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1. PART A — ATTACHMENT B: TITLE PAGE, VENDOR INFORMATION, EXECUTIVE SUMMARY, SUBCONTRACTOR
LETTERS, AND TABLE OF CONTENTS

April 215, 2023

Mrs. Elizabeth Otero Martinez

MES Project Coordinator

RFP Solicitation Coordinator
Puerto Rico Medicaid Program
Puerto Rico Department of Health

Dear Mrs. Otero:

Evertec Group, LLC is grateful for the opportunity that Puerto Rico Medicaid Program
(Medicaid) is giving us to present our proposal for Printing and Mailing Services.

The person with legal authority o enter contracts on behalf of Evertec Group, LLC is Mr. José
A. Arroyo Pont, Vice President for Business Solutions. The person responsible for this solicitation
is Mr. Carlos Rivera Virella (carlos.rivera@evertecinc.com), Sales Account Manager, and he
can be located at his mobile phone (787) 462-6579.

After carefully examining the high-level specifications required, Evertec is committed to
provide the products and services described in the attached proposal in a highly
professional manner while meeting the requirements documented by Medicaid.

Thank you once again for the opportunity and the time devoted to the evaluation of our
proposal. We look forward to serving Medicaid in this endeavor.

Cordially,

”\,HQ L,

Jose‘A Arroyho Pont Carlos Rivera Virella
PO Bbx 364527 San Juan PR 00936-4527

Phone (787) 462-6579

Fax (787) 250-7356

SalesManagementEvertec@evertecinc.com
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Subject to acceptance by the PRMP, Evertec acknowledges that by submitting
a response and signing in the space indicated below, Evertec is submitting a
formal offer to meet that which is being requested within this RFP.

i
X \\ N / Aor 21, 2023

1 H
Original signatti.lre of Signo’rory Authorized to Legally Bind the Company / Date

Name (Typed or Printed) José A. Arroyo Pont

Title VP Business Solution
Company Name Evertec Group, LLC
Physical Address Ana G Méndez Ave. 176 KM 1.3 Cupey Bagjo

San Juan, PR 00926

State of Incorporation Commonwealth of Puerto Rico

By signature hereon, Evertec certifies that:

1. All statements and information prepared and submitted in response to this RFP are
current, complete, and accurate.

2. Evertec’s response meets the requirement of this RFP.

3. Evertec will comply with all federal and Commonwealth laws, rules, and regulations
that are in force currently or anytime during the term of a resulting contract.

4. Evertec acknowledges and accepts that the full response contents and associated
documents will become open o public inspection in accordance with the laws of
Puerto Rico. The PRMP will hold “confidential” all response information, including both
technical and cost information, during the evaluation process, except for the
qguestions and answers before the submittal of proposals. All other information
associated with the RFP, including but not limited to, technical scores and reasons for
disqualification, will not be available until after the contract has been awarded in
accordance with the laws of Puerto Rico. If a vendor provides a redacted copy of
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their proposal along with an unredacted copy, PRMP will publish the redacted copy

of the proposal. Refer to Attachment B of the RFP.

5. The company represented here is an authorized dealer in good standing of the

products and services included in this response.

6. Evertec, any subcontracting partners, and its proposed resources are eligible to

participate in this fransaction and have not been subjected to suspension,
debarment, or similar ineligibility determined by any federal, state, or local

governmental entity; are compliant with the Commonwealth's statutes and rules
relating to procurement; and are not listed on the federal government’s terrorism
watch list as described in Executive Order 13224. Entities ineligible for federal

procurement are listed at sgm.gov/coni

7. Prior to the award, Evertec affirms it will have all current approvals, licenses, or

other qudlifications needed 1o conduct business in Puerto Rico.

1.1. VENDOR INFORMATION

Payment Information

Name: Rafael Echevarria Title: Pr. Accountant Collections

Address: PO Box 364527

City, State, and s 1yan, PR 00936

ZIP Code:
Phone: (787) 579-4714 Fax:
Email: Biling@evertecinc.com

Legal Notice Information

Name: Manuel Quintana Puente International Matters

r Attomey — Commercial, Government &

Address: PO Box 364527

City, State, and San Juan, PR 00936

ZIP Code:

Phone: (787) 759-9999 Ext. 6051 Fax:

Email: SalesManagementEvertec@evertecinc.com
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1.2. EXECUTIVE SUMMARY

Headquartered in San Juan, Puerto Rico, Evertec has more than 2.300 employees in 11
countries throughout the Caribbean, and Latin America and serve businesses across 26
countries.

Medicaid provides healthcare coverage to eligible low-income individuals and families in
the United States. Puerto Rico, as a teritory of the United States, is also eligible for Medicaid
coverage. The Puerto Rico Department of Health (PRDoH) is the State Medicaid Agency
(SMA) within the Commonwealth of Puerto Rico. Within PRDoH, the Puerto Rico Medicaid
Program (PRMP) is responsible for the management of the Medicaid Program and the Puerto
Rico Medicaid Enterprise System (PRMES), both of which are multi-vendor, multi-agency
environments. The PRMP seeks to engage a contractor fo provide printing and mailing
services for Medicaid beneficiary notices.

Evertec provides infegrated solutions and the ability to provide a complete one stop shop
solution for Medicaid, eliminating the need to require multiple vendors.

For this endeavor, Evertec Group, LLC (Evertec), as part of the Business Solutions segment,
has more than 20 years of offering printing and mailing services to a vast variety of customers
in different industries. With the acquisition of Accuprint in 2016, we were able to expand our
services platform. Evertec, when compared to other companies, is able to provide an
integrated, competitive, and more efficient solution.

Evertec prints ~25MM pages of variable data and processes ~5.5MM mail pieces per month
and delivers mait pieces daily to the USPS. It is on this experience and knowledge that we
base our ability to provide the best solution. Evertec has a dedicated Printing and Mailing
Customer Service Team who serves as a single point of contact. Our team coordinates with
Medicaid to manage any special requirements needed in each print cycle to ensure
compliance with the services as described in the specifications of the RFP.

We believe in continuous improvement and in having an open and honest business
relationship with our customers; Evertec will have periodic meetings with Medicaid
designated key personnel to discuss progress or manage any situation that may arise to
make the appropriate adjustments.

Our Printing and Mailing Team has eighty-two (82) full-time professionals with extensive
experience in planning, managing, and executing processes associated with the operation
of high-volume mailing printing services.

The preparation of this proposal is supported by the accumulated experience of our
resources, which can only be gained from the direct delivery of the services. The proposal
addresses each of the functional areas where Medicaid seeks processing solutions, which
can be adjusted to meet your needs.
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Our daily operation has given Evertec’s professionals practical experience in the process
and its functions. This experience allows us to anticipate difficulties and proactively react
and assist Medicaid in its business and services to its clients.

At Evertec we understand the nature of information processing, its sensitivity to time windows
specified by the market and regulating entities, as well as privacy matters.

Our goal is to be your best option for processing solutions. We are aware that we can only
attain such a goal by providing Medicaid with the services and support needed for their
beneficiaries. With this in mind, we have developed the proposal as follows.

Our combination of technical experience and knowledge gives us the competitive
advantage of being able to offer the best and most complete solution that supports the
scope of its objectives. To achieve these goals, we have put together a solution that includes
the following services:

* Printing and Mailing Operations

®* Vdlidating Addresses

We believe our unique blend of project management experience, robust planning services,
and technical expertise uniquely positions us to meet Medicaid requirements and time
frame. We feel confident our company can meet your business requirements, as we
understand them.

We are the only printing and mailing service provider in Puerto Rico that does not have the
need to subconiract in order to provide the full solution to the end customer. We can offer
our customers competitive prices and solutions using top-of-the-edge technology.

Our proposal follows.
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1.3. DISCLOSURE OF RESPONSE CONTENTS

By signing below, | certify that | have reviewed this RFP {and all of the related
amendments) in its entirety; understand the requirements, terms, and conditions,
and other information contained herein; that | am submitting this proposal for
review and consideration; that | am authorized by Evertec to execute this bid or
any documents related thereto on Evertec’s behalf; that | am authorized to bind
Evertec in a contractual relationship; and that, to the best of my knowledge,
Evertec has properly registered with any Puerto Rico agency that may require

registration.

Evertec Group, LLC

(Company)
ra'ﬂ f ,;h\\_ \

\

S A

José A. Arroyo Pont, VP Business Solutions

( Representoﬁ\}e Name, Title)

(787) 462-6579 / (787) 250-7356

(Contact Phone/Fax Number)

Apr 21, 2023

(Date)
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2. PART A - ATTACHMENT C: VENDOR QUALIFICATIONS AND EXPERIENCE

2.1. ORGANIZATION OVERVIEW

Vendor Overview

Company Name

Evertec Group, LLC

Name of Parent Company (If
Applicable)

Not Applicable

Industry

(North American Industry
Classification System [NAICS])

Not Applicable

Type of Legal Entity

Limited Liability Public Company

Company Ownership

(e.g.. Private/Public, Joint
Venture)

Evertec is a public company EVTC (NYSE: EVIC)

Number of Full-Time Employees

2,300 Employees

Last Fiscal Year Company

$618,409,000.00

United States and its Temritories

Revenue
Last Fiscal Year Company Net
pany $238,869,000.00
Income
Percentage of Revenue From State
and Local Government Clients in the 7%

Number of Years in Business

Over 30 years

Number of Years Vendor Has
Been Providing the Type of
Services Specified in the RFP

More than 20 years

Number of Employees Providing
the Type of Services Specified in
the RFP

Approximately 80 employees working on different shifts

Headquarters in the United States
and its Territories

Ana G Méndez Ave. 176 KM 1.3 Cupey Bagjo
San Juan, PR 00926

Locations in the United States
and its Territories

Ana G Méndez Ave. 176 KM 1.3 Cupey Bagjo
San Juan, PR 00926
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2.2. EXISTING BUSINESS RELATIONSHIPS WITH PUERTO RICO
The business relationships listed below are related to information systems services.

e Administraciéon de Desarrollo Socioecondmico de la Familia
e Administracion de Servicios Generales de Puerto Rico

e Administracién de Servicios Médicos de Puerto Rico

e Administracion de Vivienda PUblica

e Administraciéon para el Cuidado y Desarrollo Integral de la Nifiez
e Administracion para el Sustento de Menores

e Autoridad de Edificios PUblicos

e Comisidn Industrial de Puerto Rico

e Compania de Turismo de Puerto Rico

e Corporacién del Fondo del Seguro del Estado

e Departamento de Desarrollo Econédmico y Comercio

e Departamento de Educacién de Puerto Rico

e Departamento de Hacienda

e Departamento del Trabajo y Recursos Humanos

e Municipio de Guaynabo

e Oficina de Administracion de los Tribunales

e Oficina del Contraior de Puerto Rico

e Universidad de Puerto Rico Administracién Central

e Universidad de Puerto Rico en Cayey

2.3. BUSINESS DISPUTES

To the best of our knowledge, Evertec does not have existing business disputes related fo
the printing and mailing services.

2.4. REFERENCES

Vendor Information

Vendor Name: Evertec Group, LLC Contact | Carlos Rivera Virella
Nome:

Contact | (787) 462-6579

Phone:
Customer Organization: Contact | Niki Kazumoto
Liberty Communications Puerto Rico Name:

Contact Title: | Finance Department

Customer Address: Contact | Tel. (787) 657-3050
Phone:
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279 Ponce de Ledn Ave. Contact Email:
San Juan, PR0OG%18

kzumoto.niki@libertypr.com

Total Vendor Staff: | More than 80

Objectives:
Document processing, printing and maifing of invoices and/or letters to their customers.

Description:

Receive and process data files to print, mail and electronically present invoice and/or letters communications.

Vendor's Involvement: Development of automated solutions for document processing.

Key Staff

Name: Humberto Martin Role: Sales Account Manager

Name: Jessica Mora Role: Operations Manager

Name: Sandra Rios Role: Project Coordinator

Name: Zayra Rivera Role: Sr. Lead, Applications Development

Measurements:

Estimated Costs: This information can be | Actual Costs: This information can be provided during the project
provided during the project discussion discussion

Reason(s) for change in cost:
This information can be provided during the project discussion

Original Value of Vendor’s Contract: Actual Total Contract Value:

This information can be provided during | This information can be provided during the project discussion
the project discussion

Reason(s) for change in value:
This information can be provided during the project discussion

Estimated Start and Completion Dates: From: | 5/2006 To: | Present

Actual Start and Completion Dates: From: | 5/2006 To: | Present

Reason(s) for the difference between estimated and actual dates:
N/A

If the vendor performed the work as a subcontractor, the vendor should describe the scope of
subconfracted activities:

N/A
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Vendor Information

Vendor Name: Evertec Group, LLC Contact Name: | Carlos Rivera Virella

Contact Phone: | (787) 462-6579

Customer Information

Customer Organization: Contact Name: | Gloria Brau

MMM Holdings, LLC Contact Title: | IT Project Manager
Customer Address: Contact Phone: | Tel. 787-622-3000 ext. 8700
POBOX 71114

Contact Email: | Gloria.Brau@mmmhc.com
SAN JUAN PR 00936-8014

Total Vendor Staff: More than 80

Objectives:
Document processing, printing and mailing to the MMM Members

Description:
Medhok letters communications for Plan de Salud Vital del Gobierno de Puerto Rico

Vendor’s Involvement: Development of automated solutions for document processing

Name: Carlos Rivera Role: Sales Account Manager

Name: Jessica Mora Role: Operations Manager

Name: Sandra Rios Role: Project Coordinator

Name: Zayra Rivera Role: Sr. Lead, Applications Development

Measurements:

Estimated Costs: This information can  be | Actual Costs: This information can be provided during
provided during the project discussion the project discussion

Reason(s) for change in cost:
This information can be provided during the project discussion

Original Value of Vendor's Contract: Actual Total Contract Value:

This information can be provided during the | This information can be provided during the project
project discussion discussion

Reason(s) for change in value:
This information can be provided during the project discussion

Estimated Start and Completion From: | 08/2022 To: | Present
Dates:
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Vendor Information

08/2022 Present

Actudl Start and Completion
Dates:

Reason(s) for the difference between estimated and actual dates:
N/A

If the vendor performed the work as a subcontractor, the vendor should describe the scope of
subcontracted activities:

N/A

Vendor Information

Vendor Name: Evertec Group, LLC Contact Name: | Carlos Rivera Virella

Contact Phone: | (787) 462-6579

Customer Information

Customer Organization: LUMA Energy Contact Name: | Melanie Jeppesen

Contact Title: | Director Of Biling Services

Customer Address: Contact Phone: | Tel. 787 340-1058

PO Box 363508 Contact Email: | Melanie.Jeppesen@lumapr.com
San Juan, PR 00936-3508

Total Vendor Staff: More than 80

Objectives:

Document processing, printing and mailing to the clients

Description:
Invoice and letters communications

Vendor's Involvement: Development of automated solutions for document processing

Name: Daniel Martinez Role: Sales Account Manager

Name: Jessica Mora Role: Operations Manager

Name: Sandra Rios Role: Project Coordinator

Name: Zayra Rivera Role: Sr. Lead, Applications Development

Measurements:

Estimated Costs: This information can be | Actual Costs: This information can be provided during
provided during the project discussion the project discussion

Reason(s) for change in cost:
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Vendor Information

This information can be provided during the project discussion

project discussion discussion

Original Value of Vendor's Contract: Actual Total Contract Value:
This information can be provided during the | This information can be provided during the project

Reason(s) for change in value:
This information can be provided during the project discussion

Estimated Start and Completion From: | 11/2020 To: | Present
Dates:
Actual Start and Completion From: | 11/2020 To: | Present
Dates:

Reason(s) for the difference between estimated and actual dates:
N/A

subcontracted activifies:
N/A

If the vendor performed the work as a subcontractor, the vendor should describe the scope of
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3. PART A — ATTACHMENT D: VENDOR ORGANIZATION AND STAFFING
3.1. INITIAL STAFFING PLAN

Once the contract is signed, a team of resources from Evertec and Medicaid will be
assembled. Our proposal to Medicaid will provide implementation and configuration
services. The team consists of information technology professionals, certified technical
specialists, project management and network administrators. Each discipline represented in
the team will ensure thorough project execution and continuous operation.

The following diagram presents the recommended impiementation team.

Medicaid &
Evertec
 Medicad Evertec Account
felationship. = Manages
. Owner | _CardosRivera
Medicaid | e
Project M or | Profect
Operational 8
SME[s) Business Anafyst
e ——————— ) — = g * . - == YKl =T T ¥ = il
User Acceplance | Development infrastructure Quality w Operations
et =S JSME sty el K
e
Control/Assurance:

The following procedure provides the process to follow when a resolution to a conflict during
the implementation is required:

Whenever a conflict arises between Medicaid and Evertec, the Project tfeam member(s) will
strive to work out the problem internally.

Level 1: If the project team cannot resolve the conflict within 3 working days, Medicaid's Project
Manager and Evertec's Project Manager will meet to resolve the issue.

Level 2: If the conflict is not resolved within 5 working days after being escalated to Level 1,
Medicaid’s Relationship Owner will meet with Evertec’s Account Manager to resolve the issue.

In terms of support:
* Internally, we have a dedicated group of programmers with knowledge and experience

in the use of the document composition tool and are fully dedicated to the documents
processing operation.
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* The following diagram presents the Documents Processing Internal Support Group team
composition.

Gawernment S
Externial Services

Printing Seiutions

Y oo
Team Role Composition at Evertec:
Rola Description
In charge of the relationship with Medicaid, responsible of ensuring the
Evertec Account communication between the stakeholders on both parties. Support Medicaid in
. Manager , providing solutions o identiflied needs and/or opportunities during the project's

lifecycle and afterwards. First point of contact for Medicaid. B

The PM will be responsible for the project planning and execution. The PM will

prepare a high-level and detailed Project plans to monitor that activities are
Project Manager performed as agreed. The PM is responsible for communication, including status
i and escalation of issues. Produces project deliverables using a standardized
 methodology with high quality and on-time and ensures that Evertec project
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’récl:n adheres to the Frojécf and C_honge M'onogefnéht 'rn'.e_’rhod.c-')IE)g_iesfc-:'g.reed
with the Medicaid

Sponsor As needed, provide project focus, direction, and resources.

System Development SME | Create and/or modify programs according to requirements. Perform tests as
specified.

Business Analyst Lead the requirements management process and develop the altemative
solutions proposed to Medicaid to meet identified needs.

Application SME Provide expertise regarding applications functionality, data mapping, among
others. Provide input to define requirements. Approve requirements and
deliverables.

Operational SME Provide Expertise regarding processes related to services and products. Provide
input to define reguirements. Approve requirements and deliverables.

Quality Control Ensure the quality of deliverables and documentation. Ensures adherence to
the process. Deploy to production.

Information Security Provide support regarding Information Security issues and security
considerations to be taken for the project implementation.

User Accepiance Tester Responsible for executing the User Acceptance test and approve changes.

3.2. PROJECT TEAM RESPONSIBILITIES

1. Project Coordinator's assignment and responsibilities - Medicaid and Evertec will each
provide a Project Coordinator to manage and serve as licisons throughout the
implementation of the proposed solution. We expect the Medicaid's Project Coordinator
to schedule any required personnel for meetings, interviews, and tasks execution, among
others. All contact between Medicaid and Evertec resources will be channeled through
their respective Project Coordinators, who will provide task's status upon request. This
includes activities with a Third Party, if any.

2. Resources Availability - Both Evertec and Medicaid are to be committed to the
availability of resources that must be assigned to perform under this Proposal according
fo the dates established in the Project schedule, including support from Medicaid
business users and Subject Matter Experts (SMEs) from both Evertec and Medicaid.

3. Project Requirements - Medicaid will take primary responsibility for providing to Evertec's
team the necessary requirements and any other key information and/or documentation
related to this project. Evertec's ability to execute the various services will be directly
linked to the information, collaboration and support of management and IT Staff. Evertec
will not be held liable for any failure to perform services if such failure is as a result of
Medicaid documented inability to deliver appropriate resources.

4. Deliverables Approval - Medicaid is responsible for review and Project Acceptance
including Infrastructure, deliverables, as well as the goods and services delivered by
Evertec. Medicaid will provide Evertec with any clarification that is needed to allow
Evertec to comply with the Project objectives. Any Change Request that requires
executive approval must be signed within 48 hours/starting from the moment the
Change Request is delivered to Medicaid.
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5. Access to relevant technical information or other Project-related information that is
necessary for project completion, must be provided to Evertec's implementation team in
a fimely matter. Any other responsibilities or duties that are generally a customer’s
responsibility in similar engagements apply.

3.3. IMPLEMENTATION DETAIL

Evertec Professional Services Team will deliver and implement the services for the products
identified in this proposal. This document describes the scope of the services.

3.4. IMPLEMENTATION TASKS

Once the proposal has been approved, the following activities will be performed as the
project scope:

1. Kick-off

a} Upon proposal approval, Medicaid will present Evertec with the detailed
requirements relevant to the service requested.

b) After the requirements analysis, Evertec and Medicaid, will perform the final planning
in order to create a detailed Project plan to align all Project resources required.

c) Participants' roles and responsibilities, planned fimeline, and deliverables will be
defined.

2. Analysis & Design

a) The Services to be implemented will be analyzed and reviewed with Medicaid Staff
in order to confirm that the proposed solution meets Medicaid specifications.

3. Solution Development Activities:

a) The file formats and the information required to receive and send the files will be
defined.

b) All programs, interfaces and other configurations will be created/modified
accordingly.

c) Communications will be configured.
d) Notfifications will be configured.
e) Evertec will perform unit and integration tests of the changes made.

f) Medicaid will develop the User Certification Acceptance Test (UAT) Plan and related
Test Cases. This UAT Plan will ensure the components implemented will be properly
tested.

g} Medicaid will perform the User Acceptance Test (UAT) as defined in the Test Plan.

h) The designated Medicaid personnel must sign off the results of this test to ensure their
correctness.

i) A Deployment Plan will be created detailing the activities to be performed during
the deployment to production.
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) Approved changes will be placed in the Production environment according to the
Deployment Plan.

k) Post-implementation support will be provided as defined in the Project Plan.

3.5. AFTER IMPLEMENTATION

After completing the configuration for Medicaid, and moving the changes to the
production environment, the operation stage will begin. The following diagram presents
the main resources that will manage this stage.

(o
el 4y .Sk
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3.6. KEY STAFF, RESUMES, AND REFERENCES

Key Staff Name:

Carlos Rivera Virella

Key Staff Reference Form

Proposed Role:

Sales Account Manager

Reference 1

Client Name:

MMM Multi Health, LLC

Client Address:

PO BOX 71114
San Juan PR 00936

Contact Name:

Héctor Jove Calderdn

Contact Title:

Enrollment Department Manager

Contact Phone:

(787) 622-3000 x. 3614

Contact Email:

Hector.jovecalderon@mmmhc.com

Project Name:

Plan de Salud Vital — Notifications Letters

Start

Date: 4/01/2020

End
Date:

Present

Project Description:

Development of automated solutions for document processing, printing and maiting to the members of the
“Plan de Salud Vital of the Government of Puerto Rico”.

Initial evaluation of the project concept

Project Role and Responsibilities:

Collection of information related to volume, document types, and service expectations.

Proposal submission
Coordinate regular meetings with the client and intemat groups to gather requirements for

implementation.

Establish work plans for the different stages of the project.

Coordinate submission of samples for validation and certification

Attend regular meetings with the client to report on the progress of the project and address new

changes.

Reference 2

Client Name:

Island Finance, LLC.

Client Address:

70 Ponce de Ledn Avenue
Edificio PdL 70, 5to. piso

San Juan, PR 00917

Contact Name:

Herman R. Nieves Torres

Contact Title:

Business Intelligence Manager |

Marketing

Contact Phone:

(787) 773-7526 Ext.
307526

Contact Email:

hernan.nieves@island-finance.com

Project Name:
Direct Mail - Marketing

Start

Date: 01/2021

End
Date:

Present

Project Description: Mass mailings of monthly campaigns to Island Finance clients and prospects
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Key Staff Reference Form

e Project Role and Responsibilities:
e Initial evaluation of the project concept

e Proposal submission

implementation.
e Establish work plans for the different stages of the project.
e Coordinate submission of samples for validation

monthly campaigns.

new changes

e Collection of information related to volume, templates, and service expectations.

+ Coordinate regular meetings with the client and intemal groups to gather requirements for

e Coordinate and discuss with the advertising agency and the client the templates for the different

e Aftend regular meetings with the client in order to report on the progress of the project and address

Key Staff Reference Form

Key Staff Name: Jessica M. Mora Proposed Role: Operations Manager

Reference 1

Liberty .
" . S . ) 279 Ave. Ponce de Ledn
Client Name: Commuplcohons of Client Address: San Juan PR 00917
Puerto Rico
Contact Name: Meredith Diaz Feliciano | Contact Title: Retention and Churn Manager

Contact Phone: 787-657-3050 ext. 4107 Contact Email:

meredith.diaz@libertypr.com

Project Name: Liberty

Start End
Date: 2006 Date: Present

Project Description: Printing and Mailing of Telecommunication Invoices, Letters and other documents

Project Role and Responsibilities:

1) Subject matter expert during the development and implementation of the different solutions in our systems
2) Overseeing operational activities of the Printing and Mailing Unit, managing quality assurance programs
and strategizing process improvements to ensure delivery of documents on schedule.

Reference 2

Client Name: LUMA PR Client Address:

Ave. Ponce de Leon
San Juan PR 00917
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Contact Name:

Melanie Jeppesen

Contact Title:

Director - Billing Services

Contact Phone:

(787) 340-1058

Contact Email:

melanie.jeppensen@lumapr.com

Project Name: LUMA

Start End
Date: 2021 Date: Present

Project Description: Printing and Mailing of invoices and Letters

Project Role and Res

ponsibilities:

1) Subject matter expert during the development and implementation of the different solutions in our systems
2) Overseeing operational activities of the Printing and Mailing Unit, managing quality assurance programs
and strategizing process improvements to ensure delivery of documents on schedule.

Name

iCarlos Rivera Virella

Proposed Role

Sales Account Manager

Experience in Proposed Role

More than 6 years as Sales Account
IManager in Evertec

Jessica Mora Nieves

Operatfions Manager

IMore than 5 years as Operations Manager
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CARLOS J RIVERA VIRELLA

I LPE LD5 PAOCERES CORCIAL PUERTD RICC AYOBILE (737 362-6579
E-mau carlosriveravirelia@gmal,com

Objectives

Develop and mantawn business reationships that foster professiona!l growth 1o gaemansvate my skils

and abitties in an environment of chailenges snd scpportundies

EXPERIENCE
DECEMBER 16, 2016 — PRESENT
SALES ACCOUNT MANAGER, EVERTEC GROUP, LiC

®*  Responsibie for deve'oping business relations and identifying business opportunities for evisting

Ird potential customers

® Work effectively wuth Managers, Directors. and team members withn the business to identfy

mew growth ppportunties

®  Particpate in Mmeetings with Clients 1o manage thew expectatons ama achieye objEctives

Idertify and present aternatives o IMProve Customer’'s exrsting Processes
Stay up to date on processes reiated w Prinung and Mailing Services with LISPS

JANUARY 2015 — DECEMBER 2016
ACCOUNT RERESENTATIVE, ACCUPRINT

* Responsidle for managing 3nd deveiopnz 2 portfolho of assgned dients

* [Deveiop new businsss opporiunities
e  Help to meet the company 's fimanca’ objectives

JANUARY 2000 — JANUARY 2016
ACCOUNT RERESENTATIVE, CARIBBEAN PRINTING GROUP

* Responsibie for managme and deveoping a portioue of assigned chents
* Ceovsiop new business opportunitias

e Heip to meet the company’s financda’ objectves

EDUCATION

AUGUST 1996 TO MAY 1398
UNIVERSIDAD METROPOLITANA
Business Admunistraton - Marketing

KEY SKILLS PERSONAL SKILLS
*  Maximizing businsss potential for each cient ® Enthusiastic
relationship ® Excellent ntarpersonal skills
* Actively promote knowledge sharing amongst ® Focused
col:eagues ® Driven to work in order mees the
* Knowledge of Microsoft Office Tools company’'s mission and goais
*  Stratsgic thinking
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JESSICA M. MORA NIEVES

Cond. Suchvilie Park. Apt D-101
Guzynabo. PR 00966-1800

(78T 603-1832
EDUCATION TUNIVERSITY OF PUERTO RICO Rio Piedras. PR
Bachelor in Business Administration,
Major in Finance
May 1997
EXPERIENCE EVERTEC. INC Rio Piedras. PR
2018-Presant Document Processing Opermrions Manager, Operations & Teckmoicgy Division
) Dnectﬂ:el‘nmgandl\kn]mg Departnent.
o 1Z& PIocess MNP 10 ensure the quality of our services and compliznce ®ith Service Level Agreements.
= Oversee budgeting. reporting. planming. and aediting of our internal conrrols.
= Enscuore all legatl and regulatory docomernss are filed and monitor compliance with laws and regulations.
<  Build alliances and partnerships with supplers
> Support the Line of Busmess Owner m the design. selling and implementation of dociument prooessme solutions milored for our
imternal and extemal costomers
2011-2018 Trem & Cash Semvices Product Manager, Business Solutions Division
o Direcr the Cash Services Department and the PR Cash Depot.
> Responsible for the profitability of the Cash and Irem products and services.
> Design sell and mplement Cash and Itern processmg solnti ilored for our i ! and I ¢
2009-201F Sfanager, Transaction Processing Divisicn
Profect Managemant
s Responsibie ﬁxthedtmsxm;xqgec’fsponfoho
=  Direct the Figh Complexity projects m the division
= Design sell and implement new ransacion processing ol ifored for our & i and -
2007-2009 Team Leader, Transaction Processing Division
Profect Management Groum
=  Establish and manage the new division's project management team and portfolio of mittarires.
>  Perfiorm Business Analyst and Sutvect Matter Expert fanctions associated o the services performed within the division
2005-2007 Project Coordmator, Transaction Processing Division
= Cmmomnfﬂmlmdmgbmlsmmmoﬂunewmpmcessmz wing plaito sty
z G the develop and imp on of a new web portal desi; d to process pay from our enterprise fnancial
instilution ¢ having been appointed as Product M: for this sol
=  Suppar the i luwmlmofmzmwlykv:kpadplaﬁmmmsm;mgmgmmﬁm“m
as part of the Check 21 federal regulation
2003-2005 BANCO POPULAR DE PR Hato Rey, PR
Administradve Oficer, Lockboax Deparmmers
= Estabhish lockbax service to new customers and suppost existing ¢ “s reqy
o Manage the department”s budget and monitor the variances.
s Oversee the deparmenis equipment HIEHOLT
o Overview the suppliers contracts
>  Coordinate internal and external audits. as well as industry sandard SAS70
s Review the disaster recovery plan and coondmate annual tests
2000-2003 Cash Managemenr Officer. Corporave Sanking
Public Sector
=1 Prowdesakssupponwﬂtkdaxonslnp]ﬂzngerdlmgme‘— i SOt of cash = lotions to o
agencres and
3 amm;mmmmwxmmmmmwm@m
<  Implemem pavroll direct deposir soloton oa more than 30 nmoiripalities.
19972000 BANCO SANTANDER PUERTO RICO Haro Rev. PR
Corporate Services Officer
s Provide cash I3 i o hottons for small and medium corp L 3
Prcjererdzr
=  Establish new cash o solutions ¢ ized for educational instinxtions
Co-Projecr Leader
= Development of Santander Healthivix. an online billing software sotution made for heafthcare companies to fadlitate payment
to doctors.
PERSONAL Bilirgual Spanish & Eaglish
Member of the Postal Customer Council
Exttensive Computer Knowledge: M5 iWord, PowerPoint, Excel, Visio, Projecr
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4. PART A — ATTACHMENT E: MANDATORY SPECIFICATIONS
4.1. SUBMISSION REQUIREMENTS

The RFP includes multiple sections that specify proposal submission requirements including
but not limited to Part A - 1.3 RFP Timeline, Part A - 3.11 Proposal Submittal and
Instructions, and Part A - 7. Atachments. Evertec must meet or exceed all proposal
submission requirements as part of this RFP, including but not limited to formatting,
completeness, timeliness, and accuracy, as described in the aforementioned sections.
Failure to meet any of the submission requirements of this RFP may result in disqualification
oi\c\ proposal, in accordance with Part A - 5.4 Failure to Meet Mandatory Specifications.

)

tqifiol

4.2. MANDATORY REQUIREMENTS

4.2.1. The vendor must provide the right of access to systems, facilities, datq,
and documentation to the PRMP or its designee to conduct audits and
inspections asis necessary.

Evertec as a public company have policies in place to restrict the electronic or
physical sharing of certain sensitive information for security or confidentiality reasons.
When access to confidential information from Evertec is required, we suggest
reaching out to their designated contact or department to schedule an
appointment and follow the established procedures for reviewing the required
information.

4.2.2. The vendor must support the PRMP’s requests for information in response
to activities including, but not limited to:
e Compliance audits
¢ Investigations
e Legislative requests

Evertec as a public company have policies in place to restrict the electronic or
physical sharing of certain sensitive information for security or confidentiality reasons.
When access to confidential information from Evertec is required, we suggest
reaching out to their designated contact or department to schedule an
appointment and follow the established procedures for reviewing the required
information.
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4.2.3. The vendor must provide authorization from a parent, affiliate, or subsidiary
organization for the PRMP to have access to its records if such a relationship
exists that impacts the vendor's performance under the proposed contract.

Not applicable, there is no such relationship.

4.2.4. The vendor must help ensure that all applications inclusive of internet,
infranet, and exfranet associated with this contract are compliant with
Section 508 of the Rehabilitation Act of 1973, as amended by 29 United States
Code (US.C.) §794d, and 36 Code of Federal Regulation (CFR) 1194.21 and 36
CFR 1194.22.

To the best of our knowledge, Evertec complies with Section 508 of the Rehabilitation
Act that requires federal agencies to ensure that their information and
communication technology (ICT) is accessible to people with disabilities unless
certain exceptions apply.

4.2.5. The vendor must provide increased staffing levels if requirements, timelines,
quality, or other standards are not being met, based solely on the discrefion of
and without additional cost to the PRMP. In making this determination, the
PRMP will evaluate whether the vendor is meeting service levels as defined in
the contract.

Evertec will allocate the comesponding resources as needed to comply with the
PRMP requirements identified in this RFP. However, corresponding discussions must
be conducted if requirements are significantly changed by the PRMP.

4.2.6. The vendor must provide evidence that staff have completed and signed
allnecessary forms prior to executing work for the contract.

Evertec can provide proof that their staff have completed and signed all necessary
forms before starting work on the project.

4.2.7. The vendor staff must not have the capability to access, edit, and share
personal data, with unauthorized staff, including but not limited to:
e Protected Health Information (PHI)
e Personally ldentifiable Information (Pli)
e Financial Transaction Information
o Federal Tax Information (FTI)
¢ Social Security Administration (SSA) data including, but not limited to
family, friends, and acquaintance information

For Evertec is important to ensure that personal data is kept secure and confidential,
and this includes limiting access to only authorized staff who require access to carry
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out their job responsibilities. Policies and Procedures are in place to cover, but not
limited to, the implementation of access controls, regular security training, and strict

\\. L\\] data handling controls, among others.

—-\I:—'——-ll ’.
Initic

4.3. MANDATORY QUALIFICATIONS

Mandatory Qualification item(s)

The vendor must have at least three
years of experience in operating and

Vendor
Meets?

Provide A Brief Narrative to
Demonstrate Fulfillment of
Requirement

As part of the Business Solutions

vendor's ability to perform the scope of
the work described in this RFP. The vendor
must include refences from two different
projects/clients.

. inti d i ; YES segment, Evertec has more than 20
moll'wo.gmg‘ printing and mailing ser\./lces years of offering printing and
of similar size, scope, and complexity mailing services.
as described in this RFP.
The vendor must demonstrate af least Ab'{T_’C" = Since 2012 - Printing &
, - . mailing service.
Lhree yescrs .expferleingf—:‘ mtl;ie;ol’rhf ?nc‘: d YES Humana - Since 2014 - Prinfing &
uman _er\uces incly |n.g ut not limite mailing service.
to handling ofconfidential health MCS - Since 2013 - Printing &
information including but not Imited to mailing service.
PHI and PII.
The vendor must include at least two gMM H°":i"9$' LLC - Sinc_ef?OZZ .
g g ocument processing, printing an
references from projects performed within maiing 1o the MMM Members
the last three years that demonstrate the YES

Contact Name: Gloria Brau
Contact Tifle: IT Project Mgr
Contact Phone:
787-622-3000 ext. 8700
Confact Email:
Gloria.Brau@mmmhc.com

LUMA Energy — Since 2020
Document processing, printing and
mailing to the clients.

Contact Name: Melanie Jeppesen
Contact Title: Director Of Biling
Services
Contact Phone:
1058

Contact Email:
Melanie.Jeppesen@lumapr.com

787 340-
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\’ I |

||
Initial

By! 'signiné below, | certify that | have reviewed these mandatory specifications in their

enfirety and agree that Evertec meets, and will continue to meet, each of these

mandatory specifications in full.

Evertec Group, LLC

(Gompany)

Tilkald

'I'Xl A=l

Joste‘A.'Arrqyo'POnT, VP Business Solutions

(Representative Name, Title)

(787) 462-6579 [ (787) 250-7356

(Contact Phone/Fax Number)

Apr 21, 2023

(Date)
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5. PART A — ATTACHMENT F: OUTCOMES TRACEABILITY MATRIX
5.1. OUTCOMES TRACEABILITY MATRIX WORKBOOK

Table in next page
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Detailed Outcomes

Vendor Response

et Setling Farformance fendors Disposition Atinchment Sechon
Pieces of mail sent by the |Number of mall sent by the|No pieces of mail are sent The vendor will validate, flag, and return to the PRMP T:::zm;'::gtai:s::; ;J:;er;is; rries Pari A - Attachment G: Response to
vendor with addresses that | vendor with addresses with addresses that cannot  |any individual benaficiary printing and mailing file with \':/ith an address that could not be Statement of Work :
cannot be validated. that cannot be validated. |be validated. an address that cannol be validated. lidated
All beneficiary addresses are validated against vaidated, Will Meel 6.1. Approach To Validating Addresses 32
USPS standards and known addresses. e
Weekly Activity Reports g:m:rz :;\:\tlzelilr)‘/eActlwty One Weekly Activity Reports | The vendor will provide the PRMP with one Weekly | The PRMP shall assess up 10 $100 per Part A - Atlachment G: Response to
sent by the vendor 1o ve: dorto PRM};’ . sent by the vendor to PRMP |Activity Report per week. See Weekly Aclivity Report |business day for each business day after Statement of Work
PRMP. " p per week. in the Deliverable Dictionary for further details. the due date that a complete Weekly
Week. Activity Report is not submitted. Will Meet 6.1. Approach To Validating Addresses 31
:‘:”xf‘;:i A (e vencor proviaue il The PRMP shall assess up to $10 per
Delivery time to provide with adﬁresse; \hat can be|vaiidated lo USES within 2 The vendor must deliver mail with addresses that can |business day for each piece of mail
Beneficiaries receive their mail timely. . ry P y . be validated io USPS within 2 business days afier the |beyond two business days that mail with .
mail to USPS. [valicator to USRS sfler.  [buslnogs days.afiet he rinting and mailing order is submitted addresses that can be validated by USPS e tiachmentiGaespRnselo
the printing and mailing printing and mailing order is 3 9 9 : are not mailed Y Statement of Work
order is submilted. submitted. : WIIl Not Meet Exception #1 6.2. Approach To Printing and Mailing 32
Number of beneficiaries
who receive mailing All beneficianies receive
- content that is not mailing content that is The vendor must ensure that mail sent to The PRMP ghel el jlog100iion
. . Accuracy of the mailings " y R r p . : . .. .. |each piece of mail thatis sentto a
Beneficiaries receive accurale correspondence. compliant with the printing |campliant with the printing bensficlaries includes the mailing content specified in N N N
content . i % X P - beneficiary but does not align with the
and mailing order issued |and mailing order issued the validated printing and mailing order. rinting and mailing order.
through the source through the source system. P 9 9 ¥ Part A - Attachment G: Response to
system. Will Meet Statement of Work 6.2. Approach To Printing and Mailing 33
During the entire duration of the contract, key staff | Up to a maximum of $3,000 per
commitments made by the vendor as part of its RFP  |occurrence shall be assessed for each
Number of key staff ey staff will not change response must not be changed without 30 business | key staff person proposed who is changed
Key staff turnover. e anoes 4 without at least 30 business |days prior written notice to PRMP unless due to without proper notice and approval by
ges. days notice. legally required leave of absence, sickness, death, | PRMP for reasons other than legally
resignation, or mutually agreed-upon termination of | required leave of absence, sickness,
emplayment of any named individual, death, or termination of employment, Part A - Attachment G: Response to
Will Meet Statement of Work 6.3. Approach To Managing Operations 34
: The PRMP shall assess up 1o $200 per
Key staff will be replaced The:uentlor will replace key_sl.an‘ s "m‘." f.ﬁhl'on' business day for each business day after
Number of days to replace | ", N Reptacemant of key staff will take place within 30 . X !
Key staff replacement Kev staff within 30 business days of Businass days.of removal unless & innger period Is the initial thirty (30) business days allowed
4 : {urnover. USINESS CaYE ger e in which an acceptable replacement for
approved by @ PRMP-authorized representative, that key staff position is not provided Part A - Attachment G: Response 10
) Wil Meet Statement of Work 6.3. Approach To Managing Operations 34
Monthly Printing and Number of dgys to provide One_ Manthly F‘_rlntlng and Th_e vendor must provide PSMP with the Monthly The PRMP shall assess up to $200 per
Maili i the PRMP with a complele |Malling Operalions Status Printing and Mailing Operations Status Report. See |, qj day f h busi day after
-~ m ; " ailing Operations Status s ) ; o usiness day for each business day atel
Prining and maifing services are performed timely Reports provided to he Monthly Printing and Reporl per delivery cadence |Monthly Printing and Mailing Operations Status Ihe due date that a complete Monthly
and in alignment with the PRMP needs. PRMP. Mailing Operations Staius |specified in the Deliverables Report in the Deliverables Dictionary for further Printing and Mailing Operations Status Part A - Attachment G: Response (o
Reports: Dictienary. deisils. Report is not submitted. Will Meet Statement of Work 6.3. Approach To Managing Operations M
Operations Management Number of d_ays to provide |One Opefall_ons Managenieint The vendor must provide PRMP with an Operations | The PRMP shall assess up to $200 per
N the PRMP with a complete | Pian per delivery cadence N . "
Plan provided to the Operations Management Hied in the Dei - Management Plan. See Operations Management business day for each business day after
PRMP, Plgn 9 D%Ilona Plan in the Deliverables Dictionary for further details. |lhe due date that a complete Operations Part A - Attachment G: Response to
- fy: Management Plan is not submitted. Will Meet Statement of Work 6.3. Approach To Managing Operations 34
Turnover and Closeout Number of days to provide [One Turnover and Closeout |The vendor must provide PRMP with a Tumover and |The PRMP shall assess up to $200 per
Management Plan provided the PRMP with a complete | Management Plan per Closeout Management Pian. See Turnover and business day for each business day after
to thegPRMP P Turnover and Closeout delivery cadence specified in |Closeout Management Plan in the Deliverables the due date that a complele Tumover
: Management Plan. the Deliverables Dictionary. |Dictionary for further details, and Closeout Management Plan is not Pari A - Attachment G: Response to
submitted. WIIl Meet 1t of Work 6.3. Approach To Managing Operations 34
Kickoff Meeting Materials | VUMD of days to provide | One set of kickoff meeting | The vendor must provide PRMP with Kickoff Mesting The PRMP shall assess up to $200 per
rovided 1o th 3 PRMP the PRMP with complete | materials provided to the Materials. See Kickoff Meeting Materials in the business day for each business day after
P ' Kickaff Meeting Materials. |PRMP per contract period.  |Deliverables Dictionary for further details. the due date that complete Kickoff Part A - Attachment G: Response to
Meeting Materials are not submitted Will Meet Staiement of Work 6.3. Approach To Managing Operations 34
The PRMP shall assess up to $100 for
o . Number of beneficiaries . each beneficiary whose information is
222:::;%:;:2:?““ whose information was E:;‘:L::::?:::::“ - The vendor must establish and maintain systems, BCCissegl witth;t a:Jth?r'i_'zation dand is
i i atiribuiable to a fault of the vendor,
Beneficiary informalion is secure. authorization by a security acce5§ed _wnthout - |without autharization by a processes, & ] secynt); UG protect according to PRMP policies and
breach attributed to be the authorization by a security security breach altributed 1o beneficiary information from unauthorized access
fauit of th d breach attributed to a fault | %\ % according 1o PRMP policies and procedures. procedures. PRMP shall assess up to
Auitionine,vencore of the vendor. 8 fault of the vendor, $5,000 for each business day that a Part A - Attachment G: Response to
security breach attrlbuted to the vendor | Statement of Work
goes unreporied 10 PRMP. Will Not Meet Exception #2 6.3, Approach To Managing Operations 35
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6. PART A — ATTACHMENT G: RESPONSE TO STATEMENT OF WORK

The integrated solution proposed will consist of address validation, printing and mailing
services. All of which, end-to-end, occurs within a secured and controlled environment.

6.1. APPROACH TO VALIDATING ADDRESSES
Evertec utilizes USPS CASS Certified software to validate addresses, which improves deliverability
of the mail piece. Managing the quality of addresses by executing a correct standardization
process is extremely critical to ensure that deliverability of the mail pieces utilizing the United
States Postal Service (USPS).

The process initiates with the receipt of files fransmitted by Medicaid and using Secure File
Transfer Protocols (“SFTP"). The files will contain all the information required to generate the
documents to be printed. Currently, Evertec uses GMC Inspire (“GMCi") software as its
document composition tool. With this tool, we can manage and process the files received from
the customer; to generate the corresponding statements, letters, invoices, checks, and others.
With GMCI, Evertec has the ability fo add any kind of message, according to the customer
requirements, and we can manage to increase the number of pages according to the amount
of information per beneficiary.

Aligned with GMCI, Evertec uses the following systems to support the documents processing
workflow:

e EZ Warehouse (“EZIWH") — is a service-oriented system that provides capabilities for
interface program execution, file transfer, file re-format, generate noftifications. This
system is a process automation tool that manages the movement of the files and the
logging of all the information related 1o the jobs processed.

e EZ Manager - is the tracking system manager for the job orders, where the operation has
the capability to access all the information about the job (mailing pieces, number of
pages, arrival date, mailing date, among others).

e EITrack-is a webpage that the customer uses to access information related to the files
processed by Evertec, view samples, authorize print jobs and access email status.

For weekly activity reporting status, the EZ Track webpage offers customers easy access
to daily status reports of files processed and validated, printed and mailed. The result will
also show the number of pieces validated with automatic address standardization, as
well as those resulting non-compliant. As part of the implementation, we will offer an
additional EZ Track feature by providing the list of beneficiaries resulting from those non-
compliant addresses. All these reports can be downloaded from the site by the
customer.

Additionally, to ensure higher visibility and reliability of the process, the EZ Track
application offers clients the functionality to authorize print jobs after the pieces have
been processed and validated. Once authorized by the client, the printing job starfs.

-
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¢ Mail Manager (BCC) —is a USPS CASS Ceriified software that will validate and standardize
addresses. GMCi needs to extract addresses from the MEDITI3G PDF file. After extracting
the addresses, GMCi will generate a file containing these addresses, which it will then
share with BCC. Once BCC receives the file, it will proceed to validate each address and
determine whether it complies with a particular standard. If an address does comply with
the standard, BCC will return a flag to GMCi indicating that the address meets the
requirements. If an address does not comply with the standard, BCC will return a different
flag to GMCi indicating the address is non-compliant. BCC may also take corrective
action to standardize the address if possible. The standardization process may involve
correcting any typos or formatting errors in the address, converting abbreviations fo their
full form, and ensuring that the address includes all the necessary components such as
street name, number, city, state, and zip code.

As an option, addresses that resulted as non-compliant, after BCC validation and
standardization process is complete, can be validated in a second review performed manually.
Corrective action to this manual address standardization will apply as well. Otherwise, pieces
with addresses that resulted as non-compliant with the USPS standard requirements, will not be
mailed, unless otherwise specified by the client.

The identification and escalation of security incidents will be managed by the corresponding
group within Evertec. Therefore, weekly reporting of incidents can be sent via email to the
customer as requested.

6.2. APPROACH TO PRINTING AND MAILING

Once the print files are generated, the printing and mailing
process initiates. Evertec, on site, has all the highly efficient
equipment required to perform the printing, mailing, and
sorting part of the process. Important to mention that having
our equipment in pairs provides the necessary redundancy
to ensure compliance with the turnaround times agreed with
Medicaid. In terms of printing, we also have a variety of
equipment that provides us with the capability of (1)
managing the printing process either using rolls (continuous
feed) or loose sheets (cut sheet) and (2) color printing. The
mailing equipment used in Evertec can manage up to 6
additional inserts per envelope, which can be inserted to all the mailings or can be inserted
selectively as Medicaid's requirements.

If for any reason there is a need to prepare a certain amount of mailing pieces manually (i.e.
invoice that contains 50 pages). Evertec has the necessary resources in place to perform that
process.
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An advantage to having a variety of equipment on site, Evertec has put in place agreements
with its vendor to have technicians on site, aggressive response time, and an inventory of parts
on site. All of this is fo ensure the equipment is running at its best constantly.

Once the printing and insertion processes are completed, we will proceed to sort the mail. Using
a high-speed USPS MASS Certified mail sorter {*"MLOCR”), the mail pieces are zip code sorted
for postal optimization and delivery to the United States Postal Service ("USPS"). This process
follows the USPS standards and regulations.

Evertec is a Certified Mailer with the United States Postal Service, and as such, the USPS scores
us daily on how well we are performing when processing mailings using USPS programs. Aware
of the importance of keeping high scores, we are consistently monitoring the USPS Scorecard,
which is the mail quality tool that the USPS provides us. That displays a summary of our mail
preparation quality metrics that allows us to closely monitor the quality of our process.

This proposal is based on the receipt from Medicaid of a PDF ready to print file containing all the
information needed to generate print files with beneficiary’s name, mailing address, the notice
to be printed and mailed, and selective inserts (if required), among others.

Evertec has robust capacity, nevertheless we do not have unlimited capacity. Therefore, to
provide a two-business day delivery, we need a better understanding of the volume, priorities,
and frequencies of such requests.

Configurations will be performed within our systems to develop the Medicaid solution with which
everything will synchronize accordingly to the established criteria and, as a product, print files
and PDF files will be generated. Internal processes will require quality certifications before
passing the solution info a production environment. This process ensures that the solution
designed complies with all the client's requirements and specifications. Once all tests are
completed and the output is certified by Evertec and Medicaid, we will move to production.

The files associated with the entire process will be exchanged between the parties through
secure electronic tfransmissions to be established between Medicaid and Evertec. Evertec uses
SFTP applications that will allow Medicaid to obtain confirmation receipt of the transmission in
real-time.

As a best practice, Evertec's process incorporates within its controls the balancing of mail pieces
processed versus the mail pieces intended by customer to be managed. There are two options
to comply with this: (1) customer can send a conftrol file with totals information, or (2) use EZ
Track to approve a print job.

During this process, we incorporate the already standardized addresses and will be generating
the information to be printed.

CONFIDENTIAL Page 33 of 54

v(\
RS (787) 462-6579 7 carlos.rivera@evertecine.com



2022-PRMP-EE-Printing-Mailing-Services-001

After setting up the printers, the printing team will execute the print run using our high-speed
printing systems. The availability of various printing devices provides the necessary redundancy
to ensure the fimely printing of Medicaid’s output.

Once the printing process is complete, the output is delivered to the mail processing area.
During this part of the process, the team will proceed to fold and insert the documents
according to the agreed procedures for each mailing and using our high-speed inserting
systems. The availability of more than one (1) machine gives Evertec and its customers the
necessary redundancy to ensure the production is completed within the assigned timeframe,
therefore meeting the agreed Service Level Agreements. Evertec has in place the necessary
conftrols to ensure the mail piece's integrity.

After document insertion, we will proceed to sort the
mail pieces for postal optimization and delivery to the
United States Postal Service. Based on the
contracted service levels, pieces may be delivered
to the USPS on the same day they are processed.

Evertec’s high mail volume allows us to extend a
postage discount to mail pieces that do not exceed
20z and that comply with USPS addressing standards.

Part of Evertec's offer to Medicaid is to keep the
experience that we have within the prinfing and mailing industry. Besides that, we serve multiple
industries, giving us the knowledge to manage different solutions and provide our clients with
new ideas to help reduce their printing and mailing costs.

6.3. APPROACH TO MANAGING OPERATIONS

Evertec has extensive experience following the protocols and processes established by the
United States Postal Service (USPS) for mail delivery. In the same way this works for regular
mailing, our operation is able to adapt, with great flexibility and reliability, in order to handle
special mailing and delivery processes with extraordinary characteristics (e.g., out of schedule
jobs, among others). To achieve this reliability, Evertec has established several controls to ensure
quality in the deliverables.

The following are the most relevant controls applicable to the proposed solution:

1. Our operators compare and confirm the production logs versus the total counted by the
printing and mailing machines, and the order of printing cycles. This guarantees that the printing
jobs are managed as established by the customer.

2. Printing and mailing systems work together to ensure continuous and error-free operation. In
case of unexpected failure, our teams have methods in-place to identify the last comrectly
handled document and continue with the re-processing of affected items.
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3. The service infrastructure components are periodically reviewed following our service and
maintenance procedures. These procedures are aligned to the manufacturer's specifications.

4. Automated Matching Points - Our systems have
automated matching points that are able to
review particular elements printed for each
document fo ensure that the product is readable.
The collected data is used to compare the total
of items folded and enveloped.

5. We have a redundant operation at the primary L : g
site and an alternate site with the same capacity . -
as the primary site.

6. We alternate the operation between the two printing and mailing zones of the primary
production site to ensure the proper operation and maintenance of equipment.

7. We establish working areas labeled per customer to avoid mistakes.

8. We maintain communication with our customers about any event that could affect the
proper delivery of any printing cycle.

Overall, Evertec has in place the corresponding procedures, politics and process to address
and manage the following items:

- Key staff turnover

- Key staff replacement

- Kickoff Meeting Materials

- Operations Management Plan

- Monthly Printing and Mailing Services Operations Status Report
- Turnover and Closeout Management Plan

All of these are under the management of different groups such as Compliance, Service Level
Management, Incident Management, Operations and Human Resources. The required
procedures will be aligned with the PRMP business.

Regarding information security procedures, Evertec have in place exhaustive and consistently
proven controls as required to protect all the information managed within our infrastructure.
With this in mind, in the case that beneficiary information could be accessed without
authorization we are willing to meet on a lower liquidated damage with an aggregate liability
limit.
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7. PART A — ATTACHMENT H: TERMS AND CONDITIONS RESPONSE
7.1. TiTLE PAGE

The vendor should review Part A - Atachment H: Terms and Conditions Response, signing
each provided signature block using blue ink in order to note the vendor's
acknowledgment and intent of compliance. The vendor should identify any exceptions
to the Terms and Conditions. If exceptions are not noted in Part A — Attachment H: Terms
and Conditions Response of the RFP but raised during contract negotiations, the PRMP
reserves the right to cancel the negotiation if, at its sole discretion, it deems that to be in
the best interests of the PRMP.

7.2. RFP TERMS AND CONDITIONS

RFP Terms and Conditions consist of provisions throughout this RFP. Moreover, these
provisions encapsulate instructions, state and federal procedures, and the PRMP's
expectations of the vendor when submitting a proposal. The vendor should understand
and strictly adhere to the RFP Terms and Conditions. Failure to follow any instructions within
this RFP may, at the PRMP’s sole discretion, resuit in the disqudlification of the vendor’s
proposal.

Please provide an avuthorized signature stipulating the vendor's acknowledgment,
urYersianding, and acceptance of these RFP Terms and Conditions.

| Nh (N ‘ o ¢ Tate ()v [l A'\ }l\t 1]

PrirT\’réd Name/Signature of Authorized Personnel Date|
l

7.3. CUSTOMARY TERMS AND CONDITIONS

The selected vendor will sign a contract with the PRMP to provide the services
described in the vendor’s response. The following documents shall be included in
any contract(s) resulting from this RFP:

o Part A - Appendix 3: Service-Level Agreements and Performance Standards

e Part A - Appendix 7: Proforma Contract Draft inclusive of Health Insurance Portability
and Accountability Act (HIPAA) Business Associate Agreement

Please provide a signature stipulating the vendor's acknowledgment, complete
review, and acceptance of these documents.
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. VN D o pad, A= il -
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Printed Nome/Si@no’rqf"}é of Autherized Personnel Date

|

If Evertec is NOT taking exceptions to any of the PRMP Customary Terms and
Conditions, then the vendor needs to provide a binding signature stipulating its
acceptance of these documents. If the vendor is taking exceptions to any of the
PRMP Customary Terms and Conditions, then the vendor should write “Taking
Exceptions” on the line below and should follow the instructions for taking
exceptions, as listed in Atachment H: Terms and Conditions Response, Section é:

Exceptions.
Taking exceptions Apr 21, 2023
Printed Name/Signature of Authorized Personnel Date
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7.4. MANDATORY REQUIREMENTS AND TERMS

The following items are mandatory terms and documents. Please be advised, the
vendor should provide its affiimative acceptance of these items in order to move
forward with consideration under this RFP.

» Attachment E: Mandatory Specifications

T e T L e T L e e C e

Gobiernode PuertoRico
Admmisitacion de Servicios Generales
Registro Unico de Proveedores de

Senvicios Profesionales

CERTIFICADO UNICO DE PROVEEDORES

e PO e oy 1 -,

Cireccion Postal: PO Box 384527 San Juan, PR 00838

Telsfonor (757) T50-00G0

ComeoEl O Sai o —'g,a., { com
NOMBRE Y APELLIDOS TITULO QUE OSTENTA
Paola Perez Surlio Vicepresidente Ejecutivo
José Arroyo Pont irector Business Sciutions & Payment Service|
Migue! Vizcarmendo Carrien Vicepresidente Ejecutivo
Sera responsabifidad de cada Agencia Ejecutiva, Corporacion Plblica 0 Municipio validar 1a slegibi del p o
antes de otorgar cuaiguier contrato Asi como ¢l de garant: qua <l o pueda o ios serncios profesionaies
corforme 3 las normas gue b regulan.
ADVERTENCIA- Cuaiquier METacite ansla aste cesiiicado y podria sex akae as|
Codigo Penl de Peesto FIco.

p—m — e

Valigecion: hifns: vEdacon or.gov, tebe B5ar 5 TamaD Je Cenicatc cOmo SO0 0e uaRaIcton RUGEZRT I
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GOBIERNC DE PUERTO RICC Viode o 3C 2913
DEPARTAMENTO DE HACIENDA Rere 14ty 32

CERTIFICADO DE REGISTRO DE COMERCIANTE

Nombre Localidad: Nombre Legal:
EVERTEC GRCUP LLC EVERTEC GROUP LLC
CUPEY BAJO CARR 176 KM 1.3
CARR 176 KM 1.3 CUPEY BAJO
SAN JUAN PR 00926 SAN JUAN PR 00926

0210187-0145

Agente retenedor

Fecha de Emisidn: Fecha de Expiracidn:
13-sep-2022 A0-sep-2024

Tipo de Certificado: Comerciante

Codigo NAICS: Actividad Comarcial:

53732 Saeevicios de Procasaments de Transacdones Financeras, Reservay
Camaras da Compeansacion

44314 Tiandas de Dispositivos y Elsctrdnicos

45299 Otras Tierdas de Mercancia an Genera

51821 Procesarmiento Elsctrdnioo de Informacion, Hospedaije v Sarvicios
Relaciomados

54151 Sencios de Disefio de Sistermas de Computo v Servitios
Relaonados

Certifico que este comerciante esta insaito en el Registro de Comerciantes del Departamento de Hacienda.

!

i S
Secrataria Auxiliar

Area de Rentas intemas

Este certbeaco o o8 Tarsiertie ¥ & MAMO 3e0er8 2andarie on D00 NOMENIS 20 W LGAl vEIe & UORCO &0 iE &
Para verfar 9 cae certicadc 8 vawd0 3CCE0S 3 M VSLN NECHMNNA. GOV ¥ (FESONE & AMBCS “Vauoe carticacos y  scancad®

ap {0}
(=]

L1818755392
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SAM Registration:

This email was sent by an automated administrator. Pleass do not reply to this message.

Dear Luz Hermandez,

The registration for EVERTEC GROUP LLC / RZISKNSKSHAS / 84YRS is now active in the U.S. federal zovemment's System
for Award Management [SAM)|. If you did not provide 2 Commercial and Sovernment Entity [CAGE) Code during the

registration process, ons has been assigned to you by the Defense Logistics Agency (DLA) CAGE Program.

To remain sligible to do business with the federal government, you must repaw your entity's registration in SAM every
year. The annual renewa date for the registration is 2023-10-03 08:54:27 373.

Tou may invite additional users to manage or review your entity registration by following thess steps:

1 Soto

s-/inam 10 safelinks. ion.outiook.com,/?u A 2FB2IFwww sIm. FRamp.dsta=05%7C01%7 M3
zdz Rodrizueri40evertecine com®%7CaS78eF3c5f424372148108d32d53305c%7C2h5bTd77f19b4c6db 1205 7620520430
HTCOTC0%7063801387153834 1 297% 7CUnknowne7 CTW FpbGZsb3dBey W ioitACSwlidw MDAILCIQ ol 2 ulA=lil CIB T
Slk1 haWwil CIXVCI6Mn0%30% 7C3000% TCHTC% TCEamp-sdata=akUeIDeXil %2 Fx% IBX| BNnEcerXaT2rFi0VUSYONCEK

g8A%3D&amp reserved=0 and log in.

2. On the Workspace page, sargll down to the User Dirsctory.

3. Enter the emzil address of the user you want to invite and select Enter or select the email addrass from the list

4. On the next page, s=lect the Assign Rols button in the top right comer of the page.

5. On the Assign Role page, follow the instructions provided and then select Send Invitation at the bottom of the page.
6. The user will be notified.

All imvt=es will receive an email messaze from SAM with instructions on how to complets the process.

Remember, this process is entirely FREE to you. It is FREE to register and maintsin your registration in SAM. itis FREE o
get help with your registration. Contact our supporting Federal Service Desk at

https:{/nam10 ssfelinks protection.outiook. com Purl=http%3A%2 FI6 2 Fwrww fsd.2ov¥% 2F Samp;data=05%7C0L BT CMazd
a.Rodri inc com¥%7Ca978efS3c5884372148108da Fi 747771 Sbactdb 1 805768c0%ad43b%7
CORTCO%7ORIB01IA7I928341 77 7% 7 Clnknown 37! I lioMCSw LA wMDAIL joV2iuhzEL CIBTHEIk

1haWhanl CIXVCIEMn0%3D% 7 C3000% 7C% L% 7 CE&amp:sdata=riNdxuY dAfp YpKuhm GEEH=502v5KOxkgix®2BuDYELY8%3
D&ampreserved=0. or by telephone at 866-506-3220 (toll free) or 334-206-7828 (internationally).

In addition, i you are located in the U.S. and its outlying areas, you can get FREE support from your local Procurement
Technicz! Assistance Center (PFTAC), an official resource for govermmment contracting assistance. Go to

hﬁg{gmmﬂfmgﬂmmm MMRAMHGJLFM Sptac-

ZbShYdef 19b405db1805? SB:OSad‘I-M? cms?coas 7C53801237 1928341227‘%7(20&&1!0&“%?@1:1:&6 _ﬁlﬂdSeyM'[ joi

MDA ubzii TilslkklhaWw n0%3D0%7C3000%7CHTCHTCS iSH
HzeSiMOPIBPYudZha AIDGIXDKNSASvc¥%3D&amp reserved=0 to find your closest PTAC.

Thank you,
The System for Award Management (SAM] Administrator
https:{/nam10. ssfelinks. protection outlook com/Furi=htrps%3 A% 2F¥%IFwww s3m 2ov% 2 F&amp data=05%7CO1%TCMa

gda.Rodriguerié40evertecinc. com¥67CaS78ef9c5/484372148108d3ad53a05c%7C2bSbTd77f19b4c6db1205768c0%ad43b
XTCO%TC0%7C638012871928341227%7 CUnknown7 CTWFpbGZsb3 d8ey W ljoiMCowliAw MDALCIQiioiVZIubzliLCIBTil
Slk1haWwil CIXVCIEMn09%3D% 7C3000% 7C%7C% 7CE&amp: =aKUe2|DeXl 362 FxXIBXLENN IOVUSYONCKK
gBAR3IDE&amp; reserved=0
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e Prior fo the vendor submission of its proposal, the vendor must be registered
with the “Registro Unico de Proveedores de Servicios Profesionales” (RUP) from
the Puerto Rico General Services Administration {ASG) and with the Puerto Rico
Treasury Department (Hacienda) for the collection of sales and use tax (IVU) as
a provider (if applicable) in the Sistema Unificado de Rentas Internas (SURI). The
PRMP shall not award a contract, unless the vendor provides proof of such
registration or provides documentation from the Puerto Rico Treasury
Department that the contractor is exempt from this registration requirement in
the SURI system. The foregoing is a mandatory requirement of an award of a
contract pursuant to this solicitation. For more information, please refer to the
PR Treasury Department’s web site nito://www.naciendc.or.gov.

e Prior to the contract resulting from this RFP being signed, the successful vendor
must provide a Certificate of Insurance issued by an insurance company
licensed or authorized to provide insurance in Puerto Rico. Each Certificate of
Insurance shall indicate current insurance coverage meeting minimum
requirements as specified by this RFP. A failure to provide a current Certificate
of Insurance will be considered a material breach and grounds for contract
termination. A list of the insurance policies that may be included in this
contract are provided in Appendix 7: Proforma Contract Draft.

e A performance bond may be required for the contract resulting from this RFP.
Part A - Appendix 3: Service-Level Agreements and Performance Standards

e Part A - Appendix 7: Proforma Contract Draft inclusive of HIPAA BAA

Vendors that are not able to enter into a contract under these conditions

should not submit a bid.

Please provide an authorized signature stipulating the vendor’s acknowledgment,
understanding, and acceptance of the mandatory requirements and terms stipulated in
this section.

) \\}{f} :llljl (-\J \I |
y Vil ) [ !
\'\ O & \(‘ {:’l{ ( i"v'l'll'Q II-,_ I{ ‘ULLJ_‘\ A 4"'1", ‘L\ II 1?

Printed Name/Signature of Authorized Personnel Date
t'\
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7.5. COMMERCIAL MATERIALS

The vendor should list any commercial and proprietary materials it will deliver that
are easily copied, such as commercial software, and in which the PRMP will have
less than full ownership (“Commercial Materials”). Generally, these will be from
third parties and readily available in the open market. The vendor need not list
patented parts of equipment.

Not applicable

7.6. EXCEPTIONS (IF APPLICABLE)

Exception #1

Vendor's Proposed
Alternative Language (If

Document Title Applicable)

Vendor's Explanation
(Required for Any Cross-Reference to

(Reference Specific Contractual
Document and Section in Which

T ; Specific Section of
Exception is Taken) Rejection/Exception) P

Vendor's Terms, If Any
Provided as Part of the
RFP Response

Title: Part A — Appendix 3: SLAs and Evertec has robust capacity,
Performance Standards nevertheless we do not have
Service Area: Prinfing and Mailing unlimited capacity. Therefore,
SLA Subject Area: Timeliness of Printing to provide a two business day
and Mailing delivery, we need a better
Contract Remedies: The PRMP shall assess|  understanding of the volume,
up to $10 per business day for each priorities and frequencies of
piece of mail beyond two business days such request

that mail with addresses that can be

validated by USPS are not mailed.

NOTES/COMMENTS: <FOR PRMP USE ONLY>
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Exception #2

Document Title

(Reference Specific Contractual
Document and Section in Which
Exception is Taken)

Title: Part A — Appendix 3: SLAs and
Performance Standards

Service Area: Managing Operations
SLA Subject Areq: Security Breach
Contract Remedies: The PRMP shall
assess up to $100 for each beneficiary
whose information is accessed without
authorization and is attributable to a

policies and procedures. PRMP shall
assess up to $5,000 for each business

the vendor goes unreported 1o PRMP.

fault of the vendor, according to PRMP

day that a security breach attributed to

Vendor’s Explanation
(Required for Any

Rejection/Exception)

Wil not be met. Nevertheless, as
an alternative, we are willing to
meet on a lower liquidated
damage with an aggregate
liability limit.

Vendor's Proposed
Alternative Language (If
Applicable)

Cross-Reference to
Specific Section of
Vendor's Terms, If Any
Provided as Part of the
RFP Response

NOTES/COMMENTS: <FOR PRMP USE ONLY>
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April 21, 2023

Re: Disclosure of Lobbying Activities
for RFP

To whom it may concern:

To the best of my knowledge, I hereby state that Evertec Group, LLC (“"Evertec”) does
not engage in lobbying activities pursuant to 31 U.S.C. 1352. Evertec does engage in
lobbying activities at Puerto Rico’s Legislature and Executive branches.

Please do not hesitate to contact me at (787) 462-6579, if you have any questions.
Cordially,

=X

Paola Peréz Surillo
Executive Vice President
Head of Puerto Rico
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APPENDIX A — CORPORATE PROFILE

Our PROFILE
Evertec® (www.evertecinc.com), is a leading transaction processing services company in

the Caribbean and Latin America, which provides a wide range of merchant acquiring,
payment processing and business, process management solutions.

Our Profile

We are differentiated, in part, by our
diversified business model, which enables
us to provide our varied customer base
with a broad range of transaction
processing services from a single source
QACross numMerous channels and
geographic markets.

What we DO

Package and provide our customers with
a comprehensive range of services that
other businesses must source from multiple
vendors.

Serve customers with distinct operations
across the region with a single integrated
technology solution that enables them to
manage their business as a single
enterprise.

Capture and analyze data along the
fransaction processing value chain,
providing value-added services superior
to those offered by vendors who, because
of technology, capability, and product
limitations, can only handle one
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segment of the transaction

processing value chain.

The largest merchant acquirer in
the Caribbean and Latin America.
Evertec serves 26 countries in the
region from its base in Puerto Rico.
The Company manages a system
of electronic payment networks
that process more than 2.1 billion
fransactions annually and offers a
comprehensive suite of services for
core bank processing, cash
processing and technology
outsourcing. In addition, Evertec

owns and operates the ATH
network, one of the leading
personal identification number
("PIN"} debit networks in Latin

America. The Company serves a

diversified customer base of
leading financial institutions,
merchants,  corporations, and

government agencies with "mission-
critical" technology solutions.

We serve a broad and diversified
customer base of leading financial
instfitutions, merchants,
corporations, and government
agencies with' a “crifical mission”
technology solution.

(787) 462-6579
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Regional Presence

Puerto Rico

Carr. #176 k.m. 1.3 Cupey Bajo,
Rio Piedras PR 00926

PO Box 364527 San Juan,

PR 00936-4527

Brasil

Al. Lorena, 638 3 ° Andar - ¢j.31
Jardim Paulista CEP 01424-000
SGo Paulo

Chile
Londres 76, Santiago

Colombia

Calle 11 # 68-39

Bogotd

Carrera 65 #45 - 20 oficina 430
Medellin

Costa Rica
Bo. Tournon Diagonal to
La Republica Newspaper San José

Guatemala
Av. La Reforma 7-62 zona 9
Edificio Aristos Reforma, of. 404

México

Jaime Balmes No. 11

Torre C; Mezzanine. No. 4
Col. Los Morales Polanco
Miguel Hidalgo, 11510 CDMX

Panamd

Edificio Torre de las Américas Torre B,

piso 2, oficina 202 Boulevard Punta Pacifica
Ciudad de Panama&

Pery

Av. Victor A. Belaunde 147,

Via Principal pal. 140, Edif. Real 4, piso 6,
San Isidro, Lima, 27

Republica Dominicana

Ave. Gustavo Mejia Ricart #102
esq. Ave. Abraham Lincoln,

edif “"Corporatfivo 2010", suite 802B
Piantini, Santo Domingo

Uruguay

CONFIDENTIAL Page 45 of 54

(787) 462-6579

carlos.rivera@evertecinc.com



2022-PRMP-EE-Printing-Mailing-Services-001

Av. ltalia 6201 Parque Tecnoldgico LATU
Edificio Los Sauces, PB. Montevideo
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APPENDIX B — EVERTEC'S INFRASTRUCTURE

Cupey Center Infrastructure

Evertec is the main information technology and processing services company in Puerto Rico.
We rely on systems and procedures that currently service several other clients throughout the
island.

Evertec’s primary operations center is situated on 19.9 acres of property located in San
Juan, Puerto Rico. This facility houses the primary computer systems and operation
facilities as described below.

Our Cupey Data Center functions round the clock 24x7x365. Our electrical facilities
include a high efficiency 38KV power substation. Due 1o the criticality of our services to
the financial backbone of Puerto Rico and the other 19 countries that we service, in
case of a disaster our incoming electrical feeds will receive the same priority as
hospitals, police stations, etc.

Cupey Campus: 19.9 acres 5 Buildings 43,626 sq2 construction 1,978 parking

Cupey Campus boasts redundant communication using different carriers. We are connected
to PRTC Fiber Optic (FO) ring with redundant connections with a bandwidth capability of OC92.
The AT&T circuit bandwidth capability is OC48, while we also have access to PREPANET FO
network now and Neptuno Networks.
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Qur Facilities

For emergency power we are equipped
with two 2,000 KW generators with N+1
redundancy.

operation. We also have 2 water wells on
campus providing 30 GPM and 12 GPM.

For cooling purposes our facilities are
equipped with a chilled water system
comprised of 4 cooling towers of 350

tons each (N+3), 4 water pumps (N+3)
and 4 water chillers of 350 fons each
(N+3). This configuration provides 15 CRAH
Units which represent up to 232 tons of
cooling in the Data Center (85 watts/ft2).
The system uses high efficiency filters and
provides high availability for cooling in the
data center.

The fire protection in the data center is
provided by VESDA heat and smoke
detection system and FM200 automatic fire
suppression system. The data center consists
of with 18,000 sq. /ft. of raised floors with sub
floor water detection.

Our diesel fuel reserve has a capacity of
20,000 gallons which gives us up to 7 days of
continuous operation.
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At rack level our power is provided by
dual independent UPS configured as
parallel redundant. This power
redundancy protects rack components
from power outages. There are two
800KVA UPS in parallel for side A and two
800KV A UPS for side B.

./ hSBRNDDY |

v

CONFIDENTIAL

Page 49 of 54

Physical security is provided by a CCTV
surveillance system supported by a
network of over 450 digital cameras
located in key poinfts around the
campus. This is complimented by
electronic access control and a single
point of entry for visitors.
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Our data processing center includes different platforms, these platforms include: Mainframes,
RISC and CISC systems, UNIX, LINUX, Windows, High Density servers, Blade servers, multiple
vendor SAN storages including IBM and EMC.

DRS

Evertec has established its Business
Continuity Program based on the best
practices of the industry as noted by the
Disaster Recovery Institute. The program
includes the policies for creation and
maintenance of Business Continuity Plans
for each critical unit of Evertec. These
plans provide Evertec with the ability to
recover and continue operations in case
of an interruption. As part of these policies
Evertec also has Disaster Recovery Plans
forits critical systems and applications.

Evertec's Business Continuity policies
regarding tests provide for disaster
recovery test to be conducted, at least,
once a vyear for critical applications.
Evertec has an annual test itinerary that
includes the different ftests to be
conducted during the year and the
corresponding schedule. As part of the
test coordination scenario, objectives,
results, and other related information are
properly documented for each test.
During the test, incidents are also
documented for proper follow up of
corrective actions. When the test s
completed a test, certification is signed
indicating test results. All documentation is
stfored together on the test binder and
provided to the customer and auditors.
Our Tres Monjitas Recovery Data center is
comprised of two areas. The area #1 is
equipped with 2 redundant 350 KW

power generators with 4,000 gallons of
diesel, 2 redundant 150KVA UPS, 110 ton &
120-ton redundant chillers, FM200 Fire
suppression system and 4,000 ft2 of raised
floor. Security is provided by electronic
access control, CCTV, and single point of
entry. Area #2is equipped with 350 KW and
250 KW generators, 100 KVA and 36 KVA
UPS and 4,000 12 of raised floors. Security is
provided electronic access control, CCTV,
and single point of entry.

FACILITIES PHYSICAL SECURITY

Evertec has built its systems around security
features that guarantee that the
information processed remains protected
from unauthorized activity or damage. We
undoubtedly recognize the importance of
maintaining our System secure and running
efficiently. In  tfoday's technological
environment, it is crucial that companies
protect their assets and information through
dependable security technology and
follow guidelines for facility directives.
Additionally, our sites involved in the
processing of data and/or housing of
sensitive information are designed with a
high degree of physical security elements.
These physical security and access control
systems monitor and regulate persons
entering the site, detect unauthorized entry
attempts and use control mechanisms to
prevent unauthorized entry.
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The securities of our operations centers
contain logical as well as physical security.
These systems monitor and control people
entering the sites, detect unauthorized
entry attempts and use control
mechanisms to inhibit unauthorized entry.
Our centers have sub-floor water
detection and humidity alarms, and
controlled access to facilities for
employees and visitors. These controls are
primarily accomplished through the use of
80 color closed circuit television (CCTV)
cameras deployed throughout the data
center, proximity reader access systems
and intrusion detection alarm systems. The
cameras are strategically positioned so
that none of them can be compromised
without  detection by neighboring
cameras. Moreover, both of our Primary
Data Center and Back up Data Center are
equipped with Liebert Air Handling Units to
maintain a reliable operating environment
and regulate temperatures and humidity
levels in those critical areacs.

ENTRANCE SECURITY

Evertec's data processing and
telecommunications facilities are secured
24x7x365. Security control begins at the
main entrance to the Evertec facility with
a monitored reception area and qualified
personnel who maintain a sign-in log and
camera-ready equipment to verify visitor
identification carefully. A non-authorized
individual must be positively identified,
photographed and made to register via
sign-in log upon entrance into the facility.
The log must also reflect whom the visitor
will be meeting and the purpose thereof.

All visitors are prohibited entry until an
Evertec employee escorts the individual to
their destination. While in the facility, the
visitor remains under escort and wears a
visitor's badge unfil departure. The badge
must be returned by the individual upon
leaving the facility.

The computer/control center is housed in a
separate area within the main building. This
area has a separate physical control system.
The entrance is locked at all times by an
electronic locking mechanism which is
controlled by a card proximity system. The
entrance door to the computer/control area
is also secure against forced entry and
monitored by personnel at all times. Closed
Circuit Television (CCTV) cameras are used
to monifor key areas inside and outside the
buildings in which fransaction data is
processed. Enirance to these facilities is
permitted only to authorized employees and
escorted visitors.

LOCKS

Evertec’'s facilities are manned 24 hours per
day, 7 days per week. To provide an extra
measure of security, Evertec always requires
that the computer/control room be locked
at all times aond all areas with sensitive
equipment and information also be locked.
The main facility is always monitored by
personnel and remains locked. Each door is
monitored individually, and authorized
access is recorded and documented by the
access contfrol system. This high level of
security is maintained 365 days per year.
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KEYS

Evertec employs an electronic/card proximity
system for entry into the computer/control
area. Keys are never used. Our electronic/card
proximity system is always active and ensures
doors are locked. The operation at Evertec’s
facilities is in the form of 24 hours per day, 7
days per week therefore a secondary locking
mechanism is not required. Access, which is
authorized using the card, is recorded and
documented with the time and date of the
access and idenfification of the person
entering or exiting an area.

CIPHER OR PROXIMITY/SWIPE CARD TYPE
DEVICES

Evertec recognizes the risk of relying on cipher
locks. This type of lock does not allow entrance
on an individual basis nor allows personnel
monitoring capability. Evertec does not use this
type of locking device in any of its facllities. As
previously noted, Evertec uses a card proximity
locking control system. Authorized enftry is
recorded and documented with the time and
date of the access. These cards are
programmed to admit personnel only to
certain areas at specific times during the 24
hours of operation. If an employee loses their
badge, they are freated as a regular visitor
and made to sign the log and allowed
entrance only by the security personnel.

WINDOWS

There are no operable windows in Evertec's
computer/control rooms. Any windows that
may be part of an exterior wall of the building
associated with the
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computer and control areas are physically
blocked with solid materials. All exterior doors
are protected with magnetic contacts or
sensors to announce and document any
unauthorized access attempts. The facility is
manned 24 hours per day, 365 days per year.

PERSONAL ACCESS CONTROL

The main entrance to all operational sites
where transaction data is processed is
controlled by personnel at the main
reception and/or operations desk. The
computer/control room is a monitored area
within this facility. This area is additionally
secured by a card proximity electronic lock
and an intrusion alarm  system. This
enfrance/alarm system is programmed in
such a manner that personnel are allowed
into the facility only at those times for which
they are authorized. All non-employee
personnel in the building must sign in, identify
themselves, and remain under escort, as
must all non-authorized personnel within the
computer/control area. The facility also has
strategically placed security cameras.

It is mandatory that everyone wear a visitor's
badge while in the facility and be escorted
by an authorized staff person at all times. All
authorized personnel using cards to enter
controlled areas have their identification
automatically logged with the time and date
of entry.

Unauthorized accesses are also monitored
and recorded. Reports with information of
people trying to use their card to enter
unauthorized areas are

% (787) 462-6579 =7 carlos.rivera@evertecinc.com
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monitored frequently. Measures are taken
with  those individuals  demonstrating
suspicious activity with their access card.

DATA STORAGE SECURITY

All transaction data stored on any type of
medium is kept in the confrolled
computer/control room, in the off-site
backup data facility, or at an off-site storage
vault. Access to these areas is strictly
enforced and limited to authorized personnel
only.

FIRE PROTECTION AND SUPPRESSION

Evertec data centers utilize a multi-level fire
and smoke detection/suppression system to
detect and suppress fire in the early stages.
Smoke detectors are located above and
below floors, and heat detectors and
monitors are placed throughout these data
centers.

The system provides FM 200 Waterless Fire
Protection systems to suppress fires. Alarms
sound locally and remotely at the 24-hour
manned conftrol center upon smoke and/or
fire detection. Alarms are also provided
through visual signals for further support of the
Americans with Disabilities Act (ADA).

The detection systems are interlinked so that
false alarms are minimized. The fire
suppression system can be hand-
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triggered, should the automatic system
fail. Hand-held fire extinguishers are
placed in several areas in the data
center, and their locations are clearly
marked.

SECURITY AWARENESS TRAINING

The Computer Security Act requires
mandatory security training for everyone
who will have access to sensitive
information and the systems that support
such information. Specifically, Section
5.a. clearly states: ‘Each Federal agency
shall provide for the mandatory periodic
training in computer security awareness
and accepted computer security
practice of all employees who are
involved with the management, use, or
operation of each Federal computer
system within or under the supervision of
that agency. Furthermore, training must
be customized to fit the specific program.
Evertec has provided computer security
training at four levels:

¢ Executives and Managers
* Systems and Software Developers
*  Operations Personnel

* Ongoing Security Awareness

The ongoing efforts of the ongoing
awareness program involve the periodic
issuance of information about security
risks, vulnerabilities and threats
associated with operations.
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Copyright© 2023 Evertec Group, LLC ("Evertec”). All rights, including copyright, are
reserved. The information contained in this document is proprietary of Evertec and
confidential. The unauthorized disclosure, reproduction or use of this information is
prohibited and may violate institutional policies. No one is permitted to disclose, use, copy,
adapt or change in any way the contents hereof without the prior written permission of

Evertec.
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