (MEPRS)

Cost of Care, Caller Pre-hitent vs. Nurse Recommendation vs, Patient Action

Aggregate Cost of Care, Caller Pre-Intent vs. Nurse Recommendation vs. Patient Action
Beneficiary Distribution

Call Volume by Geographic Sub-region
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Distribution of Caller Age
Pilot studies Progress Reports

The Medical Expense & Perforimance Reporting System (MEPRS) is the standard cost accounting system for the
Military Health System (MHS), containing TRI=service financial, personnel; and workload data from reporting
medical and dental treatment facilities worldwide, (http://www.meprs, info/). The MEPRS Early Warning and
Control System (MEWACS) shall be used to deteniiie cost per-outpatient visit, MEWACS is refreshed monthly,
withup fo 24 fiscal months of MEPRS: data. Bach month an updated MEWACS workbook is posted on the web for
downloading. The MEWACS website-is located at hitpfiwww.meprsinfo/mewacsxIs.efm,

See also Exhibit 4, Table 20 “Aggregate Cost of Care Caller Preclntent vs. Nurse Recommendation vs. Patient
Action™

2:2.2.2 The contractor shall utilize, for the purpose of data study, all electronic reports and systém algorithm
supporting the Government requirement for data, as described in § 2.2.1.3. The contractor data analysis shali
include, but net be limited to, the study of the menthly reperts in aceordance with § 2.2.1.6 and Table 2.2.1.6-1

2.2.3  Records Mandgement

When creating and mdintaining official government records, the Contractar shall comply with all federal
requirements established by 44 United States Code (USC), 41 USC, 36 Code of Federal Regulations (CFR),
Department of Defense (DODY Administrative Instroction No. 15 (DOD Al-15), “Records Management,
Administrative Procedures snd Records Disposition Schedules,” and Chapter 2 of the TRICARE Operations Manual,

3.0 INSPECTION AND ACCEPTANCE

The Contracting Officer’s Representative (COR) for the Contract is a Government official who has been delegated
appointment letter, issued by the Contracting Officer, and is responsible for inspection and acceptance of all services,
incoming shipinents, documents, and services.

3.1 Acceptance Criteria

Certification by the Government of satisfactory services provided is:contingent upon the Contractor performing in
accordance with the performance standards contgined in the Performance Requirements Summary Matrix (Section
6.7.2) and all terms and-conditions of the contract, including all modifications.

3.2 Contractor Payment Processing

The Contractor is responsible for properly preparing, and forwarding to the approptiate Government official, the
involze and receiving report for payment. The Contractor shall invoice in accordance with the contract. The
Contractor shall attach back up information to receiving repoits for direct labor and Travel - Other Direct Costs
(ODCs). Direct labor backup information shall reffect the: person’s namie, job title and quantity of Hours worked for
each pay period at a minimum. Backap information for Travel ODCs shall list all elements of costs, such as travel
breakout backup, including itinerary, dates of travel, name of employees traveling plus per diem costs shall
accompany the receiving report. When the Wide Area Workflow — Receipt and Acceptance application is able to be
used, it is the preferred method of submission. (See paragraph 3.3 balow.}

3.3 Invoicing and Receiving Report Instructions — Fixed Price Contracts

The Contractor is responsibie for subimitting inveices and initiating receiving reports elecironicaily through Wide
Area Work Flow - Recéipt and Acceptance- (WAWF) for goods and services rendered under tHe contract. For fixed
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price coniracts, the WAWT 2 IN 1 forimat (for services), and the COMBO format (only for supplies or equipment),
are thie preferted methods of processing electronic invoices and réceiving reports within TMA. Back up
documentation {such as timesheets, etc.) can'be included and attached 16 WA'WF documents as rf:quested by the
responsible COR, Attachments created in any Microsoft Office product are attachable to the invoice in WAWE,

Contractor personne]l (WAWF Vendor role) shall self-register at the web site; hitps://wawf.eb.mil/, and be activated
by the Contractor’s designated Electronic Business Point of Contact. WAWF training is available on the internet at
htspfwawfiraining. com.

The Contractor shall sublnit invoices for payment and initidte receiving reports every month,
The Government shall process ibvoices for payinent and associated receiving reports every month.,

Prior to submitting the first WAWE-RA electronic form, Contractors shouid first coordinate with the assigned TMA
COR.

When initiating documents within WAWF, Contractors must use the appropriate two-part TMA location code to
include BOTH the Government Acceptor DoDAAC / Extension (Ext) fields and the Local Processing Office (LPO)
DoDAAC / Extension fields as dispiayed within the WAWF application and illustrated below:

Service Acceptor: / Bxt, LPO DoDAAC / Ext,
{
{ T |
HTO003 I FTREUR HT0003 i FTREUR

| |
| . : i

4.0 DELIVERABLES

4.1 Delivery Address

All deliverables shali be submitted to the COR designated in the COR appointiment letter and 1o the TAO-EA Quality
Healthcare Operations office.

4.2 Method of Delivery

Electronic copies shall be delivered using Microsoft Office suite of tools {Tor example, MS WORD, MS EXCEL,
MS POWERPOINT, MS PROJECT, or M$ ACCESS format), unless otherwise specified by the COR. Electronic
submission shall be made via etnail, unless otherwise agreed to by the COR.

43 Shipping

The Contractor shall use'the U.S. Postal Service standard delivery for defivery of materials, equipment, or required
hardeopy decuments., The COR must approve all exceptions to this requiremnent.

4.4 Government Acceptance Period
The COR wﬂi havc toft (10} workdays to revww draf’c dehverabies and make comments The Contractor shal! have

' for fmal review prior to acce_ptance ot _provnd_mg do_cumel_}ted re_asans_ fo__r non-acceptanc:e Shouid the Govemment
fail to complete the revisw within the review period the deliverable will become aceeptable by default, unless prior
to the-éxpiration of the ten {10) work days the Government notifies the-Contractof in writing to the contrary. The
final submission should be deemed approved if the Governrvient has not rejected it in 30 days,
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Thie COR will have the right to reject or require correction of any deficiencies found inthe deliverables that are
contrary to the information contained in the Contfactor’s accepted proposal. In thé évent of a rejected deliverable,
the Contractor will be notified in writing by the COR of the specific reasons for rejection. The Contractor shall have
five (5) workdays to correct the rejected deliverable and return it per delivery instructions.

4.5

The following abbreviations arc used in the delivery/deliverable schedule:

Delivery Schedule Abbreviations

€ Coniracting: Officer
COR Contratting Officer's Reépresentative

{8 Coutract Specialist

DA Days after

DACA Days after contract award

DAEOM Days after end of month

Days Calendar Days unless otherwise specified
E Blectronic Copy

H Hard Copy

NLT No Later Than

PWS Ref Performance Work Staternent Reference {paragraph number)

4.6 Deliverable/Deélivery Schedule

A summary of deliverables follows, Copies are to be provided to the Government officials indicated in electronic
file (E), and/or hard copy (H).

Deliverable 1 | Attachinent | Non-Disclosure COR 1 | Signed statements are due, from each
2 Agreement co I | employee dssigned, prior to performibg
b ANY work on'this task.
Deliverable 2 | 2.1.1 Monthly Progress | COR P NLT 45 NLT 15 of each
22.1.12 Report €O 1|1 P DACA month
Deliverable 3 | 2.1.2 Subcontract CS T | NLTSO Quarterly thereafter.
Expenditures Co |1 I DACA A final submission
Report COR 1 reflecting all
expenditures on this
order is due within 5
days of completion of
the order.
Deliverable 4 | 2.1.3.2 Incoming COR 11 | Draft Updated as required
Transition Plan Co 1 10 | submitted
with proposal.
Final due 5
DACA.
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2.1.3b Ouitgoing COR 1 | 1 | Duebetween | Updated asrequired
Transition Plan cO 1|0 12028d 90
days prior to
contract
expiration, or
when
reguested by
_ _ the COR
- Deliverabie 6 | 2.1.4 Progtam COR I |1.|Draft Updated as required
1 ' Managemeit Plan | €O 1 |0 | submitted
with proposal.
Final due 5
DACA,
CDeliverable 7 | 2.1.5 Quality Control COR 11 | Draft Updated as required
Plan Co 1 19 | submitted
with proposal.
Final due 5
Deliverable 8 | 2.1.6 - Contingency COR 111 |NLTID Updated guarterly
' Opetations Plan. | CO 010 | DACA
Deliverable9 | 2.2.1.2.and | Beneficiary COR 111 ['NET 30 Updated Annually
- 2.2.1.3 Conimunication co 0 |0 | DACA
and Educdtion
‘Plan _
Deliverable 2.2.1.6 Data COR 1 {1 | Menthly Monthly
10 Requirements cO 016
Deliverable 22,110 Operational Plan | COR 111 I NLT3DACA
11 co 0|0 _
Deliverable 22.1.1.1 Security COR I |1 | Draft Updated as required
12 Management Plan ; CO 0 | 0 | submited
with proposal.
Final due 5
| DACA.
' Déliverable 2.2.2. Snidies and COR 11 NLT&0 As required,
13 Abalysis co 0 |0 | DACA and in
- Option 3
Deliverable 2.1.13 - Lot OF 1000 COR 1:1 | Not Within 3 calendar
14 ‘Calls (CLIN 9093 | CO 1 | 0 | Applicable days when calls reach
and corresponding 80% of the total
CLINS in‘option number purchased
years
50  CONTRACT ADMINISTRATION DATA
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3.1 Place of Performance

The Contractor shall perform primary activity at the contractor’s site.

52 Other Direct Costs {(ODTCs)

521 Travel

Arrangements Tor and costs of gll travel, fransportation, meals, lodging, and:incidentals are the responsibility of the
Contractor. Travel costs shall bé incurred aiid billed in accordance with FAR Part 31. Costs for these expenses will
be reviewed, certified and approved by the COR, All ravel and transportation shall utilize commercial sources and
carriers provided the method uséd for the appropriate geographical area results in reasonable charges to the
government. The Government will not pay for business class or first-class travel. Lodging and meals shall be
reimbursed in accordance with regulations defined in FAR PART 31. The Contractor shall plan, o the maximum
extent practicable, travel/visits to multiple sites, for those locations listed in Table 2.2.1.2-1, during any of the trip to
Burope as estimated/indicated below:

2. Trips during each of the
following periods of performance:
Transition-In; Base Year, and

Options 1,.2, and 3
o 1 Trip during Option 4

522  Travel Qutside pf the U.S,

This order includes activity that inay require Contractor travel to-destinations outside of the United States. The
Contractor shall ensure that assigned participants allow sefficient lead-fime to oblain valid passports, country
clearances, and immunizations to-support prajéct activities. All wravel outside of the U.S. required under this tasking
shall be laid out in the travel matrix above.

6.0 OTHER TERMS, CONDITIONS, AND PROVISTONS

6.1 Non-Disclosure /Non-Use Agreement — Deliverable 1

The Contractor shall ensure that the Non-Disclosure/Nop-Use. Agreement (Attachment to PWS}) (Deliverable 1) is
signed by all staff assigned 10 or performing on this Task order before performing any work, including all
subcontractors.and consultants. The Non-Bisclosure/Non-Use.Agreement.shail be cosigned by a corporate official
(Contractor Task Manager or highet). The Contractor shali also erisure that all staff understand and adhere to the
terms of the non-disclosure statement, protecting the procuréirient sensitive information of the Government and the
proprietary information of other-Contractors. Assignmént of staff who hiave not exceuted this statement or failure to
adhere to this statement shall constitute default on the part of the Contractor.
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6.2 Protection of Information

6.2.1  Dissemination of Information/Publishing

Thiere shall be no dissemination or publication, except within and between the Contractor and any subcontractors or
specified Integrated Product/Process Team (IPT) members who have a need to know, of information developed
under this order or contained in the reports to be furnished pursuant to this order without prior written approval of
the TMA TM or the Contracting Officer. TMA approval for publication will require provisfons which protect the
intelloctual property and patent rights of both TMA and the Contractor.

6.2.2 Contractor Employees

Contractor Identification

The Contractor shall ensure that Contraclor personnel identify themselves as Contractors when attending meetings,
answering Governinent telephones, providing any type of written correspondence, or working in situations where
their sutions conld be construed as official Government acts.

Attendance at Meetings

Contractor personne! may be required to attend meetings or otherwise cormmunicate with Government and/or other
coniract representatives to meet the requirements of this order. Contractor personnel make their Contractor status
known during introductions. Meetings may occur at any of the sites listed in Table 2.2.1.2-1 or, at the direction of
the COR, at locations selected by TRICARE Area-Office Burasia-Africa for workshops, iratning courses,
symposiums and conferences.

Use of Military Rank by Contractor Pérsonnel

Contractor personnel, while perforthing i a. Contractor capacity;. are prohibited from using their retired or reserve
component military rank or fitle in all written or verbal communications associated with the contract under which
they provide services.

6.4.3  Personally Identifiable Information (P1) and Protected Health Information (PHI)

The TMA Privacy Office website at http:/www.tricare.mil/tnianrivacy/contract.cfin contains guidance regarding
Protected Health Information (PHI) and Personally Identifiable Information PID).

The Contractor shall establish appropriate administrative, technical, and physical safeguards 1o protect any and all
Government data. The Contractor shall also ensure the confidentiality, integrity, and availability of Government data
i compliance with all applicable laws and regulations, including data breach reporting and response requirements, in
accordance with DFAR Subpart 224.1 (Protection of Individual Privacy), which incorporates by reference DoDDD
5400.11, “DoD Privacy Program,” May 8, 2007, and Dol 5400.11-R, “DeD Privacy Program,” May 14, 2007. The
contractor shall also comply with federal laws relating to freedom of information and records management,

Health Insurance Portability and Accountability act (HIPAA)

The Contractor shall comply with all requirements of the Health Insurance Portability and Accomntability Act of
1996 (HIPAA) (Pub. L. 104-191), as implemented by the HIPAA Privacy and Security Rules codified at 45 C.FR.
Parts 160 and 164, and as further implemented within the Military Health System (MHS) by DoD 6025.18-R, "DoD
Heaith Information Privacy Regulation,” January 24, 2003, and Dol> 8580.02-R, “Dol> Health Information Security
Regulation, July 12, 2007. The Contractor shzll also comply wiih all applicable HIPAA-related rules and
regulations as they are published abd-as further defined by later-occurring Government reguirements and Dol
gmdance, mciuc’img current and forthcormng _DOD guldan ce 1mpiementmg apphcab]e Hl PAA amendments under the
rcqmremems that are deﬁned after the award date of the comract_ an_d that reqmre expenditure of addmonai
Contractor resources for compliance, may be-considered “changes” and will be subject to the “changes” clause under
the contract,
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Breach Response

Dol 5400.11-R, “DoD Privacy Programy,” May 14, 2007, défines-a breach as the “detual or possible loss of control,
unauthorized disclosure, or unauthorized access of personal information whete persons other than authorized users
gain access or potential access to such information for other than authorized purposes where one or more individuals
will be adversely affected.” Within one hour of discovery, the breach must be reported to the US Computer
Emergency Readiness Team (US CERT) at httpsy//forms us-cerf.govireport/-dand to the TMA Privacy Office at
PrivagyOfficerMaili@ima. osd.mil.

The Contractor shall adhere to the reporting and response requireznents sot forth in the Office of the Secretary of
Defense (OSD) Memorandum 1504-07, “Safeguarding Against and Responding to the Breach of Personally
Identifiable Information,” June 3, 2009; DoD 5400.11-R, and applicable TMA Privacy Office guidance, including
current and forthcoming DeD guidance on ARRA breach notification requirements, available at:
hitp:/fwww Aricare inil/tina/privacy/breach.aspx.

Systems of Records

In-order to meet the requiremems'of § U.8,C, 5524, the:Privacy Actof 1974, and its implementation within the
Military Health System (MHS) usider Dol 5400.11-R, “ Do} Privacy Program,” May 14, 2007, Contractors must
identify 1o the Contracting Officer Representative {COR) systems of records that are maintained or operated for
TMA where records of personally identifiable information (PI) collected from individuals are maintained and
specifically retrieved using s personal identifier. Upon identification of such systems to the COR, and prior to the
tawfuil operation of such systems, Contractors must coordinate with the TMA Privacy Office at
SORmail@tma.osd mil to complete systemss of records notices {SORNs) for submission and publication in the
Federal Register as coordinated by the Defense Privacy Office, and as required by DoD> 5400.11-R.

Following proper SORN publication and Government confirmation of Contractor authority to operate the-applicable
syster(s), Contractors must also comply with the additiorial systems of records and SORN guidance, in coordination
with the TMA Privacy Office, regarding periodic system review, amendments, alterations, or deletions set forth by
Do §400.11-R, Office of Management and Budget (OMB) Memorandum 99-03, Atchment B, and OMB Cirgular
A-130.

Privacy Impact Assessment (P1A)

The Contractor shall provide for the completion of a Privacy Impact Assesstent (PIA) for any applicable systems
that collect, maintain, use or disseminate personally identifiable information (PI) or protected health information
(PHI) sbout members of the public, federal persorinel; conitractors,; of in some cases foreign nationals.

To begin the PLA process, Contractors are résponsible for the-compietion of the PIA Determination Checklist, This
Checklist provides basic system information to the TMA Privacy Office and ensures that the appropriate decision
concerning PIA requirements is made, The Checklist can be downloaded from
http:/feww. tricare. miltma/privacy/downloads/PIA%20Determination%20Checklist% 20 nstructions.pdf.

Contractors are responsible for the employment of practices that satisfy the requirements and regulations of: Section
208 of E-Government (E-Gov) Act of 2002, (Pub. L. 107-347); DoDI 5400,16, “*DeD Privacy Iinpact Assessment
(PIA) Guidance,” February 12, 2009; and, Otfice of Management and Budget {OMB) Memoranduni 03-22, “OMB
Guidance for Implementing the Privacy Provisions of the E-Government Act of 2002, September 26, 2003. When
completing a PIA, the Contractor is responsible for-using the DoD-approved PIA Template, DD Form 2930,
available at hitp://www dtic.mil/whs/directives/infomgt/fonms/eforms/dd2930.pdf:

Completed P1A Determination Checklists and DIY Formi 29305 will e sent to the TMA Privacy Office at
piamail@ima.osd.nil.

Data Use Agreement (BUA)

Nurse Advice Line - 4Rel 22



HT0011-11-C-0002
Nurse Advice Line (OCONUS)

Page 23 010y

A Data Use Agreement (DUA} is currently used to request and control the disclosure, use, storage and/or destruction
of MHS data that is owned and/or managed by TMA to ensure that applicable privacy and security requirements are
followed. In addition, research requests for MHS data‘that include protected health information (PHI) must be
reviewed for HIPAA compliance by the TMA Privacy Board,

tnder DoP 6025.18-R, “DoD Health Information Privacy Program,” January 24, 2003, reasonable steps must be
takien 1o implement appropriate procedural, adininistrative, technical and physical safeguards to prevent the
unauthorized use and/or disclosure of any personally identifiable information (PII) or PHE, Likewise, all uses,
-disclosures, and destruction of PH and PHI data are generally subjectto DoD 5400.11-R, “DoD Privacy Program,”
May 14, 2007, as well as Do 8500.2, “Information Assurance (IA) Implementation,” Feb, 6, 2003, and DoD
8580.02-R, “DoD Health Information Security Regulation,” July 12, 2007,

To begin the DUA request process, the contractor should choose the applicable request template at

htpe/iwww. tricare. mil/tma/privacy/Templates.aspx, or should contact DUAmail@tma.osd.mil. After receiving DUA
approval, anyone needing access to information system applications or data sources must contact the responsible
system program office. DUAs are active for one year, after which the TMA contractor must submit a renewal
request or provide a Certificate of Data Destruction (CDD) to the TMA Privacy Office.

Privacy Act and HIPAA Tratning

The Contractor shall ensure that all staff including subcontraciors and consultants comply with the training
requirements of the Privacy Act of 1974 (3 U.8.C. §52a) and Health Insurarice Portability and Accountabitity Act of
1996 (HIPAA) (Pub. L. 104-191). The training requirements are mandated by O30} Memorandum 15041-07,
“Safeguarding Against and Responding to the Breach of Personally Identifiable Information;” Dol 6025.18-R,
“Dol> Health Information Privacy Regulation,” January 24, 2003; and:the TMA Workforce Training Policy
Memoranduni, dated May 28, 2008, on'the subject, “Workforce Training Policy Pursuant to the Department of
Defense Privagy Act Regulations and the Departmeat-of Deferise Health Insurance Portability and Accountébility
Act Privacy and Security Regulations.”

The Contractor shall ensure that the annuzl Privacy Act and HIPAA training is completed by all staff assigned to or
performing on.the contract, iricluding subcontractors and consuitants: All required Privacy Act and HIPAA training
will be conducted online through Military Health System Learn {MHS Learn) at hitps://mhslearn.csd disa.mil or the
current TMA learning management system (LMS) in place to deliver training to meet the above requirements. The
Contractor shall ensure all employees and subconiractors supply a certificate of Privacy Act and HIPAA training
completion to the Contracting Officer Representative (COR) within 30 days of being assigned to the Contract and on
an annual basis based on the trainee’s birth month thereafter.

Records Management

When creating and maintaining official government records, the Coniractor shall comply with all federal
requirements established by 44 United States Code (USC), 41 USC, 36 Code of Federal Regulations {CFR),
Departmient of Defense (DOD) Administrative Instruction No, 15 (DOD AL-15), “Records Management,
Administrative Procedures and Records Disposition Schedules,” and Chapier 2 of the TRICARE Operations Manual,

Freedom of Information Act (FOIA) Oifice

TRICARE Freedorm of Information Act Service Center procedures require a written request-under FOIA 1o be
addressed to the Freedom of Information Officer, TVA, 16401 East Centretech Parkway, Aurora, Colorade 80011-
9066. The request shall describe the désired record as.completely as possible to. facilitate its retrieval from files and
to:reduce search fees which may be borhe by the requestor. No more than ten working days shall elapse after a
request has been received by the Freedom of Information Officer before notification is.sent that the request has been
granted or denied. The administrative time limit for responding to FOLA requests does not begin until thie request is
recéived by TMA.
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In response to requests received by contractors for the release of information, unclassified information, documents
and fornis which were previously provided to the public as part of routine services shall continue to be made
available in accordance with previously established criteria. All other requests from the public for release of
TRICARE records end, specifically, all requests that reference the Freedom of Information Act shall be immediately
forwarded to TMA, ATTENTION: Freedom of Information Officer, for. appropriate action. Direct contact,
including interim replies, between TRICARE contractors and such requestors is not authorized, The
contractor shall process requests by individuals for access to records about themselves under the Privacy Act
procedures when those procedires are more advantageous to the requestor.

6.2.5  Business Associates

The TMA Privacy Office website at hitp:/iwww iricare nil/tmaprivacy/éontract.cfin contains standard contract
clanse language regarding Business Assemates

Introduction

In accordance witly DolD 6023, 18R “Department of Defense Health Information Privacy Regulation,” January 24,
2003, the Contractor meets the definition of Business Associate. Therefore, a Business Assotiate Agreement is
required 1o comply with Both the Health Tnsurance Portability and Accountability Act (HIPAA) Privacy and Security
regulations, This clause serves as that agreemem wheréby the Contractor agrees fo abide by all applicable BIPAA
Privacy and Security requirements regarding health information as defined in this clause, and in DoD) 6025.18-R and
Dol> 8580.02-R, as amended. Additional requirements will be addressed when implemented.

(a) Definitions. As used in this clause generally refer to the Code of Federal Regulations (CFR) definition
unless & more specific provision exists in DoD 6025.18-R or DoD) 8580.02-R

Individrial has the same meaning as the tenn “individual” in 45 CFR 160.103 and shall include a person who
qualifies &5 a persorial representative in accordance with 45 CFR. 164.502(g).

Privacy Rile means the Standards for Privacy of Individualy Identifiable Health Inforimation at 45 CFR part
160 and part 164, subparts A and B.

Protected Health Insfornvation Nas the same fneaning as the term “protected health information” in 45 CFR
160,103, Himited to the information oreated or received by the Contractor from or on behalf ofthe Government
pursuant to the Contract.

Electronic Protected Health Information has the same meaning as the term “clectronic protected health
information” in 45 CFR 160,103,

Required by Law has the same meaning as the-term “required by law” in 43 CFR 164,103,
Secretary means the Secretary. o the Department of Health and Human Services or histher designee.

Security Rule means the Health Insurance Reform: Security Standards at 45 CFR part 160, 162 and part 164,
subpart C.

Terms used, but not-otherwise defined, in this Clause shall kdve the same mesning as those terins in 45 CFR
160,103, 160.502, 164.103, 164,304, and 164.501,

(b) The Contractor shall not use or further disclose Protected Health Information other than as permitted or
required by the Contract-or as Required by Law,
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(¢) The Contractor shall use appropriate safegnards to prevent use ot disclosure of the Protected Health
Information other thian as provided for by the contract:

{d} The Contracior agreés 10 use nd technical safeguards that reasonably and
annronnatelv protect the.confi éen‘uahtv mtcmw and avatiabxhtv of the electronic protected health information that

creage& rat.ewesz mdmtasm, or transimits in the execution ijhe contract,

{e) The Contractor shall, at their own expense, take action to mitigate, to the extent practicable, any harmful
¢ffect that is known to the Contractor of a use or disclosure of Protected Health Information by the Contractor in
viclation of the requirements of this Clause. These mitigation actions will include 2s a minimum those listed in the
TMA Breach Notification $tandard Operating Procedure (SOP), which is available at:
httpffwenw.tricare reilfmalprivacy/breach aspx.

{f) The Contractor shall report to the Government any security incident invelving protected health information
of which it becomes aware.

() The Contractor shall report to the Government any use of disclosure of the Protected Health Information not
provided for by the contract ¢f which the Contractor becomes aware.

(R} The Contractor shall ensure that any agent, including a subeontractor, to whom it provides Protected Health
Information received from, or created or received by the Contractor, on behalf of the Government, agrees to the same
restrictions and conditions that apply through the contract to the Contractor with respect to such information.

(i) The Contractor shall ensure that any agent, including a subgontractor, to whom it provides electronic
Protected Heslth Information, agrees to-implement reasonable and appropriate safguards o protect it.

(i) The Contractor shall provide access, atthe request'of the Government, and in the time and manner
reasonably designated by the Government to Protected Health: Information.in a Designated Record Set, to the:
Government or, as directed by the Government, to an Individual in order io meet the requirements under 45 CFR
164.524.

(k) The Contractor shall make any amendment(s) to Protectéd Health
Information in a Designated Record Set that the Government directs of agrees to pursuant to 45 CFR 164,526 af the
request of the Government, and in the tinie and manner rgasonably designated by the Government.

{1y The Contractor shall make imternal practices, books, and records relating to the use and disclosure of
Protected Health Information received from, or oreated or received by the Contractor, on behalf of the Government,
available to the Government, or at the request of the Government to the Secretary, in 4 time and manner reasonahly
designated by the Government or the Secretary, for purposes of the Secretary determining the Government’s
compliance with the Privacy Rule.

{m) The Contractor shall document such disclosures of Protected Health Information and information related to
such disclosures as would be required for the Government o respond to a request by an Individual for an accounting
of disclosures of Protected Health Iiformation in accordance with-45 CFR 164.528.

{n) The Contractor shall provide to the Government or an Individual, in fime and manner reasopably designated
by the Government, information colleéted in accordance with this.Clause of the Contract, to permit the Government
torrespond 1o arequest by an Individual forai accounting of disclosures of Protected Health Information in
accordance with 45 CFR 164.528.

General Use and Disclosure Provisions

Except as otherwise limited in this Clause, the Confractor may use or disclese Protected Health Information on
behalf of, or o provide services to, the Goveémment for treatment, payment, or healthcare operations purposes, in
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accordance with the specific use and disclosare provisions below, if such use or disclosure of Protected Heaith
information would not violate the HIPAA Privacy Rule, the HIPAA Security Rule, Dol 6025.18-R or Do)
83580.02-R. if done by the Government,

Specific Use and Disclosure Provisions

{a) Except as otherwise linited in this Clause, the Contractor may use Protected Health Information for the
proper managément and administration of the Contractor or to carfy out the legal responsibilities of the Contractor.

(b) Except as otherwise limited in this Clause, the Contractor may disclose Protected Health Information for the
proper management and administration of the Contractor, provided that disclosures are required by law, or the
Contractor obtains reasonable assurances from-the person:to whom the information is disclosed that it will remain
conifidential and used or further disclosed only:as required by law or for the purpose for which it was disclosed to the
person, and the person notifies the Contractor of any instatices of which it is aware in which the confidentiality of the
information has been breached.

(c) Bxcept as otherwise limited in this Clause, the Contractor may use Protected Health Information to provide
Data Aggregation services to the Governmeritas permitteéd by 45 CFR 164.504(e}(2){i)(B).

{d) Contractor may use Protected Health Information to report violations of faw to appropriate Federal and
State authorities, consistent with 45 CFR 164.502()(1)

Obligations of the Government
Provisions for the Government to Inform the Contractor of Privacy Practices and Restrictions

{a) The Govemment shail provide the Contractor with the notice of privacy practices that the Government
produces in accordance with 45 CFR.164.520.

(b) The Government shall provide the Contractor with any changes in, or revocation of, permission by
Individual to use or disclose Protected Health _
information, if such changes affect the Contractor’s permitted or reguired uses and disclosures,

(¢} The Government shall notify the Contractor of any restriction to the-use or disclosure of Protectéed Health
Information that the Government has agreed to in accordance with 45 CFR 164.522,

Fermissible Requests by the Government

The Governient shatl not requést the Contracior touse:or disclose
Protected Health Infornsation in any mannér that wouldnot be perinissible under the HIPAA Privacy Rule, the
HIPAA Security Rule, or any applicable Government regulations (including without Jimitation. DoD 6025.18-R and
DiaD 8580.02-R) if done by the Government, except for providing Data Aggregation services to the Government and
for management and administrative activities of the Contractor as otherwise permitted by this clause.

Termination

(a) Fermination. A breach by the Contractor of this clavse, may subject the Contractor to termination under any
applicable default or termination provision of the contract.

() Effect of Termination.
(1) If the contract has récords management requirements, the records subject to the Clause should be

handled in accordance with the records managément requiroments. If the.contract does not have records management
requirements, the records should be handled in accordance with paragraphs (2) and (3) below
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{2) If the contraet does not Bave records management requirements, except as provided in paragraph
(3) of this section, upon termination of thé contract, for any reason, the Contractor shall return or destroy all
Protected Health Information received from the Governmerit; or created or received by the Contractor on behalf of
the Government. This provision shall-apply to Protected Health Information that is in the possession of
subicontractors or agents of the Contractor. The Contractor shall retain no copies of the Protected Health Information.

(3) If the contract does not have records management provisions and the Contractor détermines. that
returning or destroying the Protected Health Information is infeasible, the Contractor shall provide to the
Government notification-of the conditions that make refurn or destruction infeasible. Upon mutual agreement of the
Government and the Contractor that return or destruction of Protected Health Infermation is infeasible, the
Contractor shall extend the protections of the contract to such Profected Health Information and limit further uses
and disclosures of such Protected Health Information to those purposes that make the return or destruction infeasible,
for so long as the Contractor maintains such Protected Health Information,

Miscellaneous

(a) Regulatory References. A reference in this Clause to a section in DoD 6023.18-R, DoD 8580.02-R, Privacy
Rale-or Security Rule means the section currently in effect or as amended, and for which compliance is required.

{b) Survival. The respective rights and obligations of Business Associate under the “Effect.of Termination”
provision of this Clause shall survive the termination of the contract.

{c) Interpretation. Any ambiguity in this Clause shall be resolved in favor of a meaning that permits the
Government to comply with DoD 6025.18-R, DoD 8580.02-R, the HIPAA Privacy Rule or the HIPAA Security
Rule.

6.2.6  Public Key Infrastructiure Authentication and Encryption.

Contractors shall follow the Dal) standards, policies, and procedures related to the use of Public Key Infrastruchure
(PKI} certificates and biometrics for posifive’authientication including authentication to DoD private web servers or
applications, Where interoperable PKI is required for the exc¢hange of uriclassified information, including the
encryption of e-mai] containing sensitive information, between DoD> and #ts Contractors, industry partners shall
obtain all necessary certificates if they are not eligible for a DoD Common Access Card. (refer to
http:/iase.disa.mil/pkl/eca’ and hitp//www.cac.mil/)

6.3 Access Requirements

6.3.1  Centractor access to HA/TMA Network/Dol> Systems

The Contractor will require access to the HA/TMA Network/DoD Systems to perform work under this task. See
Attachment # 7 for instructions,

6.4 Data Rights
The Government will retain rights to all data produced in the course of developing, deploying, training, using and
supporting TMA or other federal agencies that ntilize this order.

6.5 Quality Assurance
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The Government will review Monthly Progress Reports and will atténd regular task performanice review meetings
with the Contractor to survey quality of products and services.

6.5.1  Quality Assurdnce Suiveillance Plan (QASP)

The Government intends to utilize a Quality Assurance Surveillance Plan (QASP) to monitor the quality of the
Contractor’s performance. The oversight provided for inthe ordér and in the QASP will help to ensure that service
levels reach and maintain the required levels throughout the contract term, Further, the QASP provides the COR
with a proactive way-to avoid dnacceptable or deficient performance, and provides verifiable input for the required
Past Performance Information Assessiments. The QASP will be finalized immediately following award and a copy
provided to the Contractor after award. The QASP # a living document-and may be updated by the Government as
AECESSATY.

6582  Reserved

653  Performance Evaluation Process

The Contractor Performance Assessment Reporting Systeni (CPARS) has been adopted by TMA to electronically
capture assessmient data: and manage the evaluation process. CPARS is-used to.assesses a Contiactor’s performance
and provide a record, both positive and negative, on a given contract during a specific period of time. The CPARS
process is desigried with a series of checks and balances to facilitate the objective and consistent evaluation of
Contractor perforimance. Botlr Government and Contractor program management perspectives are captured on the
CPAR form and together make a complete CPAR. Once the Assessing Official completes the proposed assessment
for the period of performance, the CPARS is released to the appropriate Government Contractor Representative for
their review and comments. User 1D and Password will be provided fo the designated Government Contractor
Representative upon issuance of a contract, The Contractor has 30 days after the Government's evaluation is
compieted to comment on the evaluation. The Government Contractor Representative must either concur or
nonconcur to each CPAR. If the Contractor concurs with the proposed assessment and the Reviewing Official does
not wish 1o see the CPAR, the _Asse_ssingOfﬁei,a‘l may close-out the CPAR, Oﬂde;wise, they must forward the CPAR
to the Reviewing Official for then to review, enter-comments.if appropriate, and close.ovt. The Reviewing Official
may at their option direct the Assessing Official to forward every CPAR 1o them for review,

6.6 Section 508 Requirement

The Contractor shall comply with Section 508 -of the Rehabilitation Act.of 1973 (29 U.8.C. 7244d). Specifically, the
procurement, development, maintenance, or integration of electronic and information techniology (BIT) under the
contract must comply with tlie applicable accessibility standards issued by the Architectural and Transporiation
Barriers Compliance Board at CFR pait 1164,

7.0 APPLICABLE DOCUMENTS AND DEFINITIONS

13 Compliance Documents

The.following documents provide specifications; standards, or guidelinies that must be complied with in order to
meet the requirements of this order:
o  DoP¥Instruction 8510.01 DoD Information Assurance Certification - and Accreditation Process (DIACAP)
o Subchapter 11 of Chapter 35 of title 44, United States Code, “Federal Information Security Management
Act (FISMA) of 2002
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Do} Directive:8500.01E, “Information Assurance (1A),” Current Version

Dol Instruction 8500.2; “Information Assurance (IA) Implementation,” Current Version
Guide to the Defense Information Infrastructure. (DII) Common Operating Environment (COE) for the
Mititary Health System (MHS), Current Version (http:/diicoe.disa.mil/coe/)

DoD Regulation 5200.2-R, DoD Personnel Secutity Prograin, Currénit Version
(https/Awrww dtic mil/whs/directives/corres/pdf/d52002_040999/d52002p.pdf).

PL 104-191, Health Insurance Portability and Accountability Act (HIPAA) of 1996
{http://aspe.bhs.gov/admnsimp/pl104191 htm)

OMB Circular A-130, “Management of Federal Information Resources”, 11/28/2000,
Title 10 1102

URAC acoreditation for patient health care line services

Health Instirance Portability and Accountability Act of 1996 (HIPAA)

Electronic and Information Technelogy Accessibility Standards (36 CFR 1194)

e Dol Regulation 5200.2-R, “DoD Personnel Security Program,” Fanuary 1987 DoD Reguiation 5000.2-R,
“Mandatory procedures for Major Defense Acquisition Programs (MDAP) and Majar Automated Information
System Acquisition Programs (MAISAPs),” June 10, 2001,

7.2

Reference Documents

The following documents may be helpfu! to the Contractor in performing the work described in this document:
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Defense nformation Infrastructure (DII) Common Operating Environment {COEY Integration and Runtime
Specification (J&RTS), Version 4.2, dated February 2002, and subsequent updates

MHS Information Management (IM) Information Technology (IT) Strategic Plan, Sept 1999 (on TRICARE Web
Site)-and subsequent updates,

MHS IMAT Program Plan, Volume | and I, August 1996 (on TRICARE web site) and subsequent updates

MHS Functional Area Model - Data (FAM-D) and subsequent updates

MHS Functional Area Model - Data (FAM-A) and subsequent updates

MES Functional Area Model — Data (FAM-O) and subsequent updates

Defense Data Dictionary System-(DDDS) and subsequent updates .

MHS Automated Information System (AIS) Secority Policy Mauual, Version 1.0, April 1996 and subsequent
updates

MIL-STD 973, “Configuration Management,” 11 Feb 2000 and subsequerit updates

NBS'SP500-153, * Guide to Auditing for Controls and Security: A Systein Development Life<Cycle Approach,” Aprit
1988 and subsequent updates

DODD 8320.1, “DOD Data Administration,” Mar 1994 and subsequent updates

DOD Manual §020.1-M, Functional Process Improvement, 15 Jandary 1993 and subsequent updates

DOD Joint Technical Architecture, Version 3.0, January 28, 2000 (DISA web sité) and subsequent updates

MHS Office Automation Guidance, September 7, 2000 and subsequent updates

MHS Personal Computer Hardware Requirements, September 7, 2600 and subsequent updates

MHS Minimum Standard Notebook Hardware, September 7, 2000 and subsequent updates

ORGANIZATIONAL CONFLICT OF INTEREST (GCI)

a. Purpose The primary purpose of this clause is to aid in ensuring that:
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(1} the Contractor’s objectivity and judgment are not biased because of its present, or currently planned
interests (financial, contractual, organizational, or otherwise) which relate to work under this contract;

{2) the Contractor does not obtain an unfair competitive advantage by virtue of its access te non-public
Governnent information regarding the Goverminent’s program plans and actual or anticipated resources;
and

{3) the Coniractor does not obtain any unfalr competitive advantage by virtue of its access to proprietary
information belonging to others,

b. Scope: The restrictions described herein shall apply to performance or participation by the Contractor and any of
its affiliates or their successors in interest (heteinafter collectively referred to as “Contractor”} in the activities
covered by this clause as prime contractor, subcontractor, co-sponsor, joint ventute, consultant, or in any similar
capacity. The term “proprietary information” for the purposes of this clause is any inforimation considered tobe

- so valuable by its owner that it ds held In secret by themn and their licensees. Information fumished vohmtarily
by the owrier without limitations on its use,.or which is available Withiout restrictions from other sources, is not
considered propriétary.

(1) AccessToand Use'of Government Information: 1f the Contractor; in the performance of this.
contract; obtains accessto mformatlon stich s, plcms, pohcies, reports, studies, financial plans, or data
which has not been released or otherwise made available 1o the public, the Contractor agrees that without
prior writien approval of the Contracting Officer, it shall not: (a) use such information for any private
purpose unless the information has been réleased or otherwise made available to the public, (b) compete for
work based on such information affer the completion of this contract, or until such information is released
or otherwise made available vo the public, which ever oceurs first, (¢) submit an unsolicited proposal to the
Govermment which is based on such information after such information is released or otherwise made
available to the public, or (d) release such information unless such information has previously been released
or otherwise made available to the public by the Government.

(Z) Access To and Protection.of Propriety Information: The Contractor agrees-that, to the extent it
receives or is-given access to proprietary data, trade secrets, or other confidential or privileged technical,
business, or financial information (hereinafter refetred to as “proprietary data™) under this contract, it shall
freat such information in accordance with atly restrictions imposed on such information. The Contractor
further agrees to enter into a written agreement for the protection of the proprietary date of others and to
exercise diligent effort to protect such proprietary déta from unauthorized use or disclosure. In addition, the
Contractor shall obtain from each employee who has.access to proprietary data under this contract, a written
agreement which shall in substance provide that such employee shall-not, during histher employment by the
Contractor or thereafter, disclose to others or use for their benefit, proprietary data received in connection
with the work under this contract. The Contractor will' cducate its employees regarding the philosophy of
Part 9.505-4 of the Federal Acquisition Regulation so that they will not use or disclose proprietary
information or data generated or acquired in the performance of this contract except as provided herein.

c. Subcontracts: The Contractor shall include this or substantially the same clause, including this paragraph, in
consulting agreements and subcontracts of all tiers, The termis “Contract”, *Contractor”, and “Contracting
Officer”, will be appropriately modified to preserve the Government®s rights,

d. Disclosurss: If the Contractor discovers an organizational conflict of interest or potential conflict of interest after
award, a promptand full disclosure shall be made ih writing to the Contracting Officer.

e. Remedies and Waiver:

(1) For breach of any of the above.restrictions or for non-disclosure or misrepresentation of any relevant
facts required to be disclosed concerning this solicitation/contract, the Government may terminate this
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contract for default, disqualify the Contractor for subsequent related contractual efforts, and pursue such
other remedies as may be permitted by law or'the contract. 1 however, in compliarice with this clause, the
Contractor discovers and promptly reperts an organizational conflict of interest {or the potential thercof)
subsequent to contract award, the Contracting Officer mdy termiinate-this contract for the convehience of the
Government if such termination is deemed o be dn the best interest of the Government.

Modifications: Prior to contract modification, when the Performance Work- Statement is-changed to add new work
or the period of performance is sagmﬁcantiy increased, the: Contracting Officer may require the Contractor to submit
either an organizational conflict of interest disclosure.or an update of thie previously submitted disclosure or
representation.

H-2 NON-DISCLOSURE AGREEMENT

Nom-Disclosuwre Agreement. Tn the course of performance pursuant to this contract, the contractor may access
nonpublic information, including Planning, Programming, Budgeting and Execution (PPBE) information. In that
event, the contractor shall agree that it will not use or disclose aity such information unless authorized by the
Contracting Officer’s Representative (COR). The coniractor shall further agree that it will use its best efforts to
ensure that its employees and others performing services under this contract will not use or disclose any such
information unless authorized by the Contracting Officer’s Representatwe {COR). The contractor shall protect
information in accordance with the Privacy Actof 1974 (5 U:S.C. 5524) and the Freedom of Iniformation Act (3
U.S:C. 552, as amended). To that end, the contractor shall-agree that each of its employees and others performing
duties under this contract will sign the Non-Disclosure Agreemerit set forth on the following page.
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NON-DISCLOSURE AGREEMENT

1, {Individual Name), (hereinafter RECIPIENT), an employec of {Company Name), a Contractor prov;dmg support services 10
TRICARE Management Activity snd likely 10 have access to nonpiblic information, agree to and promise the following!

WHEREAS RECIPIENT is engaged in delivering support services to TRICARE Management Activity under
{Contract Number); and

WHEREAS it is thedntention of TRICARE Management Activity to protect-and prevent access to and disclosure of
noupublic information, lncluding but tot litnited to Planaing, Programming, Budgeting dnd Execution (PPBE) information, to
anyone other than employees of the United States Government and others who have a need to know, unless so authorized by the
Contracting Officer's Represertative; and

WHEREAS TRICARE Management Activity acknowledges that RECIPIENT wiil have or reguire acgess to such
nonpublic mformation in the course of delivering the contract services; and therefore,

WIHEREAS RECIPIENT will be given or otherwise have access to nonpublic information while providing such
services; and finzally,

WHEREAS "nohpublic information includes such information as PPBE informution, proprictary information (e.g.,
information submitted by a contractor markeéd as:proprictury), advanive:procurement Hiformation (¢.2.; Tuture requirements,
stawpmenis of work, anid acquisition strategies), source selection infotmition fe. 5 bids before made publie, source selection
plans, and rankings of proposals), trade secrets and other confidential businessinformation {v.g., contidential business
information submiticd by & COnIractsn, aftorey work producl information. protected by the Privacy Act (e.g,, social securi ty
numbers, home addresses and wlephone numbers), and other sengitive information that would not be released by TRICARE
Management Activity ander the Freedom of Information Act {e.g. PPRE data);

NOW THEREFORE, RECIPIENT agrees lo and promises as follows:

RECIPIENT shall not seek access to nonpublic information beyond ‘what is required for the performance of the support
services contract;

RECIPIENT will ensure that his or her status a3 a-contrector employee is kiiown when seeking accessto and receiving
such nonpublic information from Government euployees;

As 10 any nonpublic information 10 which RECIPIENT has or is given access, RECTPIENT shall not use or disclose
such information for any purpose other than providing the contract support services, and will not use or discloge the information
for any personal or other commercial purpose; and

If RECIPIENT becomes-aware of any. improper release or disclosure of such nonpublic informiation, RECIPIENT will
advise the Contracting Offfcer's Representative in writing as soon as possible,

‘The RECIPIENT agrees to returr: any nonpublic information given to him or her purseant 1o this agreement, including
eny transeriptions by RECIPIENT of nonpublic information to which RECIPIENT was-given-access, i not already destroyed,
upon RECTPIENT leaving the contradt.

RECIPIENT understands that uny unauthorized use; release or disclosure of nonpublic information in violation of this
Agreement wil subject the RECIPIENT to- administrative, civil of criminal remedivcs; as may be suthorized by taw:

SIGNATURE AND DATE

PRINTED NAME:

TITLE:

EMPLOYER:
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Quality Assurance Surveillance Plan

Nuyrse Advice Line - OCONUS

i. OVERVIEW

Introduction

This Performance-based Quality Assurance Surveillance Plan (QASP) sets forth procedures and guidelines that the
Office of the Secretary of Defense for Cost Assessment and Program Evaluation (CAPE) will use in evaluating the
technical performance of the Contractor: A copy of this plan:is incorporated in the task order so that the contractor
will be aware of the methods that the Government will employ in evaluation performance on this project and address
any cencerns that the contractor inay have prior to injtiating work.

This QASF further tlarifies the standards which will be employed by the Govermnent in the inspection and
acceptance of the services to be provided by the contractor. This is in addition to the requirements specified in
Contract Séction E — Inspeétion and Acceptance, which provides for inspections and acceptance of the articles,
services, and-documentation called for in task orders fo be accomplished by the Contracting: Qfficer or his doly
authorized representative. This GASP isa “living document” and the Government may review and revise it on a.
regular basis, However, the Government shall.coordinate chiunges with the ¢ontractor.. Updates shall ensure that the
QASP remains a valid, useful, and enforceabie documem Copies of the original. QASP and revisions shall be
provided to the contracior and Government officials 1mpiememmg surveillance activities. The !nspectlon of
Services FAR Clanse 52,246-4.applies; and take precedence in'thie event of any conflict between the
requirements of those provisions and this QASP.

Pyrpose of the QASP

The QASP is intended to accomplish the following:

1, Defing the roles and responsibilities of participating Government officials and outside experts;

2. Defing the key deliverables which will be assessed;

3. Pestribe the rating elemerts and standards of performance against which the contractor’s performance
will be assessed for each key deliverable;

4. Describe the process of quality assurance assessment; and

5. Provide copies of the quality assurance monitoring forms that will be used by the Government in

documenting and evaluating the contractor’s performance,
Each of these purposes is discussed in detail below.
Roles and Responsibilities of Participating Government Officials

The following Government Officials will participate in assessing the quality of the contractor’s performance. Their
roles and responsibilities are described asfollows:
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Goverament Task Moaitor (TM}. The TM is the individual wiihin the Program Management function who has
overall technical responsibility for this effort. The TME provides technical direction to the Contractor, i.e., shifting
work emphasis between areas of work; fills in details, or otherwise serves to accomplish the purposes of this effort.

Contracting Officer’s Representative (COR). The COR. will be responsible for monitoring, assessing, recording
and reporting on the technical perfonnance of the contractor-on a day-to-day bagis. The COR wili also be
responsible for completing the Quality Assurance Monitoring Forms that will be used to document the inspection and
gvaluation of the contractor’s work performance on key deliverables. The COR’s responsibilities and limitdtions are
addressed in the provision entitied “Contracting Officer’s Representative”. Nothing in this QASP shall be construed
to expand on the COR authority delineated in that provision, The COR and contractor’s Project Ditector (PD) will
establish and maintain a tear-oriented line of communication in orderto perform monitoring functions. The COR,
CO and PD must work together as a team to ¢nsure that required work is accomplished in #n efficient and proper
manner. Meetings should be held on a regular basis in order to resolve issues and concerns.

Contracting Officer (CO). The Contracting Officerwill have overal! responsibility for overseeing the contractor’s
performance. The Contract Specialist will beresponsible-for the day-tosday monitdring of the contratiors’
performance in the areas of contract compliance, contract administration, cost-¢onirol, property control and
reviewing the COR’s assessmerit of the cohtradtor’s performance,

Key Delivernbles to Be Assessed

The Government will use a quality-assurance review process to monitor the contractor’s performance under fhis
project. All tasks, including those not evaluated under the QASP (such as general requirements, Integrated
Schedule, Integrated Status Report and the Monthly Reports) will be considered in the requisite annual evaluation of
this contracter’s performance, The COR will assess the contractor’s performance across ail task and deliverables.

4, CONTRACT QUALITY REQUIREMENTS

4,1 Quality Program. The Contractor's Quality Contral Program requirements are defined the performance work
staternent. The Quality Control Program shall ensure the government receives the level of quality that is consistent
with the performanee standards specified the performance work statement.

5. PERFORMANCE ASSESSMENT

5.1 Purpose. This section details the general method(s) used to verify Contractor compliance with SOW
requirements. The key elements of this process are the Contractor's quality program and Government identified
Petformiance Objectives. The Performance Requirements Summary in the attachied table dictates the task order level
Performance Objectives. Individual task orders under the task order may include additional Performance
Requirernents specific to the task order. The procedures-on how to-docwmnent performance ina correct and effective
manner arg inchuded below,

5.2 Performance Assessment Approach. Tofacilitate the performance assessment of the Contractor's quality
programi, the COR will verify Contractor compliance with the designated Performance Objectives. The intent of the
performance assessment approach is to gain confidence in the Contractor’s ability to provide satisfactory services
and then adjusting the level of Performance assessment to'a point that maintains confidence. This Performance
assessment approach is subject to change based onthe Contractor’s performance. Methods of assessment or
surveillance include, but are not limited to.

5.2.1 100% Review - This level of Review entails considération of all performance requirenients and deliverables
established by and for the: Performance Objective within a given timeframe.

5.2.2 Random Monitoring - Random monitoring consists.of unspecified observations of some or all requivements
and deliverzbles established by and:for the Performance Objective within a given timeframe.
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5,2.3 Passive Monitoting ~ Passive mionitoring includes observations by other Government personnel to be
substantiated by the COK, that vélate 1o some ordll requirements and deliverables established by and for the
Performiance Objective withina given timéframe. The handiinigs of complaints are included in this methed of
surveillance,

5.3 Annuai Review. The CORwill periodically review QASP Reqmremmt Summaries, assess their applicability
and recommend the addition or subtraction of Performance Requirement Summaries as conditions warrant, Any
changes to the- QASP.will be subject fo negotiation of a modification to-the task order by the Contracting Officer.

5.4 Specisl Audits. The COR must be alertto conditions that would wartant a special quality audit. Any time the
COR observes that a functivnal area is out of acceptable tolerance or that the technical expertise is not available, a
request for a functional area quality audit should be addressed to the Contractor,

5.5 Performance Assessment Folders. A Performance Assessment Folder must be created and maintained by the
COR. The folder will be maintained in bard copy. The Performance assessment folder must contain the following
sections and may coritain other sections or information that the COR finds pertinent or necessary,

551 Section 1. Approved QASP.

352 Section 2. ACTIVITY LOG. A chronological fog of actions: taken in the accomplishment of Quality
Assurance by the Government based on assigned Perforinance Requirements. The purpose of this Jog is to provide a
brief synopsis of an inspection of Contractor provided services or of a.meeting with the contractor regarding
performance in a given functional area. Docuimentation that supports activity log entries may be maintained in the
RECORDS section of the Performance assessment folder. Also see Paragraph 7.2 regarding CPARS input.

553 Section 3. CONTRACT.

5.5.4 Section 4. APPOINTMENT LETTERS. This section shall include the COR’s appointient letter and
training certificates,

555 Section 5. RECORDS, A section used for filing all docurnentation associated with QA (e.g.; Performance
Asgessment Log; correspondence, Tetters:of interpretation from the COand ACTIVITY LOG suppert documents).

5.6 Perforimance Complaints, When complaiits are used as-a method of performance assessment, the following
should be completed by the COR:

a. Advise the person(s) initiating the complaint of the type of service(s) that are 10 be provided by the
Contractor per the task order.

b, Gather all customer feedback.

¢. Conduct an hivestigation to determine the validity of any negative comments received. If the negative
comment is not valid, inform the initator(s) of the reason{s) why and carry on further correspendence if
necessary. For valid negative comments, the COR will notify the Contractor to allow the opportunity for
investigation and comment and/or tectification. The COR will determine appropriate documentation that
may include anvotations in the Activity Log, the Performance Assessment Log and/or other pertinent
documentation included in the Records Section of the Performance Assessment Folder,

¢.  Notify the initiator(s) of the cortective action taken by the contractor, if applicable.

e. Conduct a trend analysis of validated negative cormments if appropriate.
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5,7 Monthly Progress Reporting, The contractors shall submit a monthiy progress report to the COR and
Contracting Officer. At a minimurh, the monthly report shall address the following: the status of contractor effort
towards achieving contract objectives for'each task order; an abstract or summary of accomplishments in the period
covered by the report; milestones for outstanding deliverables and project activities; technical and financidl status;
and significant issues or problems.

6, PERFORMANCE ASSESSMENT DOCUMENTATION

6.1 Performance Assessmeat Log. The COR shall documen_t performance assessment quarterly, The
Performance Assessment Log is an official Government record of inspections of the performance objectives and
other inspection items contained n this QASP.

6.1.2 Contractor Performance Assessment. The contractor shall submit a guarterfy Performance Assessment to
the COR and Contracting Officer. The Performance Assessmentshall document the contractor’s performance
against each of the performance requireinerits specified inthe attached table.

6.1.3 The COR shall create a Performance Assessment Log. In developing the Performance Assessment Log, the
COR shall consider the coritractors assessment. It shall contain the following items as & minimum:

6.1.3.1 Performance Objectives. From the Performance Requirements Summary Matrix Table,
6.1.3.2 Performance Standards. From the Performance Requirements Summary Matrix Table.

6.1.3,3 Method of Performance Assessment. If inspections were conducted in accordance with the QASP, enter
“TAW QASP.” If the inspection method deviated from the procedures of the QASP, indicate what methods were
used.

6.1.3.4 Date Accomplished. Enter date accomplishied to verify and track that the performance assessment was
perforivied within a particular fimeframe.

6135 Comments. Provide qualitative comments on the pefformance of the contractor for the specified period of
performance based-on the established performance standards. Comments shall be sufficient so a8 to provide
meaningful and constructive feedback to the contractor, and shall, Happropriate, identify any incentives or
disincentives that should be applied and the associated rationale.

6.2.2 Completed Performance Assessment Logs will be maintained in the performance assessment folder until such
time as they are requested by the Contracting Officer. At the completion of the PWS, the COR will contact the
Contracting Officer for disposition instructions ofthe performance assessment records,

7. PERFORMANCE REPORTING REQUIREMENTS

7.4 CORFeedback to the Contractor. The COR shall provide a copy of the Performance Assessment log upor
completion to both the contractor and the Contracting Officer.

7.2 Contractor Performance Assessment Reporting System (CPARS) Items that are surveyed IAW this QASP
may and should aiso be used as input to the CPARS. The COR should keep In mind that details of the
inspections from the activity log can be used for this purpose, The inclusion of more detailed documentation
ofinspection results would be very helpful to the development of the CPARS, CPARS reporting shail be
accomplished at the end of each contract period of performance. Interim reporting may be considered by the
Contracting Officer due to exceptionally good or excepticnally poor performance, or at the request of the
contractor.
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Program Provide “Number of No more than Direct obsérvation, and | Past performance
Management | professional, complaints na oné complaint | written.or-oral rating

coutteous, quality quatter. pet-quarter. complaints.

service to TAO-E,

MTF pérsonnel and

TRICARE

beneficiaries,
Program Establish a2 robust Nurse advisors must be 99% Periodic inspection of Past performance.
Management | setwork of licensed, {1.8> registered and active RN resumes rating

registered, and licénsed nurses with a

experienced (RN) mintmum of 3 years

nurse advisors. expericnee as 2

| Repistered . Nurse (RN) .

Customer Plan, implement, Eifestive & efficient 8% Observation and 100% Past performance
Service- control and monitor management 6F TAO-E review of Reports. rating

HCIL TRICARE HCIL programs. URAC

Program sujpport standard satisfaction at

services All time.
Automated Health Cate advice Quality and Timeliness: 98% Customer Satisfaction Past performance
Library dsgistance is given o | URACstandard Surveys, Complaintsand | rafing

all beneficiaries, satistiction.at-al] time. 100% review of Reports,
Primary Care | Customer Service to Quinlity and Thocliness 20% Customer Satisfaction Past performance
Managers all Partivipating @5 refereiced in § Surveys, Complaints and | rating
Notiication facilities (PCMs) 2.3:1.13 100% review. of Reports,
Phone line URAC standard Ousality and Timeliness 99% Customer Satigfaction Past performance
otitapey datisfactionar all time. | o5 referencein §:2:2.1 Suriveys, Complainisand | rating

y | 100% review of Reports.

Detiverables | Allvequiredreports, | Quality angd Timeliness 98% Customer Satisfaction Past performance
(Reponis) allrequired as feferenéed in Surveys, Complaints and | rating

deliverables sehadute § 4.6 100% review of Reports.
Quality Quality Control Plan Quality and Timeliness 98% Customer Satisfuction Past performance
Conlrol monitoring & asrefin §2.1.6 Surveys, Complaints and | rating

updating: Reporting 100% review of Reports.

Data .
Caller Quality and Quality and Timeliness 98% Custotner Satisfaction Past performance
Compliance Timeliness in as reference:in § 2.2.1 Surveys, Complaintsand 1 rating
reports accordance with 100% review of Reports.

URAC standard
Appointmient | Customer Service to Quality ad Timeliness 99% Customer Satisfaction Past perfoimance
Setting and all Participating asref in§2.2.1.11 & § Surveys, Complaints and | raling
Canvellation facilities (PCMs) 22.1.12 100% review of Reports.
Report
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ITEM NG SUPPLIES/SERVICES QUANTITY UNIT UNTT PRICE AMOUNTY
Nurse Advice Line (OCONUS) Transition-In
FEP ) . Information deemed exempt due to
The Contractor shail provide Nurse Advice Line non-personal services for ¢ e 595 (b)(4
GCONUS in accordance with the Performance Work Statement (PWS),
Period of Performance: July [, 2011 - September 30, 2011
FOB: Destination
PURCHASE REQUEST NUMBER: HT000311023281

(b)(4)

NET AMT
ACRN AA .
!
CIN: HT0003110232810001 nformation deemed exempt due to
S USC522(b)(4)
ITEM NO SUPPLIES/SERVICES QUANTITY UNIT UNIT PRICE AMOUNT
0002 ] Lump Sum (b)) ()4
Studies and Analysis-Transition In
FFP o
‘Fhe Contractor shall conduct studies and analysis in aceordance with the Information deemed exempt due to
Performance Work Statement (PWS). 5 UsCs22(b)(4)

Period of Performance: July |, 2011 - September 30, 2011
FOB: Destination
PURCHASE REQUEST NUMBER: HT¢00311023281

(b)(4)
NET AMT

ACRN AA

CIN: LIT0003 5 10232810002 Information deemed exempt due to

5 USC 522(b)(4)
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ITEM NQ SUPPLIES/SERVICES QUANTITY UNIT UNIT PRICE AMOTINT
0003 Dollars, (b))
u.s.

Trave]-Other Direct Costs-Transition In information deemed exempt due to

COST 5 USC 522(b)(4)

Period of Performance: July 1, 2011 - September 50, 2011

FOB: Destination

PURCHASE REQUEST NUMBER: HT000311023281

(b)(4)

ESTIMATED COST

ACRN AA
CIN: HT0003110232810003

Information deemed exempt due to

5 USC 522(bj(a)
ITEM NG SUPPLIES/SERVICES QUANTITY UNIT UNIT PRICE —__AMOUNT
1001 12 Months (b)(4) (b)(4)
OPTION Nurse Advice Line (OCONUS) - Base Year
FFP Information deemed exempt due to

The Contractor shall provide Nurse Advice Line (QCONUS) non-personal services
in accordance with the Performance Work Statement.

Up te 40,000 calls per 12 months period

Period of Performance: October 1, 2011 - September 30, 2012

FORB: Destination

NET AMT

5 USC 522(b)(4)

(b)(4)

Information deemed exempt due to
5 USC 522(b){4)
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ITEMNO SUPPLIES/SERVICES QUANTITY  UNIT LNIT PRICE AMOUNT
1002 I Lot (b)(4) (0)(4)
OPTIGN Excess Phione Calls - Base Year
FFP Information deemed exempt due to
Lot of 1,000 calls 5 USC 522(b){4)

Period of Performance: October 1, 2011 - September 30, 2012
FOB: Destination

(b)(4)
NET AMT
Information deemed exempt due to
5 USC522(b)4)
ITEM NO SUPPLIES/SERVICES QUANTITY UNIT UNIT PRICE AMOUNT
1003 Dollars, (b)(4)
115, .
OPTION Travel-Other Direct Costs-Base Year Information deemed exempt due to
COST 5USC522(b){4)
Period of Performance: Qctober 1, 2011 - September 30, 2012
FOB: Destination
(b)(4)
ESTIMATED COST

Information deemed exempt due to
5 USC 522(b}{4)
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ITEM NO  SUPPLICS/SERVICES QUANTITY UNIT UNIT PRICE AMOUNT
2001 12 Months ()@ (0)4)
OPTION Nurse Advice Line (OCONUS)-Option |
FFP Information deemed exempt due to

The Contractor shatl perform Nurse Advice Line (OCONUS) non-personal services 5 (S 522(bj{4)
in accordance with the Performance Work Statement (PWS),

Up 1o 40,000 calls per 12 months period
Period of Performance: October 1, 2012 - September 30, 2013

FOB: Destination

b)(@
NET AMT \ O
Information deemed exempt due to
5 USC522(b)(4)
ITEMNGO SUPPLIES/SERVICES UANTITY UNIT [INIT PRICE AMOLNT
2002 1 Lot ®)() ®)*)
OPTION Excess Phone Calls-Option 1

FFP Information deemed exempt due to
Lot of 1,000 calls 5 USC 522(b}{4)

Period of Performance: October 1, 2012 - September 30, 2013

FOB: Destination

(b)(4)

NET AMT

Information deemed exempt due to
5 USC 522(b)(4)
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ITEM NO SUPPLIES/SERVICES QUANTITY UNIT UNIT PRICE AMOUNT
2003 Dollars, |(b>(4)
U.s. .
OFTION Travel-Other Direct Costs-Option | information deemed exempt due to
COST 5 USC522(b)(4)

Period of Performanece: October 1, 2012 - September 30, 2013
FOB: Destination

ESTIMATED COST (b))
Information deemed exempt due to
5 USC 522(b)(4)
ITEM NO SUPPLIES/SERVICES QUANTITY UNIT UNIT PRICE __ AMOUNT
3001 12 Months (216 |<b)(4>
OPTION Nurse Advice Line (OCONUS) -Option 2
FEP Information deemed exempt due to

The Contractor shall provide Nurse Advice Line (OCONUS) non-personal services 5 15¢ 522(b)(4)
in accordance with the Performance Work Statement,

Uy to 40,000 calls per 12 months period

Period of Performance: October |, 2013 - September 30, 2014

FOB: Destination

(b)(4)

NET AMT

Information deemed exempt due to
5 USC 522(b}(4)
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ITEMNO SUPPLIES/SERVICES QUANTITY UNIT HNTE PRICE AMOUNT
3002 1 Lot (b)(4) ©)@)
OPTION Calle (e
g;;ess Fhane Calls-Oprion 2 Information deemed exempt due to
5 USC 522(b}{4}

Lot of 1,000 calls
Period of Performance: October 1, 20135 - September 30, 2014

FORB: Destination

(b)(4
NET AMT @
Information deemed exempt due to
S USC522(bj(4)
ITEM NO SUPPLIES/SERVICES QUANTITY UNIT UNIT PRICE AMONT
3003 Doliars, (b)()
U.s. .
OPTION Travel-Other Direct Costs-Qption 2 Information deemed exempt due to
COsT 5 USC 522(b)(4)

Period of Performance: QOctober 1, 2013 - September 30, 2014
FOR: Destination

(b)(4)
ESTIMATED COST

| Information deemed exemnpt due to
5 USC 522(b)(4)
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ITEMNO SUPPLIES/SERVICES QUANTITY  UNIT UNIT PRICE AMOLNT
4001 12 Months (b)(4) ®)@
OPTION Nurse Advice Line (OCONUS) -Option 3 Information deemed exempt aue to
ket 5 USC 522{b}{4)

The Contractor shall provide Nurse Advice Ling (OCONUS) non-personal services

in accordance with the Performance Work Statement.
Up to 40,000 calls per 12 months period
Period of Performance: October 1, 2014 - September 30, 2015

FOB: Destination

ITEM NO SUPPLIES/SERVICES QUANTITY UNET
4002 1 Lot
OPTION Excess Phone Calls-Option 3

FFP
Lot of 1,000 calls

(b)(4)

NET AMT
Information deemed exempt due to
5 USC 522(b)(4)
UNIT PRICE AMOUNT
(b)(4) (b)(4)

Period of Performance: October 1, 2014 - September 30, 2015

FOB: Destination

Nurse Advice Line - 4Rel
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ITEMNO SUPPLIES/SERVICES QUANTITY UNIT UNIT PRICE AMOUNT
4003 Dollars, (b)(4)
(A Information dee exem
OPTION Travel-Other Direct Costs-Option 3 5 USC522(b)(4) prue o
COST

Period of Performance: October 1, 2014 - September 30, 2015
FOB: Destination

(b)(4)
ESTIMATED COST

Information deemetrexempt due to

5 USC 522(bj(4)
ITEM NO  SUPPLIES/SERVICES QUANTITY UNIT UNIT PRICE AMOUNT
4004 ] Lump Sum (b)(4) (b)(4)
OPTION sos and Analvsis - Opt _

g?gxes and Analysis - Option 3 Information deemed exempt due to
5 USC 522(b){4)

The Contractor shall conduct studies and analysis in accordance with the

Performance Work Statement (PWS).
Period of Performance: October 1, 2014 - September 30, 2015

FOB: Destination

b)(@
NET AMT B

information deemed exempt due to
5 USC 522(b)(4)
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ITEM NO
5601
OPTION

ITEM NO
5602
OPTION

ITEM NO
5003

QPTION

Page 46 of 59

SUPPLIES/SERVICES OQUANTITY UNIT UNIT PRICE AMOUNT
12 Nonths (b)(4) (b)(4)
Information deemed exempt aue

Nurse Advice Line (OCONUS) -Gption 4
rep _ o . 5USC522(b)(4)
The Contractor shall provide Nurse Advice Line (GQCONUS) non-personal services

in accordance with the Performance Work Statement.

Up to 40,000 calls per 12 months period

Period of Performance: October 1, 2015 - Seplember 3¢, 2016

FOB: Destination

{0

b)(@
NET AMT 0
Information deemed exempt due to
5 USC522(b)(4)
SUPPLIES/SERVICES  OQUANTITY UNIT UNIT PRICE AMOUNT

1 Lot WG] ®)4)
Excess Phone Calls-Option 4

o Information deemed exempt due to
Lot of 1,000 calls o USC 522(b)(4)

Period of Performance: October I, 2015 - September 30, 2016

FOB: Destination

. (b)(4)
NET AMT
Information deemed exempt due to
5 USC522(b)(4)
SUPPLIES/SERVICES QUANTITY UNIT UNIT PRICE AMOUNT
Dioflars, (b)(4)
us. Informati
Travel-Other Direct Costs-Option 4 5 {j S(i“n;,ztfzo(g )?’jfme dexempt due to
COST
Period of Performance: October 1, 2015 - September 30, 2016
FOB: Destination
. (b)(4)
ESTIMATED COST

Information deemed exempt due to
5USC522(b)(4)

Nurse Advice Line - 4Rel 46



HTO011-11-C-0002
Nurse Advice Line (OCONUS)

INSPECTION AND ACCEPTANCE TERMS

Supplies/services will be inspected/accepted at:

CLIN INSPECT AT
0001 Blestination
0002  Pestination
0003 Destination
1001  Drestination
10802 Destination
1603 Destination
2001 Destidation
2002 Destindtion
2003 Destination
3601 Peéstination
3602  Destihation
3003 Brestination
4001 Destination
4402 Destination
4003 Destination
4004  Destination
5001 Bestination
5002 Destination
5003 Destination

DELIVERY INFORMATION

CLIN DELIVERY DATE

0601 POPO1-JUL-2011 TQ
30-SEP-2011

0002 POPQIJUL-201L TO
30-SEP-201 ]

0065 POPOI-JUL-2011 TO
30-8EP-2011

1001 POP01-OCT-2011 TO
30-8EP-2012

1002 POPO1-SEP-2011 TO
30-SEP-2012

Nurse Advice Line - 4Rel

Government Destination
Government Destination
Government Degtination
Government.. Destination
Government Destination
Government. Destination
Government Destination
Governtent Destination
Government Destination
Government Destination
Government Destination
Government Destination
Government Destination
Government Destination
Government Destination
Government Destination
Governiment Destination
Government Destination
Government Destination
QUANTITY SHIP TO ADDRESS
N/A TRICARE AREA OFFICE-EUROPE
MAJ SCOTT STOKOE
TRICARE AREA OFFICE - EUROPE
APO AE (9136
011-49-630-267+6316
FORB: Destination
N/A {(SAME ASPREVIOUS LOCATION)
FOB: Destination
N/A (SAME AS PREVIOUS LOCATION}
FOB: Destination
N/A {SAME AS PREVIQUS LOCATION)
FOB: Destination
N/A (SAME AS PREVIOUS LOCATION)

FOB: Destination

47
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ACCEPT BY

Government
Governiment
Government
Government
Government
Government
Government
Government
Government
Government
Government
Government
Government
Government
Government
Government
Govertiment
Government
Governmert

o
e,
)

|



1003

2001

2002

2003

3001

3002

3003

4001

4002

4603

4004

5001

5002

5003

AA:9710130.1884 8101 P1101 2561 SEUCAASZ (APC:VIMTY7) 012143 DRAC13281

POPO1-QCT-2011 TO  W/A
3048EP-2012
POPO1-OCT-2012T0 WA
30-SEP-2013
POP 01-0CT-2012 TO  N/A
30-SEP-2013
POP 01-OCT-2012 TO WA
30-SEP-2013
POP01-OCT-2013TC  N/A
30-SEP-2014
POP 01-OCT-2013 10 N/A
30-SEP-2014
POPOL-OCT-2013 TGO N/A
30-SEP-2014
POPOI-OCT-2014TO  N/A
30-SEP-2015
POP 01-OCT-2014TO  N/A
30-SEP-2015
POPOI-OCT-2014 TO:  N/A
30-8EP-2015
POPO1-OCT-2014 TO  N/A
JL-MAR2015
POP 01-OCT-2015 TO  N/A
36-JUN-2016
POP 01-OCT-2015TO  N/A
30-JUN-2016
POP 01-OCT-2015TO  N/A
30-JUN-2016
PPROPRIATION DATA

AMOUNT: $310,894.00

CIN HT0003110232810001: $235;824.00
CIN HT0003110232810002: $58,806.00
CIN HT0003110232810003: $16,264.00
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{(SAME AS PREVIOUS LOCATION)
FOB: Destination

(SAME AS PREVIOUS LOCATION)
FOR: Destination

(SAME AS PREVIOUS LOCATION)
FORB: Destination

(SAME AS PREVIQUS LOCATION)
FOB: Destination

(SAME AS PREVIOUS LOCATION)
FOB: Destination

(SAME AS PREVIOUS LOCATION)
FOB: Destination

(BAME AS PREVIOQUS LOCATION)
FOB: Destination

(SAME AS PREVIOUS LOCATION)
FOB: Destination

(SAME AS PREVIOUS LOCATION)
FOB: Destination

(SAME AS PREVIOUS LOCATION)
FOB: Destination

(SAME AS PREVIOUS LOCATION)
FOB: Destination

(SAME AS PREVIOUS LOCATION)
FOB: Destination

(SAME AS PREVIOUS LOCATION)
FOB: Pestination

(SAME AS PREVIOUS LOCATION)
FOB: Destination
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CLAUSES INCORPORATED BY REFERENCE

52.212-4 Contract Tenms and Conditions--Commercial ltems JUN 2010
52.222-50 Combating Trafficking in Persons FEB 2009
52.246-4 Inspection Of Services--Fixed Price AUG 1996

CLAUSES INCORPORATED BY FULL TEXT

52.212-5 CONTRACT TERMS AND CONDITIONS REQUIRED TO IMPLEMENT STATUTES OR
EXECUTIVE ORDERS--COMMERCIAL ITEMS (MAR 2011

{a) The Contractor shall comply with the following Federal Acquisition Regulation (FAR) clauses, which are
incorporated-in.this contract by reference, to implement provisions of law or Bxecutivé orders applicable to
acquisitions.of commercial items:

(1)52.222-30, Combating Trafficking in Persons (FEB 2009) (22 1U.8.C, 7104(x)).

Alternate 1 {Aug 2007) 0f 52.222-50 (22 U.S.C. 7104(g)).

(2) 52.233-3, Protest After Award (AUG 1996} (31 U.8.C, 3553),

(3) §2.233-4, Applicable Law for Breach of Contract Claim (OCT 2004y (Pub. L. 108-77, 108-78),

{b) The Contractor shall comply with the FAR clauses in this paragraph (b) that the Contracting Officer has indicated
as being incorporated in this contract by reference o implement provisions of law or Executive orders applicable to

acquisitions of ommercial items: (Contracting Ofticer check as. appropriate.)

X, (1) 52.203-6, Restrictions on Subcoritractor Sales to the Government (SEP 2006), with Alternate 1 (OCT
1995} (41 U8, 253gand 10 U.S.C. 2402).

X (2)52.203-13, Contractor Code of Business Ethics.and Conduet (APR 2010)(Pub. L. 110-252, Title VI,
Chapter 1 (41 U:S.C. 251 note)).

. (3)52.203-15, Whistleblower Protections under the American Revovery and Reinvestment Act of 2009 (JUN
2010y {Section 1553 of Pub. L. 111-5), (Appli¢s to contracts fanded by the American Recovery and Reinvestment
Actof 2009.)

. {4) 52.204-10, Reporting Executive Compensdtion and First-Tier Subcontract Awards (JUL 2010) (Pub. L.,
109-282) (31 U.S.C. 6161 note).

__(5)52:204-11, American Recovery and Reinvestment Act—Reporting Requirements (JUL 2810) (Pub, L.
111-3). .

X {6) 52.209-6, Protecting the Govemr_nem‘s Interest When Subcontracting with Contractors Debarred,
Suspended, or Proposed for Debatment (DEC 2010} (31 U.8.C. 6101 note).

(7 52.219-3, Notice of Total HUBZone Set-Aside or Sole-Source Award (JAN 2011) (15 U.8.C. 657a).

___(8)52.219-4, Notice of Price Evaluation Preference for IUBZone Small Business Concerns (JAN 2011) (if
the offeror elects to waive the preference, it ¢hall so indicate in is offer) (15 U.S.C. 657a).

Nurse Advice Line - 4Rel 49



HTG013-11-C-0002

- Nurse-Advice Line (OCONUS).

Page 30 of 39

. {(9) [Reserved].

_ (1x{D) 52.219-6, Notice of Total Small Business Set-Aside (JUNE 2003) (15 U.S.C. 644},

____{iy Alternate 1 (OCT 1995) of 52.219:6.

L)y Alternate IF (MAR 2004) of 52.219-6.

— (11)D) 52.219-7, Notice of Partial Small Business Set-Aside (JUNE 2003) (15 U.S.C. 644).
__(iiy-Alternate I (OCT 1995) of 52.219-7.

___ (iif) Alternate 11 (MAR 2004) of 52.219-7.

X (12) 52.219-8, Utilization of Small Business Concerns (JAN 2011) (15 U.S.€. 637 (d)(2) and (3.
. (13)(3) 52.219-9, Small Business Subcontracting Plan (JAN 2011) (15 U.8.C. 637(d)(4)).

.. {ity Alternate I (OCT 2001) 0f 52.219-9

_X___{ii) Alternate TE{OCT 2001) of'52.219-9,

. (iv) Alternate 1T (JUL 2010) of §2.219-9,

___{14)52:219-14, Limitations on Subcontracting (DEC 1996) (150.5.C. 637(a)(14)).

_X__(15) 52.219-16, Liquidated Damages--Subcontracting Plan (JAN 1999) (15 U.S.C. 637(OEXFUD).

. (16)(i} 52.219-23, Notice-of Price Evaluation Adjustment for Small Disadvantaged Business Concerns (OCT
2008) (10 U.S.C. 2323) (if the offeror elects to waive the adjustment, it shall so indicate in its offer).

___ (i) Alternate I (JUNE 2003} of 52.219-23.

__ (I 52.219-25, Small Drisadvantaged Business Participation Program--Disadvantaged Status and Reporting
(DEC 2010} (Pub. L. 103-335, section 7102, and 10 U.S.C. 2323).

__ {18)52.219-26, Smail Disadvantaped Business Participation Program--Incentive Subcontracting (GCT 2000)
(Pub. L. 103-355, section 7102, and 10 U.8.C. 2323).

o (19) 52.219-27, Notice of Tetal Service-Disabled Veteran-Owned Small Business Set-Aside (MAY 2004)
(3.8.C. 657 1),

X {(20) 52.219-28, Post Awidrd Small Business Program Rerepresentation (APR 2009) (15 U.8.C.
632(a)(2)).

_X__(21) 52.222:3, Conviet Labor (JUNE 2003) (B0, 11755).
_X___{72) 52.222-19, Child Laboi--Cooperation with Authoritiés anid Reniedies (JUL 2010 (E.O. 13126).
X (23) 52.222-21, Prohibition of Segregated Facilities (FEB 1999).

_X__(24) 52.222-26, Bqual Opportunity (MAR 2007) (E.O. 11246),
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X (25)52222-35, Equal Opportunity for Veterans (SEP 2010} (38 U.S.C. 4212).

_X . (26)52.222-36, Affinmative Action for Workers with Disabilities (OCT 2010) (29
US.C. 793).
_ X___{27)52.222-37, Employment Repotts on Veterans (Sep 2010) (38 U.S.C. 4212).
X __(28) 52.222-40, Notification of Employee: Rights Under the National Labor Relations Act (DEC 2010) (E.0.
£3496).
_ X (28)52.222-37, Employment Reports on Veterans (SEP 2010) (38 U.8.C. 4212).
__X_ {303 52.222-54, Employment Eligibility Verification (JAN 2009). (Executive Order 12989). (Not applicable to
the acquisition of commercially available off-the-shelf items or certain other types of commercial items as prescribed
in 22.1803.)
__(31)(i) 52.223-9, Estimate of Percentage of Recovered Material Content for EPA-Designated items (MAY
2008) {42 U.S.C. 8962(c){3WANID). (Not applicable to the acquisition of commercially available off-the-shelf

items.)

(i) Atternate [ (MAY 2008) of 52:223-9 {42 U.8.€. 6962{i)(2)(c}). (Not applicable to the acquisition of
comimercially aveilable offthe-shelf Hems.)

___{(32)52.223-15, Energy Efficiency in Energy-Consuming Products (DEC 2007) (42 U.8.C. 8259%)

__(33)(iy 52.223-16, 1IEEE 1680 Standard for the Environmental Assessment of Personal Computer Products
(DEC 2007 (E.O. 13423)

___ () Alternate I (DEC 2007} 0f 52.223-16. .

_ X {34)52.223-18, Contractor Poligy to Ban Text Messeging while Driving (SEP 2010) (E.O. 13513),

___{35)52.225-1, Buy Araerican Act--Supplies (JUNE 2003} (41 U.S.C. 10a-10d).

___{36)(1) 52:225-3, Buy American Act—-Free Trade Agreements--Tsraeli Trade Act (JUN 2009) (41 U.8.C. 104~
10d,. 19 U.8.C. 3301 note; 19 U.8.C. 2112 note, 19 U.8.C, 3803 note, Pub. 1.. 108-77, 108-78, 108-286, 108-302,
109-53, 109-169, 109-283, and 110-138).

__{ii) Alternate T (JAN 2004) of 52.225-3.

__(iiiy Alternate IT (JAN 2004) of 52.225-3.

(37 52.225-5, Trade Agreements (AUG 2009) (19 U.8.C. 2501, et seq., 19 1.8.C. 3301 note),

___(38) 52 225-13, Restrictions on Certain Foreign Purchases (JUN 2008) (E.O.'s, proclamations, and statutes
administered by the Office of Foreign Assets Control] of the Department of thie Treasury).

___(39) 52.226-4, Notice of Disaster or Bmergency Area Set-Aside (Nov 2007) (42 U.8.C. 5150).
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o (80 52.226-5, Restrictions-on Subcontracting Outside Disaster or Emergency Aréa (Nov 2007) (42 U.S.C.
51500,

__{41) 52.232-29, Terms for Financing of Purchases of Commercial Hems (FEB 2002} (41 U.S.C. 255(H, 10
U.S.C.2307(0)

___(42) 52.232-30, Tnstallment Payments for Commercial Ttems (OCT 1995) (41 U.8.C. 235(%), 10 U.S.C.
2307(H)).

_X . (43) 52.232-33, Payment by Electronic Funds Transfer--Central Contractor Registration (OCT 2003) (31
U.8:.C.3332).

____(44)52.232-34, Payment by Electronic Funds Transfer--Other than Central Contractor Registration (MAY
1999y (31 U.B.C. 3332)

___{45) 52.232-36, Payment by Third Party (FEB 2010) (31 U.S.C. 3332),
. (46) 52.239-1, Privacy or Security Safeguiards (AUG 1996) (5 U.S.C. 5524).

___ (4T 52:247-64; Preference for Privatély Owned U.S.-Flag Commercial Vessels (FEB 2006) (46 U.S.C.
Appx 1241(b) and 10 US:C. 2631).

(i) Alternate 1 (APR 2003) of 52.247-64.

(¢) The Contractor shall comply with the FAR clauses in this paragriph (c), applicable to commercial services, that

the Contracting Officer has indicated ds being incorporated in this contract by reference to Implement provisions of

law or Exeeutive orders applicable to acquisitions of commercial items: (Contracting Officer check as appropriate.)
X (1)52.222-41, Service Contract Act of 1965 (Nov 2007) (41 U.S.C. 351, et seq.).

X (2)52.222-42, Statement of Bquivalent Rates for Federal Hires (MAY 1989) (29 US.C. 206and 41 US.C.
351, et seq.),

__X. (3)52.222-43, Fair Liabor Standards Act and Service Contract Act--Price Adjustment (Multiple Year and
Option Contracts) (SEP 2009):(29 U.5.C. 206 and 41 U.5.C. 351, et seq.).

.. (4)32.222-44, Fair Labor Standards Act and Service Contract Act--Price Adjustment (SEP 2009) (28 U.S.C.
206 and 41 U.8.C. 351, et seq.)

(5) 52.222-51, Exemption from Application of the Service Coptract Act to Coniracts for Maintenance,
Calibration, or Repair of Certain Equipment—Requirements {(Nov. 2007) (41 U.S.C. 351, et seq.).

(6) 52.222-53, Exemption from Application of the Service Contract Act to Contracts for Certain Services--
Requirements (FEB 2009) (41 U.S.C. 331, et seq.)

(7} 52.226-6, Promoting Excess Food Donation to Nonprofit Organizations (Mar 2009) (Pub. L. 110-247).

(8) 52.237-11, Accepting and Dispensing of $1 Cofn (SEP 2008)(31 U.S.C. S112(p)(1).
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() Comptroller General Examination of Record, The Contractor shali comply with the provisions of this paragraph
(dy if this contract was awarded 'using other than sealed bid, is in excess of the simplified acquisition threshold, and
does not contain the clavse at 52.215-2, Audit and Records--Négotiation.

(1) The Comptroller General of the Unifed States, or an authorized representative of the Comiptrolier General, shall
have access to and right to exaniine dny of the Contractor's'directly pertinent records involving transactions related to
this contract,

(2) The-Contractor shall make available at its offices 4¢ all reasonable times the records, materials, and other
evidence for examination, audit, or reproduction, until 3 years after final payment under this contract or for any
shorter period specified in FAR Subpart 4.7, ContractorRecords Retention, of the other ¢lauses of this contract. If
this contract is.completely or partially terminated, thé records relating to the work terminated shall be made available
for 3 years after any resulting firial termination settlement. Records refating to appeals under the disputes clause or to
litigation or the settlement of claims arising under or relating to this contract shall be made available until such
appeals; fitigation, orclaims are finally reselved.

(3) Asused in this clause, records include books, documents, accounting procedures and practices, and other data,
regardless of type and regardless of form. This does not require the Contractor to create or maintain any record that
the Contractor does pot maititain in the ordinary course of business or pursuant to a provision of law.

(e) (1) Notwithstanding the requirements of the clauses in paragraphs (2), (b); (¢), and (d} of this clause, the
Contractor is not required fo flow down any FAR clause, other than those in this paragraph (¢){1)in a subcontract for
commercial items. Unless otherwise indicated below, the extent of the flow down shall be as required by the
clause—

(1} 52.203-13, Contractor Code of Business Ethics and Conduct (APR 2010) (Pub: L. 110-252, Title VI, Chapter 1
(41 U.8.C. 251 note).

(i) 52.219-8, Utilization of Small Business Concerns (DEC 2010) (15 T1.8.C. 637(d)(2) and (3)), in all subconiracts
that offer further subcontrecting opportunities. If the subcontract (except subeontracts to small business concerns)
exceeds $630,000 ($1.5 million for construction'of any public facility), the subcontractor must include 52.219-8 in
Tower tier subcontracts that offer subcontracting opportunities.

(ifl) Reserved.

(iv)'52.222-26, Equal Opportunity (MAR 2007) (B.O. 11246).

{v) 52.222-35, Equal Opportunity for Veterans (SEP 2010) (38 U.S.C. 4212).

(vi} 52,222-36, Affirmative Action for Workers with Disabilities (OCT 1998) (29 U.S.C. 793).

(vil) 52.222-40, Notification of Employee Rights: Under the National Labor Relations Act (DEC 2010} (E.O. 13496).
Flow dovm required in accordance with paragraph (f) of FAR clause 52.222-40.

(viif) 52.222-41, Service Contract Att-of 1965 (Nov 2007) (41 U.5.C. 351, et seq.).
(ix) 52.222-50, Combating Trafficking in Persons (FEB 200%) (22 U.S.C. 7164(g)).
Alternate 1 (AUG 2007) of 52.222-50 (22 U.S.C. T104(g)).

{(x) 52.222-51, Exemption from Application of the Service Contract Act to Contracts for Mainteriance, Calibration,
or Repair of Certain Equipment--Requirernents (Nov 2007) (41 U.5.C. 351, et seq.).
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(xi) 52.222-53, Exemption from Application of the Service Contract Act to Contracts for Certain Services--
Requirements (FEB 2009) (41 U.8.C. 351, et seq.).

(xif) 52.222-54, Employment Eligibility Verification (JAN 2009).

(xiii) 52.226-6, Promoting Excess Food Donation to Nonprofit Organizations. (MAR 2009) (Pub. L. 110-247). Flow
down required in accordance with paragraph (¢) of FAR clause 52.226-6.

(xiV) 52.247-64, Preference for Privately Owned U.8.-Flag Commercial Vessels (FEB 2006) (46 U.8.C. Appx
1241{b) and 10 U.8.C.2631). Flow down required in accordance with paragraph {d} of FAR clause 52,247-64.

(2) While not required, the contractor May include in its subcontracts for commiercial items a minimal number of
additional clauses necessary 1o satisfy its contractual obligativns.

(End of clause)

§2217-¢  OPTION TO EXTEND SERVICES (NOV 1999)

The Government may require continued performance of any sorvices within the limits and at the rates specified in the
contract, ‘These rates may be adjusted only as a result of revisions 1o prevailing labor rates provided by the Secretary
of Labor. The option prevision may be exercised more than once; but the total extension of performance hereunder
shall not exceed 6 months, The Contracting Officer may exercise the option by written notice to the Contractor
within 30 days of contract expiration.

(End of clause)

52.217-9  OPTION TO EXTEND THE TERM OF THE CONTRACT (MAR 2080)

(#) The Govermment may extend the term of this contract by written netice to the Contractor within 30 days;
provided that the Government gives ihie Contractor 2 preliminary written notice of its-intent to extend at least 60 days
days before the contract expires. The preliminary notice does not comif the Government to an extension.

(1) If the Government exercises this option, the extended contract shall be considered to include this option clause.

(¢} The total duration of this contract, including the exercise of any optiotis under this clavse, ghall not exceed five
{5) years and six (6 months.

(End of clause)

252:212-7001 CONTRACT TERMS AND CONDITIONS REQUIRED TO IMPLEMENT STATUTES OR
EXECUTIVE ORDERS APPLICABLE TO DEFENSE ACQUISITIONS OF COMMERCIAL ITEMS (MAR 2011)

{a) The Contractor agrees to comply with the following Federal Acquisition Regulation (FAR) clause which, if

checked, is inchuded in'this contract by reférence to impletent a provision of law applicable to acquisitions of
commercial items or components.
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_X__522033, Gratuities (APR1984) (10 U.S.C. 2207),
(b) The Contractor agrées to comply-with any clause thatis checked orithe following list of Defense FAR
Supplement clauses which, if checked, is included in this contract by refereice to- implement provisions of law or
Exccutive orders applicable to acquisitions of commercial items or components,

(1) _X__252.203-7000, Requirements Relating to Compensation of Former DoD Officials (JAN 2009) (Section
847 of Pub, L., 110-181).

(2y _X__252.205-7000, Provision of Information to Coopérative Agreement Holders (DEC 1991) (10 U.8.C.
24186).

(3} _X__ 2522197003, Small Business Subcontracting Plan (DoD Contracts) (OCT 2010) (15 U.S.C. 637).

(4) ___ 252.219-7004, Small Business Subcontracting Plan (Test Prograny) (JAN 2011) (15 U.8.C. 637 note).

(3)i) X 252.225-7001, Buy American Act and Balance of Payménis Program (JAN 2009) (41 U.S.C. 10a-10d,
E.Q. 10582).

) 252.225-7008, Restriction on Acquisition of Specialty Metals (JUL 2009) (10 U.8.C. 2533b),

§); 252.225-7009, Restriction on Acquisition of Certain Articles Containing Specialty Metals (JAN 201 1) (10
U.8.C. 2533b),

(8) 252.225-7012, Preference for Certain Domestic Commodities (JUN.2010) {10 U.S.C, 2533a),

{9} 232.225-7013, Restriction:on Acquisition of Hend or Measuring Tools (FUN 2005 (10 U.8.C,
25338,

{10 252,225-7016, Restriction on Acquisition of Ball and Roller Bearings (DEC 2018) (Section 8065 of
Public Law 107-117 and the same restriction in subsequent DoD appropriations acts).

(1)) __252.225-7021, Trade Agreements (NOV 2009) (19 U.8.C. 25012518 and 19 U.S.C. 3301 note).

(i) __ Alternate 1 (SEP 2008)

{12) 252.225-7027, Restriction on Contingent Fees for Foreign Milltary Sales (APR 2003) (22 U.S.C.
2779).

(133 252.225-7028, Exclusionary Policies and Practices of Foreign Governments (APR 2003) (22 U1.S.C.
27535).

(1430 252.225-7036, Buy American Act--Free Trade Agreements--Balance of Payments Program (DEC
2010) (41 U.S.C. 10a-10d and 19 U.8.C, 3301 note).

(i) Alternate ] (JUL 2009} 0f 252.225-7036.
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(1s) 252.225-7038, Restriction on Acquisition of Air Circuit Breakers (JUN 2005) (10 U.S.C,
253403,

(I6y_X___ 252.226-7001, Utilization of Indian Organizations, Indian-Owned Economic Enterprises, and Native
Hawaiian Small Business Concerns (SEP2004) (Section 8021 of Public Law 107-248 and similar sections in
subsequent DoD> appropriations acts).

17y __X__252.227-7015, Technical Data--Commercial Items (MAR 2011) (16 U.8.C. 2320).

(1%) 252.227-7037, Validation of Restrictive Markings on Technical Data (SEP 1999) (10 U.S.C. 2321).

{19y __X_ 252.232-7003, Electronic Subimission of Payment Requests and Receiving Reports (MAR 2008) (10
U.8.C. 2227).

{20} 252.237-7019, Training:for Contractor Pérsonnel Interacting with Detainees (SEP 2006) (Section 1092
of Public Law 108-375),

(24) 252.247-7003, Pass-Through of Motor Carrier Fuel Surcharge Adjustment to the Cost Bearer (SEP 2010)
(Section 884 of Public:Law 110-417).

(25X 252.247-7023, Transportation of Supplies by Sea (MAY 2002} (10 U.8.C. 2631).

(i) Altertiate I (MAR 2000} of 252.247-7023.

{iif) Alternate 11 (MAR 2000) of 252.247-7023.

{iv) Alfernate 1T (MAY 2002) of 252.247-7023.

{26} 2522477024, Notification of Transportation of Supplies by Sea (MAR 20003 (10 U.8.C. 2631).
{c) In addition to the clauses listed in paragraph (¢) of the Contract Termis and Conditions Required to Implement
Statutes or. Executive Orders—-Commercial Ttems ¢lause of this contract (FAR 52.212-5), the Contractor shall include
the tenms of the following clauses, if applicable, in subcontracts for commercial #ems or commercial components,

dwarded at any tier under this contract:

(1) 252.237-1010, Prohibiticn on Imerrogation of Detainees by Contractor Personnel (NOV 2010) (Section 1038 of
Pub. L. 111-84).

(2) 252.237-7019, Training for Contractor Personnel Interacting with Detainees (SEP 2006) (Section 1092 of Public
Law 108-375).

(3) 252.247-7003, Pass-Through of Motor Carrier Fuel Surcharge Adjustment to the Cost Bearer (SEP 2010)
(Section 884 of Public Law 110-417).
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{4)252.247-7023, Transportation of Supplies by Sea (MAY 2002} (10 U.S.C. 2631).
{5) 252.247-7024, Notification of Trarsportation of Supplies by Sea (MAR 2000) (10 U.S8.C. 2631).

{End of clause)

252.247-7023 TRANSPORTATION OF SUPPLIES BY SEA (MAY 2002) ALTERNATE IHL{MAY 2002)
(a) Definitions. As used in this clause —

(1) "Components” means articles, materials, and supplies incorporated directly into end products at any level of
manufacture, fabrication, or assembly by the Contradtor or any subcontractor,

{2) "Department of Defense” (Dol?) means the Anmy, Navy, Air Force, Marine Corps, and deferise agéncies.
(3) "Foreign flag vessel" means any vessel that is nota U.S.-flag vessel,

(4) "Ocean transportation" means any transportation aboard a ship, vessel, boat, barge, or ferry through international
waters.

(5) "Subcontractor” means a supplier, waterialman, distributor, or vendor at any level below the prime contractor
whose contractual obligation 1o perform results from, or is conditioned upon, award-of the prime contract and who is
performing any part of the work or-other requirement of the prime contract.

(6)'"Suppﬁes"'- means all property, except land and interests in land, that is clearly identifiable for eventual use by or
owned by the DoD-at the time of transportation by sea.

{1y Anitem is clearly identifiable for eventualuse by the DoD if, for examplé, the contract documentation containg a
refereice fo:a DoD contract huntber or 3 milifary destination.

(if} "Supplies” includes (but is not Hmited to) public works; buildings and facilities; ships; Tloating equipment and
vessels of every character, type, and description; with parts, subassemblies; accessories, and equipment; machine
tools; material; equipment; stores of all kinds; end items; construction materials; and components of the foregoing.

(7) "U.S flag vessel" imeans a vessel of the United States or belonging to the United States, including any vessel
registered or having national status under the laws of the United States.

(5)(1) The Contracter shall use U.S.-flag vessels when transporting any supplies by sea under this contract.
(2) A subcontractor transporting supplies by sea under this contract shall use U.S.-flag vessels if--

(i This contract is a-construction contract; or

(if) The supplies being transported are--

{A) Noncommercial ftenis; or

{B) Commercial items-that--

(1) The Contractor-is reselling (}:-distﬁbutiﬁg to-the Government Without;gdding value {generally, the Contractor
does not add valuéto jtems that it contracis-for fo.b. destination shipiment);
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{2} Are shipped in direct support of U.S. military contingency operations, exercises, or forces deployed in
humanitarian or peacekeeping operations; or

(3) Are commissary or exchange cargoes fransported outside of the Defense Transportation System in accordance
with 10'U.8.C. 2643,

{¢) The Centractor and.its subcontractors may request that the Contracting Officer authorize shipment in foreign-flag
vessels, or designate available U.8 -flag vessels, if the Contractor or a subcontractor believes that -

{1} U.8.-flag vessels are not available for timely shipment;

{2) The freight charges are imordinately excessive or unressonable; or

(3} Freight charges are higher than charges to private persons for transportation of like goods.

(&) The Contractor must submit any request for use of other than U.S, flag vesselé in wiiting to the Contracting,
Officer-at least 45 days prior to the: sailing date necessdary to ‘meet its delivery: schedules. The Contracting Officer
will process, requests submitted after such’ date(s) as expeditiously as possible, but the Contracting Officer's failure to
grant approvals to méet the shipper's sailing date will not of itsélf constitute a compensable-delay under this or any
other clause of this cohitract. Requests shall contain at a minimurm -

(1) Type, weight, and cube of cargo;

(2) Required shipping date;

(3) Special handling and discharge requirements;

(4) Loading and discharge points;

(5) Name of shipper and consignes;

{6} Prime conirdct nurnber; and

(7) A documented description of efforts made to seeure U S.-flag vessels, including points of contact {with names
and telephone numbers) with at least two U.S.-flag carriers contacted. Copies of telephone notes, telegraphic and
facsimile message or letters will be sufficient for this purpose.

() The Contracter shall, within 30 days after each shipment covered by thiis clause, provide the Contracting Officer
ahd the Maritime Administration, Office of Cargo Preference, U.5. Department of Transportation, 400 Seventh
Street SW., Washington, DC 20590, one copy of the rated on board vessel operating carrier's ocean bill of lading,
which sh'al‘l contain the following fnformation:

(1)'Prime contract number;

(2) Name of vessel;

(3) Vessel flag of registry;

{4) Date of loading;

{5} Port of loading;

{6) Port of final discharge;
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(7) Description of commodity;
(8) Gross weight in pounds and cubic. feetif available;:
(9) Total ocean freight in1).S. doHars; and
(10)y'Nae of the steamship company.

(f) The Contractor shall fnsert the substance of this clause, including fhis paragraph {f), in subcontracts that are for a
type of supplies described ity paragraph (b)(2) of this clause.

(End of clause)
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