






















































• ProtoCall shall be available during normal business hours to resolve problems or answer questions 
regarding crisis and access line operations 

JV. Tracking, Data and Reporting 

• ProtoCall will provide monthly utilization reporting on the crisis line, which will include, at 
minimum; 

o Number of calls offered and answered 
o Average speed of answer 
o Abandonment rate 
o Percentage breakdown of ProtoCall's Level of Care of all clinical calls (Routine, 

Urgent, Emergent) 
o Number of calls directly involving emergency services 

• Individual reports of consumer referrals made to a community service provider or CSA for 
tracking will be made available to OptumHealth New Mexico via secure web-based inbox. 

• ProtoCall will provide Optum Health New Mexico with all data records for the Crisis and 
Access Line upon request 

• ProtoCall will use best efforts to maintain the following service leveMs; 
o Maintain an operational up-time of the NM Crisis and Access line in excess of 99.5% 
o Maintain an average speed of answer of 30 seconds or less 90% of the time and less 

than 5% abandonment, and 0% blocked or busy calls. 

B. Contractor shall submit a monthly report by the IOih day of the month. Data to be included is 
outlined in the attached Deliverables Table. 

C. Contractor shall provide all contract deliverables for this Statement of 
Work according to the attached DELIVERABLES TABLE. 

D. Provide reporting requirements and deliverables described Ill this Statement of Work to 
OptumHealth in a complete, accurate and timely manner. 

• (Reporting, work:flows and procedures specifications must meet contractor's requirements and 
be prior approved) 

V. PAYMENT 

The total amount of consideration which shall be paid under this Statement of Work #1 for the 
Contract term is $900,200 which comprises $36,200 for start- up costs and $864,000 for January 7, 
2013 (Go Live) to December 31, 2013. The $864,000 is based on an average call in volume of 4000 
calls monthly at a cost of $18.00 a call. Start-up costs will be paid as follows: upon mutual execution of 
this Contract, $25,000 may be invoiced with the remainder invoiced upon successful start-up of the Call 
Center and Go Live on January 7, 2013. Thereafter, Contractor may bill OptumHealth on a monthly 
basis for $72,000 inclusive of any gross receipt or sales taxes. Contractor shall use the OHNM approved 
Invoice when submitting payment to OpturnHealth. 

VI. CALL CENTER PERFORMANCE MONITORING 
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