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REQUIREMENT: RFP Section Attch.B

In the following pages, please find the following information, as requested in the RFP.

e B.1Title Page

e B.2 Vendor Information

¢ B.3 Executive Summary

o B.4 Subcontractor Letters

e B.5 Table of Contents

e B.6 Disclosure of Response Contents
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ATTACHMENT B: TITLE PAGE, VENDOR INFORMATION, EXECUTIVE
SUMMARY, SUBCONTRACTOR LETTERS, AND TABLE OF CONTENTS

This section will provide instructions to vendors on what to include for the title page, vendor
information, executive summary, how to include subcontractor letters, and table of contents.

1. Title Page

In accordance with Section 3: General Information of this RFP, the vendor should include a
title page stating the vendor’s intent to bid for this Request for Proposal (RFP). The vendor’s
response should include a Title Page; Table of Contents; Executive Summary; and vendor
contact and location information.

The vendor should include the following cover letter, signed in blue ink by an authorized
signatory legally binding the vendor and include it in the labeled “Original Proposal.”

The vendor should provide the following information regarding the person responsible for
completing of the vendor response. This person should also be the person PRMP should
contact for questions and/or clarifications.

Name KimDay ' Phone 512.917.6226
Address 750 First Street NE, 10th Floor Fax N/A
Washington, DC 20002 E-mail kim.day@conduent.com

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

In addition to providing a signature to Section 5.6: Disclosure of Proposal Contents in the
RFP, failure to sign the Submission Cover Sheet or signing it with a false statement shall void
the submitted response or any resulting contracts.

; %,?,ﬁ/d ’ i /]
J‘wz/@ L’/ (‘Z«,/{, I — / 9/13/2021
Originalbignature(bf Signatory Authorized to Legally Bind the Company / Date

Name (Typed or Printed) Kelley Carson

Title Vice President

Company Name Conduent Business Solutions of Puerto Rico, Inc.
Physical Address 750 First Street NE, 10th Floor, Washington, DC 20002
State of Incorporation Puerto Rico

© 2021 Conduent Business Solutions of Puerto Rico, Inc. B-5
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By signature hereon, the vendor certifies that:

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

2. The proposed solution meets the requirements of this RFP.

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

4. The vendor acknowledges and accepts that the full response contents and associated
documents will become open to public inspection in accordance with the laws of Puerto
Rico. PRMP will hold “confidential” all response information, including both technical and
cost information, during the evaluation process, except for the questions 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.

5. The company represented here is an authorized dealer in good standing of the products and
services included in this response.

6. The vendor, any subcontracting partners, and its proposed resources are eligible to
participate in this transaction and have not been subjected to suspension, debarment, or
similar ineligibility determined by any federal, state or local governmental entity; are in
compliance with the State’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 https://www.sam.gov/portal/SAM/#1.

7. Prior to award, the vendor affirms it will have all current approvals, licenses, or other
gualifications needed to conduct business in Puerto Rico.

2. Vendor Information
The vendor should complete the following information:

e Primary point of contact for any questions pertaining to the vendor’s payment address
e Address to which PRMP should send legal notices for any potential future agreements
¢ Individuals responsible for the vendor’s response

2.1 Payment Address

In the table below, the vendor should provide the name, title, and address to which PRMP
should direct payments for the goods and services within this RFP.

B-6 © 2021 Conduent Business Solutions of Puerto Rico, Inc.
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Table 7: Payment Information

Payment Information:

Name: Simona Taylor Title: Director, Service Delivery Management
Address: P.O. Box 201322

City, State and Dallas, Texas, 75320-1322

Zip Code:

Phone: 608.345.6976 Fax: N/A

Email: simona.taylor@conduent.com

2.2 Legal Notice Address
In the table below, the vendor should provide the name, title, and address to which PRMPshould
send legal notices.

Table 8: Legal Notice Information

Legal Notice Information

Name: Scott Morrow Title: Assistant General Counsel —
Government Sector
Address: 750 First Street, NE
City, State and Washington, DC, 20002
Zip Code:
Phone: 202.840.7093 — Office Fax: 202.906.8321
703.286.9640 — Cell
Email: scott.morrow@conduent.com

In addition, the following individuals are responsible for Conduent’s response:

o Kelley Carson, Vice President
Tel: 512.589.1621
Email: kelley.carson@conduent.com
Address: 750 First Street NE, 10th Floor, Washington, DC 20002

¢ Kim Day, Sales Executive
Tel: 512.917.6226
Email: kim.day@conduent.com
Address: 750 First Street NE, 10th Floor, Washington, DC 20002

© 2021 Conduent Business Solutions of Puerto Rico, Inc. B-7
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3. Executive Summary

Thank you for the opportunity for Conduent
Business Solutions of Puerto Rico, Inc.
(Conduent) to submit a proposal for the Puerto
Rico Medicaid Enterprise System (MES)
Medicaid Management Information System
(MMIS) Phase lll Project. Our proposal is based
on our deep Medicaid and government
healthcare experience; accomplishments from
similar Medicaid projects across the country;
and the investments we have made in our
innovative Conduent Medicaid Suite (CMdS), No other vendor brings more Medicaid knowledge

our proposed solution for the RFP’s financial and financial management expertise to help the
management module. PRMP succeed than Conduent. Our goal is to make

your jobs easier with a reliable solution that

The Puerto Rico Department of Health (PRDoH) :gtczg{:;ewzi:ﬁ‘a't::t; ri:)t\?;i g:“tt;'rilzni?oMES
Puerto RI?O Medlcald Prqg.ram (ERMP) in flexibilit)./ and ope%ations team tha,t PRDngs);eks.
partnership with the Administracién de Seguros

de Salud de Puerto Rico (ASES) is undergoing 027 RRMMIS2T
significant change in administering medical assistance to Puerto Rico citizens under the
managed care model. Through the implementation of a new financial management module,
PRMP seeks to enhance efficiency, oversight, and management of disparate solutions with an
initial primary focus on improving the timeliness, accuracy, and visibility of premium payments.
Additionally, PRMP is in the process of building a Medicaid Enterprise Roadmap and completing
the 2020 Medicaid Information Technology Architecture (MITA) State Self-Assessment (SS-A).
These efforts are intended to enhance PRMP’s MES mission, vision, values, and goals, and will
detail additional initiatives to enhance the initial focus areas for the MMIS Phase Il solution.

The MMIS Phase Ill vendor will be an essential player in helping PRDoH achieve its visions and
goals for the financial management module and business area. The RFP gives PRDoH the
chance to select a forward-thinking vendor that can support their current and future goals and is
committed to Medicaid and the Children's Health Insurance Program (CHIP). The vendor should
have multi-faceted and deep Medicaid and CHIP experience. Conduent offers this through
government healthcare-related contracts in numerous states that support similar services to
those required by the RFP. Because we have been involved in many successful Medicaid and
CHIP project implementations, we have the skills and experience necessary to be the flexible,
reliable, and innovative partner that PRDoH seeks. Further, Conduent is in full support of Puerto
Rico’s continued enhancement and maturity of its Medicaid program. Our operations and
systems team will be strong partners with PRDoH in your efforts to continually enhance and
mature the PRMP. We know it is a necessary goal to sustain the enhanced funding received
through P.L. 116-94. For these reasons, we believe we are the best company to help PRDoH
improve the MES financial business area and support managed care services to the more than
1.5 million beneficiaries in the Puerto Rico Medicaid program.

B-8 © 2021 Conduent Business Solutions of Puerto Rico, Inc.
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Overview of Conduent’s Qualifications

Conduent brings a wealth of expertise and strong credentials to the MMIS Phase Ill Project to
deliver a reliable and configurable financial management module. With 50 years of Medicaid
experience, we provide a superior understanding of and capability to navigate the challenges
associated with delivery of government benefits and services. Our dedicated solution teams and
subject matter experts have deployed and implemented a variety of government healthcare
projects across the nation. We offer a suite of healthcare technology and services targeted
specifically to Medicaid. We are a pioneer in the development of MMIS and managed care
solutions dating back to the 1970s. Since then, we have enjoyed a historic partnership with the
Centers for Medicare & Medicaid Services (CMS) as we have worked successfully to ensure our
state partners have certified systems from the day of implementation. Conduent currently has
healthcare-related contracts with government customers in 31 states, the District of Columbia,
and Puerto Rico, which provide a range of healthcare solutions and services that positively
affect the lives of millions of people. In several of these states, we deliver healthcare services
under multiple contracts. Figure B.3-1 illustrates our national government healthcare experience
that sets us apart from our competitors.

5@ Years of Nationwide Experience in Medicaid and Healthcare Services

Health Information
Analytics and Reporting

Medicaid Management
Information Systems (MMIS)

Healthcare Enrollment Broker
(Medicaid/Medicare)

Long-Term Care (LTC)

and Home and Community-
based Services (HCBS)
Health Information
Exchange (HIE)/Electronic

Fraud, Abuse, Audit
and Compliance

Health Information
Technology (HIT)

Medicaid Eligibility Pharmacy Benefits

Syslams Managsmot Health Records (EHR)
Contact Center L Manggerr!entICare Payment Method
. Coordination/Disease
Services Development (PMD)
Management
Fiscal Agent Primary Care Case Health Insurance

Services (FAS) Management (PCCM) Exchanges (HIX)

Data Warehouse (DW) and Decision Support Services (DSS) Technology

Figure B.3-1. Conduent Offers a Wealth of Healthcare Experience
Conduent has served government healthcare programs since the start of Medicaid
with the flexibility and agility to accommodate changes in program direction.
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Approach to Delivering the Goods and Services Described in the RFP

Our approach to delivering the goods and services described in the RFP leverages the
experience we have gained and solutions we have built from 50 years in the Medicaid industry.
With a history of implementing solutions and performing fiscal agent services for some of the
largest and smallest Medicaid programs in the country, we understand the nuances and
challenges associated with delivering the services described in the RFP.

To effectively deliver the RFP’s scope of work, we follow our proven Quality Management
System (QMS). The QMS is composed of our Project Management Methodology (PMM),

© 2021 Conduent Business Solutions of Puerto Rico, Inc. B-9
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System Development Methodology (SDM), Training Methodology, and Operations Methodology.
This holistic approach enables our team to reliably plan and execute project activities. By using
our QMS standardized and consistent processes, we implement a proven formula for success
during the implementation and repeat the processes to support your ongoing operations.
Strengthened and reinforced by implementing and refining our QMS in our current government
healthcare-related contracts, our methods provide a pathway to expertly satisfy the project
scope of work. We use our QMS methods to produce predictive, high-quality results for PRDoH.

Our approach takes all requirements within the RFP into consideration and provides appropriate
controls and reporting throughout the contract term. We consider the implementation and
ongoing operations of your new financial management module a significant project and a
privilege to manage. Our approach follows proven practices and procedures in our QMS and
provides a delivery team with extensive Medicaid experience.

Timeframe for Delivering the Goods and Services

Conduent fully supports Puerto Rico’s vision for deploying the financial management module in
a phased approach to allow for early deployment of solution functionality. Based on our careful
review of the RFP requirements, we propose to implement our CMdS solution in three phases:

e Phase 1. During this phase, we implement functionality and convert data to support the RFP
requirements associated with validating provider capitation payments against encounter/
claim data. Our process will perform extensive data quality and validation edits.

e Phase 2. We implement federal reporting requirements for encounter/claim data and other
reports during this phase. We will work with PRDoH during implementation to finalize the
reporting to implement early based on the encounter/claim data available from Phase 1.

e Phase 3. During this phase, we implement the remaining RFP requirements for the MMIS
Phase Il project. This includes making premium payments to MCOs, federal reporting
associated with premium payments, PERM support, and the other remaining requirements.

Figure B.3-2 provides a high-level timeline for the three phases. We complete Phase 1 in 9
months, Phase 2 in 12 months, and Phase 3 in 18 months.

Puerto Rico MMIS Phase Il Project

Project Initiation & Planning

¢ Requirements ---

Phase 1: 835 and MCO Matching --------

¢ Solution Design and Testing -------

e Solution Deployment -

Phase 2: Federal Reporting -----------

¢ Solution Design and Testing ----------

e Solution Deployment -

Phase 3: CMS Claims and Financial -----------------
¢ Solution Design and Testing ----------------

e Solution Deployment -
Data Conversion N I O O B R

Figure B.3-2. Our Phased Approach to Implementation
Our phased approach results in a successful implementation of your requirements.
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Proposed Team

We provide a highly skilled project team with Medicaid experience delivering similar services to
those required by the RFP. Table B.3-1 describes the key leaders we are proposing for our
project team. We are also teaming with CITRIOM, LLC to supplement resources, provide
additional subject matter expertise, and share knowledge, enhancing our ability to deliver on
critical requirements. CITRIOM, LLC has provided services for the Puerto Rico Medicaid
Enterprise since 2015; has a solid rapport with ASES and PRDoH; and has a good
understanding of the MMIS, new Eligibility and Enrollment Solution (MEDITI3G), Financial
Business Area, and the High Cost High Needs (HCHN) Program. CITRIOM, LLC will be an
asset to our project team to help us provide the level of service PRDoH expects and deserves.

Table B.3-1. Key Staff Highlights

Name, Title, and Qualifications

Account Manager Simona Taylor is a seasoned leader
with the skills to successfully manage our project team to
meet and exceed performance expectations. Simona
currently leads our Wyoming MMIS/fiscal agent account
and has 10 years of account management experience.

Business Lead Fernando Maldonado is ideally suited
to fulfill his role with his three years of experience
serving as a senior business analyst for Conduent
Business Solutions of Puerto Rico. Prior to joining
Conduent, Fernando spent 12 years working for other
companies honing his business analysis skills.

Implementation Manager Nancy Hyde (PMP) has 15
years of experience working at Conduent for the
Wyoming Medicaid account. During this time, she spent
four years managing system implementations. Nancy
knows how to inspire and bring out the best in our
employees, with an emphasis on quality and
performance.

Certification Lead Nina Boyd has worked at Conduent
for 20 years and is a CMS certification expert. She led
the successful certification of our North Dakota MMIS
and currently serves as the certification lead for five
government healthcare projects. Nina is ready to apply
her valuable skills to the project.

Quality Assurance Manager Jessica Russ has 12
years of experience in developing quality control
functions for system implementations, three of those
years for Medicaid projects. Jessica is passionate about
delivering quality services that are accurate and timely.

Information Security Architect / Privacy Data Protection Officer Dev Alapati has 10 years of IT security
experience, including developing technical and risk assessment techniques, tools, and practices, and working with
federal security and privacy requirements. He has the skills needed to ensure that our solution architecture
supports PRMP’s security needs throughout the contract term.

Project Manager Jacqueline Bester (PMP) has 13
years of experience working on Conduent Medicaid
projects in a project manager role. Her expertise
allows her to provide unparalleled PRMP support for
project implementation and operations.

Technical Lead David Copenhaver has worked at
Conduent for 22 years, serving in various MMIS
technical roles. For the past three years he has served
as Conduent’s technical MMIS manager for Hawaii
and Montana. David has a detailed understanding of
our solution, making him the ideal candidate for his
role.

Operations Manager Kelly Mayo (PMP) has 15
years of experience working at Conduent in Medicaid
project management roles. This experience has
provided him with direct relevant experience and in-
depth knowledge of Medicaid needed to fill the role of
operations manager.

Documentation Management Lead Amanda
Musson has worked at Conduent for 17 years for
multiple Medicaid projects. She understands the
importance of well-written and accurate
documentation and has the expertise to manage the
tasks related to project documentation.

Test Manager Greta Dennis has 12 years of
experience working on Conduent Medicaid projects in
a testing role. She is the perfect candidate to fill her
role based on her extensive experience managing,
planning, and coordinating testing activities.

Key Advantages of Our PRMP Proposal

Conduent proposes our CMdS solution to meet, and in many cases exceed, the RFP
requirements. CMdS provides key advantages to Puerto Rico because of its innovative and
complete financial management functionality that automates many of your current manual
processes. CMdS supports your needs of today, with the ability to quickly adapt to your program

© 2021 Conduent Business Solutions of Puerto Rico, Inc.
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improvements of tomorrow. With the implementation of the financial management module, the
PRMP expects to reap multiple benefits from the solution. Table B.3-2 lists these benefits and
how CMdS helps the PRMP achieve them.

Table B.3-2. Achieving PRMP Expected Benefits

Expected Benefit

solutions within the
Medicaid Enterprise
¢ Increased capability to
interface and integrate
with MES modules
and/or solutions
Increased methods to
achieve solution
integration to support
modularity, reuse, and
configurable components

e Enhanced visibility into
premium payment rates
and rate adjustments

e Greater visibility into
capitation payments
from carriers to
providers

e Enhanced ability to
reconcile premium
payments to rates,
capitation payments to
providers, and
capitation payments for
beneficiary services

Increased automation of

premium payment

adjustments

Enhanced financial
reporting capability

Integrated solution
functionality, business
processes, and reporting
to support PERM

¢ Integration of disparate A CMdS is built on the principles of modularity, allowing it to integrate seamlessly through

How CMdS Helps Achieve the Benefit

a single point of contact (Enterprise Service Bus [ESB]) with disparate systems used by
the PRMP. CMdS leverages innovative technological approaches to automate and
streamline data exchanges between the different modules in the MES ecosystem.
Further, CMdS has the capability to support an unlimited number of interfaces with
MES modules and/or solutions to achieve the RFP’s business outcomes. Data is
exchanged between disparate systems despite the technology the MES uses.

Our solution includes commercial off-the-shelf (COTS) products that leverage industry
best practices, reduce costs, limit code development, and implement new features in
shorter implementation cycles. Examples of CMdS COTS products include IBM Cognos
Analytics for standard and ad hoc reporting, Red Hat Fuse for the ESB, and DocFinity
for the Electronic Content Management (ECM) solution. The COTS products are
seamlessly integrated into the solution to support modularity, reuse, and configurable
components. For example, DocFinity is capable of storing and indexing documents
from additional MES modules to support reusability.

CMdS comes packaged with a proven, high quality reporting solution that leverages
IBM Cognos Analytics. As an industry leading business intelligent tool, Cognos
provides a stable and mature platform for producing reports and analytics. Cognos is
web-based and integrated seamlessly into our solution. Cognos provides enhanced
visibility into premium payment rates, rate adjustments, premium payments, provider
capitation payments, and other financial data consumed by the system. Cognos
includes full ad hoc query and reporting access to the data repository that provides the
data backbone of CMdS. Cognos supports colorful visualized dashboard views that
allow users to quickly gain insights and drill-through to related reports. All users, from
novice to expert, will easily find and execute reports using Cognos. The more advanced
users will enjoy exploring the extensive analytic and dashboard capabilities of the ad
hoc environment. This is all made possible by the easy-to-use web-based user
interface supplied by the product. In fact, ease of use was one of the critical evaluation
criteria that Conduent used in choosing the reporting platform for CMdS.

Automated adjustment processing comes packaged with CMdS. The solution can
automatically identify when premium payments need adjustment and automatically
create the adjustments without user intervention. We will work with PRDoH during
implementation to define the criteria for automated adjustments. For example, CMdS
can automatically identify provider claims for immunizations for Early and Periodic
Screening Diagnostic and Treatment (EPSDT) beneficiaries and generate an
adjustment to the premium based on PRMP-defined criteria. CMdS can also
automatically perform mass reversals and replacements to premium payments when
ASES determines that members were inappropriately classified as HCHN.

Enhanced financial reporting is a standard feature of CMdS. The solution comes
packaged with the federal reports required by the RFP, such as the CMS-37 and
CMS-64, and other standard financial reports. Cognos provides a canvas for users to
build custom, on-the-fly ad hoc queries and reports using the data CMdS will cleanse
and prime for federal reporting. Users can create reports combining lists and tables with
pie, bar, line, and other charts, including dashboards. Our solution helps users turn
data into information. A key feature of Cognos is the ability to drill up and down through
data to see high-level summary data or granular-level detail in the ad hoc environment.
CMdS is an integrated solution that fully supports the data required for PERM audits.
Our core edits comprise configurable business rules to ensure accuracy of data and to
support PERM audits. Conduent provides a subject matter expert (SME) to serve as a
PERM resource to assist in PERM activities and assignments, including interaction with

compliance the CMS PERM team. The SME engages other Conduent team members as needed to
provide data, and address solution questions. We provide additional technical
resources as needed throughout the process of report development.

B-12 © 2021 Conduent Business Solutions of Puerto Rico, Inc.
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4. Subcontractor Letters (if applicable)

If applicable, for each proposed subcontractor the vendor should attach to Attachment B: Title
Page, Executive Summary, Subcontractor Letters, and Table of Contents a letter from the
subcontractor, signed in blue ink by an authorized signatory legally binding the subcontractor,
which includes the following information:

e The subcontractor's legal status, federal tax identification number, D-U-N-S number, and
principal place of business address.

e The name, phone number, fax number, email address, and mailing address of a person who
is authorized to legally bind the subcontractor to contractual obligations.

o A description of the work the subcontractor will perform.
¢ A statement of the subcontractor's commitment to perform the work if the vendor is selected.

¢ A statement that the subcontractor has read and understands the RFP, and will comply with
the requirements of the RFP.

¢ A statement that the subcontractor will maintain any permits, licenses, and certifications
requirements to perform its portion of the work.

After this page, please find a letter from our subcontractor CITRIOM, LLC.

© 2021 Conduent Business Solutions of Puerto Rico, Inc. B-13
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. . 151 Calle De San Francisco, Ste 200
veCcitriom San Juan, PR, 00901

September 20, 2021

Lourdes Arroyo Lopez
Solicitation Coordinator

cc: lourdes.arroyo@salud.pr.gov
SUBJECT: Subcontractor Letter

Dear Ms. Arroyo:

CITRIOM, LLC is very pleased to serve as subcontractor to Conduent Business Solutions of Puerto Rico,
Inc. for the Puerto Rico Medicaid Enterprise System Medicaid Management Information System Phase IlI
Request for Proposal (RFP) 2021-PRMP-MES-MMIS-P3-001.

Per instructions in Attachment B: 4. Subcontractor Letters, we provide the following information:

1. The subcontractor's legal status, federal tax identification number, D-U-N-S number, and principal place
of business address.

Legal Name: CITRIOM LLC

Legal Status Limited Liability Company

Federal Tax Identification 66-0826062

Number

D-U-N-S number 079989848

Principal Place of Business 151 Calle De San Francisco, Ste 200
Address San Juan, PR, 00901

2. The name, phone number, fax number, email address, and mailing address of a person who is authorized
to legally bind the subcontractor to contractual obligations.

Name: Juan Rosas Gervilla, President
Authorization to Legally Bind CITRIOM LLC to Contractual Obligations

Phone Number 787-527-2762

Fax Number N/A

Email Address juan.rosas@ecitriom.com

Mailing Address 151 Calle De San Francisco, Ste 200

San Juan, PR, 00901

This entire page Trade Secret B-15
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3. A description of the work the subcontractor will perform.

CITRIOM will provide the following services:

Data Conversion

System Configuration

Testing (System and Functional Method of Procedures [MoPs]/Features)
Deployment

Project Management, Planning, Organization, and Staffing

Training

Maintenance and Operation (M&O)

4. A statement of the subcontractor's commitment to perform the work if the vendor is selected.
CITRIOM is committed to perform the work if Conduent is selected for the project.

5. A statement that the subcontractor has read and understands the RFP and will comply with the
requirements of the RFP.

CITRIOM has read and understands the RFP and will comply with the requirements of the RFP.

6. A statement that the subcontractor will maintain any permits, licenses, and certifications requirements to
perform its portion of the work

CITRIOM will maintain any permits, licenses, and certifications requirements to perform its portion of the
work.

By signing, | confirm that | am authorized to legally bind CITRIOM LLC to serve as subcontractor to
Conduent Business Solutions of Puerto Rico, Inc. on this project.

CITRIOM LLC
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6. Disclosure of Response Contents

This section should contain the disclosure of response contents and the related signature as
detailed within Section 5.6 of the RFP.

After this page, please find our Disclosure of Response Contents.
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Section Five: Award of the Contract

This section provides the vendor with information on the process for contract award, the process
for contract clarification and negotiations, the disclosure of responses to the public, failure to
negotiate.

5.1 Clarifications and Negotiations

PRMP reserves the right to award a contract on the basis of initial responses received;
therefore, each response shall contain the vendor’s best terms and conditions from a technical
and cost standpoint. PRMP reserves the right to conduct clarifications or negotiations with one
or more vendors. All communications, clarifications, and negotiations shall be conducted in a
manner that supports fairness in response improvement

5.2 Contract Clarifications

PRMP reserves the right to award a contract on the basis of initial responses received;
therefore, each response shall contain the vendor’s best terms and conditions from a technical
and cost standpoint. PRMP reserves the right to conduct clarifications or negotiations with one
or more vendors. All communications, clarifications, and negotiations shall be conducted in a
manner that supports fairness in response improvement.

5.3 Contract Negotiations

PRMP may elect to negotiate with one or more vendors by requesting revised responses,
negotiating costs, or finalizing contract terms and conditions. PRMP reserves the right to
conduct multiple negotiation rounds or no negotiations at all.

5.4 Cost Negotiations

All vendors, selected for negotiation by PRMP, will be given equivalent information with respect
to cost negotiations. All cost negotiations will be documented for the procurement file.
Additionally, PRMP may conduct target pricing and other goods or services level negotiations.
Target pricing may be based on considerations such as current pricing, market considerations,
benchmarks, budget availability, or other methods that do not reveal individual vendor pricing.
During target price negotiations, vendors are not obligated to reduce their pricing to target
prices, but no vendor is allowed to increase prices.

5.5 Failure to Negotiate

If PRMP determines that it is unable to successfully negotiate terms and conditions of a contract
with the apparent best evaluated vendor, then PRMP reserves the right to bypass the apparent
best-ranked vendor and enter into terms and conditions contract negotiations with the next
apparent best-ranked vendor.

5.6 Disclosure of Response Contents

All materials submitted to PRMP in response to this RFP shall become the property of the
Government of Puerto Rico. Selection of rejection of a response does not affect this right. By
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submitting a response, a vendor acknowledges and accepts that the full response contents and
associated documents will become open to public inspection in accordance with the laws of
Puerto Rico. If a vendor determines there is a “Trade Secret” contained in the proposal, the
vendor must send a written notification to the Solicitation Coordinator when submitting the
proposal to prevent public disclosure of the “Trade Secret.” A redacted version of the technical
proposal may be provided to PRMP in the event that there are 'trade secrets' the proposing
Vendor wishes to not be made public. A redacted proposal should be provided separately from
the technical and cost envelopes, and should be in addition to (not in place of) the actual
technical or cost proposal. PRMP will keep all response information confidential, including both
technical and cost information, during the evaluation process, except for the questions and
answers before the submittal of proposals.

Vendors are encouraged to provide a redacted version of the technical proposal to PRMP in the
event that there are 'trade secrets' the proposing Vendor wishes not be made public. A redacted
proposal should be provided separately from the technical and cost envelopes, and should be in
addition to (not in place of) the actual technical or cost proposal.

Upon completion of response evaluations, indicated by public release of a Notice of Intent to
Award, the responses and associated materials will be open for review at Procurement |
Departamento de Salud de Puerto Rico or at an alternative location as defined by PRMP. Any
trade secrets notified by the vendor to the Solicitation Coordinator will be excluded from public
release.

By signing below, | certify that | have reviewed this Request for Proposal (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 the vendor to execute this bid or any documents related thereto on
vendor’s behalf: that | am authorized to bind the vendor in a contractual relationship; and that, to
the best of my knowledge, the vendor has properly registered with any Puerto Rico agency that
may require registration.

*+*Plaase include this disclosure and signature within Attachment B of the technical

ek

proposal response.

Conduent Business Solutions of Puerto Rico, Inc.

(Company)

Kelley Carson, Vice President =~

(Representative Name, Title)
512.589.1621

(Contact Phone/Fax Number)

9/13/2021

(Date)
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Attachment C: Vendor Qualifications and Experience [RFP Attch.C]

Cl1

Cl1

Organization Overview [RFP C.1]

Organization Overview [RFP C.1.1]

Vendors are NOT to change any of the pre-filled cells in the following tables.

Table 9: Vendor Overview

Vendor Overview ‘

Company Name

Conduent Business Solutions of Puerto Rico, Inc. (Conduent)

Name of Parent Company (If
Applicable)

Conduent Incorporated

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

Industry 561110
(North American Industry

Classification System [NAICS])

Type of Legal Entity Corporation
Company Ownership Private

Conduent Business Solutions of Puerto Rico, Inc. (Conduent) is a subsidiary of
Conduent Incorporated, which is a publicly-held corporation listed on NASDAQ.

Number of Full-Time Employees

Conduent Business Solutions of Puerto Rico, Inc. (Conduent)
e Full-time regular employees: 515

Conduent State Healthcare, LLC (CSH)

¢ Full-time regular employees: 1,958

Conduent Incorporated

e Our parent employs approximately 63,000 people worldwide

Last Fiscal Year Company
Revenue

$4.163 billion (Conduent Incorporated for fiscal year ended December 31, 2020)

As a subsidiary of Conduent Incorporated, Conduent Business Solutions of
Puerto Rico, Inc., does not maintain its own financial statements. The financial
results of Conduent Business Solutions of Puerto Rico, Inc. are included in
Conduent Incorporated’s reporting. Conduent Incorporated’s consolidated
financial statements are prepared in accordance with Generally Accepted
Accounting Principles (GAAP), independently audited by
PricewaterhouseCoopers, and submitted to the Securities and Exchange
Commission (SEC).

© 2021 Conduent Business Solutions of Puerto Rico, Inc.
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Vendor Overview ‘

CONDUENT

Last Fiscal Year Company Net
Income

FY 2020: -$118 million (loss)

The ($118 million) figure above represents a Loss from Continuing Operations.
However, this figure includes acquisition activity, restructuring, and divestiture
related costs. Adjusted for these items, Net Income was $144 million.

For the year ended December 31, 2020, we attribute an estimated $85 million
unfavorable impact on revenue to the effects of the COVID-19 pandemic. We
estimate that the combined effects of COVID-19 on our net revenue, incremental
costs, and benefit from temporary cost savings reduced our pre-tax income by
$23 million for the year ended December 31, 2020.

We'd like to offer a more current measure of Conduent’s financial strength:

e For Q2 2021, GAAP net income (loss) from Continuing Operations was $12M,
compared with $(51) M in Q2 2020, an increase of 123.5%

e For Q2 2021, GAAP Pre-tax Income (loss) was $19M, compared with $(64)M
in Q2 2020, an increase of 129.7%

Percentage of Revenue From
State and Local Government
Clients in the United States

31%

Government Services segment revenue for 2020 was $1.3 billion, representing
31% of our total revenues

Percentage of Revenue From IT
Design and Implementation
Services

Not Available

We provide IT Design and Implementation Services as part of our business
offerings, but we do not break out specific IT Design and Implementation
Services revenue separately.

Number of Years in Business

51 years (since June 19, 1970)

Number of Years Vendor has
been Providing the Type of
Services Specified in the RFP

We have been providing the types of service specified in the RFP for decades,
including:

e Medicaid Technology Services: 50 years
e Fiscal Agent/Fiscal Intermediary (FA/FI): 39 years

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

As of August 2021, Conduent has approximately 2,550 employees helping our
healthcare customers in implementing, operating, and maintaining their
healthcare programs.

Headquarters in the United
States

100 Campus Drive, Suite 200, Florham Park, NJ 07932

Locations in the United States

Puerto Rico Office: Guaynabo, PR
Other Offices by City and State

e Anchorage, AK

e Tempe, AZ

e East Hartford, CT
e Washington, DC
e Honolulu, HI

e Jackson, MS

e Helena, MT

e Henderson, NC
e Bismarck, ND
e Concord, NH

e Indianapolis, IN ¢ Hamilton, NJ

¢ Lexington, KY ¢ Albuguerque, NM

e Baton Rouge, LA e Columbia, SC

e Boston, MA e Austin, TX

e \Worcester, MA e Richmond, VA
e Elkridge, MD e Cheyenne, WY

¢ Jefferson City, MO

C-4
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CONDUENT

C.1.2 Subcontractor Overview (if applicable) [RFP C.1.2]

The vendor is not to change any of the pre-filled cells in the following tables.

Table 10: Subcontractor Overview

Subcontractor Overview

Company Name

CITRIOM LLC (CITRIOM)

System (NAICS)

Name of Parent Company (if N/A
applicable)

Industry 54151
North American Industry Classification |42343

Type of Legal Entity

Limited Liability Company

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

Number of Full-Time Employees 11

Last Fiscal Year Company Revenue 2,368,000.00
Last Fiscal Year Company Net Income |743,000.00
Percentage of Revenue From State 93%

and Local Government Clients in the

United States

Percentage of Revenue From IT 85%
Design and Implementation Services

Number of Years in Business 7 years

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

6 years (3 years as prime contractor)

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

11

Headquarters in the United States

151 Calle San Francisco Ste 200
San Juan, PR, 00901

Locations in the United States

Puerto Rico

C.1.3 Corporate Background

We provide corporate background information both for Conduent and our subcontractor,
CITRIOM LLC (CITRIOM), below.

© 2021 Conduent Business Solutions of Puerto Rico, Inc. C-5
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Conduent Corporate Background

Conduent brings unparalleled government healthcare experience to the project. With 50 years
of Medicaid experience, we provide a superior understanding of and capability to navigate the
challenges associated with delivering government benefits and services. Since our founding in
1970, our principal line of business is providing program administration solutions for
government-funded health and human services (HHS) programs with a primary emphasis on
state-administered Medicaid programs. We are a pioneer in the development of MMIS and
managed care solutions dating back to the 1970s. Since then, we have enjoyed an historic
partnership with the Centers for Medicare and Medicaid Services (CMS) and continue to work
closely with federal and state government entities to improve government program services
across the country.

Additionally, Conduent has an impressive 100% success rate in helping states to achieve and
maintain federal certification of MMIS legacy and modular solutions in 15 MMIS
implementations across 14 states and the District of Columbia (DC). We were also the first
CMS-certified PBM under modularity guidelines. Equally important, we know how to apply the
latest CMS Streamlined Module Certification/Outcomes Based Certification (SMC/OBC)
standards, as we have four SMC/OBC projects underway using these processes.

Figure C-1 features some of our key accomplishments throughout the decades.

Pioneered efforts in managed care
program design and development

dating back to the 1970s. Developed the first Medicaid Early and

Periodic Screening, Diagnosis, and
Developed the Medicaid Managed Treatment program in the nation in 1982.
Care Monograph Series for the
Department of Health and Human
Services, which educated L
community-based organizations

on issues concerning managed

care program development

and operation.

Pioneered enrollment assistance
services: First enrollment broker in the
nation both for Medicare (1983) and for
L Medicaid (1984).

First MMIS vendor to have a system
certified based wholly on the Medicaid
Enterprise Certification Toolkit (MECT)
criteria in 2012 (DC MMIS).

First contractor to process
Medicaid pharmacy claims at
the point-of-sale (POS) in 1992.

First vendor to have an MMIS module
® certified using the latest MECT module

CONDUENT checklist in 2017 (MT PBM).

Our Historic Medicaid Accomplishments

040.PRMMIS21
Figure C-1. A History of Achievements
Conduent has been a pioneer from the earliest days of Medicaid.

Since our development of the first MMIS prototype in 1971 and provision of fiscal agent (FA)
operations in 1982, we have transformed our technology and enhanced our service offerings to
address the challenges of Medicaid administration for the future. We offer a broad array of
healthcare services that provide our state customers a comprehensive set of solutions and
services that sets us apart from our competitors, as shown in Figure C-2.

C-6 © 2021 Conduent Business Solutions of Puerto Rico, Inc.
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5@ Years of Nationwide Experience in Medicaid and Healthcare Services

Health Information
Analytics and Reporting

Medicaid Management
Information Systems (MMIS)

Healthcare Enrollment Broker
(Medicaid/Medicare)

Long-Term Care (LTC)
and Home and Community-
based Services (HCBS)

Health Information
Exchange (HIE)/Electronic

Fraud, Abuse, Audit
and Compliance

Health Information
Technology (HIT)

Medicaid Eligibility Pharmacy Benefits

ysiams Maimgsmeit Health Records (EHR)
Contact Center fale I\_/Ianggem_ent/Care Payment Method
: Coordination/Disease
Services Development (PMD)
Management
Fiscal Agent Primary Care Case Health Insurance

Services (FAS) Management (PCCM) Exchanges (HIX)

Data Warehouse (DW) and Decision Support Services (DSS) Technology

Figure C-2. Decades of Experience/Extensive Service Offerings
Our diverse set of services support the technical and business needs of the Medicaid
enterprise— effectively accommodating changes in program direction.
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With a deep understanding of the government healthcare market segment, we work in
partnership with our customers to create solutions that help sustain their healthcare programs
for the future—focusing on key issues such as healthcare outcomes, care management, federal
regulations, and cost containment.

CITRIOM Corporate Background

CITRIOM LLC (CITRIOM) produces high-end technology solutions for empowering and
transforming great business ideas into daily life experiences. Founded in Puerto Rico in 2014,
CITRIOM has built a diverse workforce of professionals both with exceptional technical skills
and an innate understanding of the challenges faced by our territory that uniquely enable our
staff to care deeply for the effectiveness of the solutions delivered.

The literal definition of CITRIOM is Creativity, Competitiveness, and Collaboration — three pillars
that the company has built its corporate philosophy and ethos around since its inception.

CITRIOM offers specialized expertise within the healthcare industry — providing first-rate
consulting services to private and public organizations in their mission to build technology
platforms and services that operate in compliance with required standards and best practices.
While the health industry is our passion, CITRIOM also serves clients across diverse industries
including: Energy and Public Utilities, Private Insurance, Education, and Retail Businesses.

© 2021 Conduent Business Solutions of Puerto Rico, Inc. Cc-7
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CITRIOM specialize in the following core services:

o Data Analytics and Insights. CITRIOM delivers concrete analysis and actionable solutions
that enable their clients to make informed, timely decisions in confidence. Enhanced by
clear data visualizations, CITRIOM builds all technical modules and processes to discover,
inspect, clean, transform and model data, creating a robust data architecture and providing
a transformative data strategy.

e System Integration. It's becoming increasingly challenging to aggregate internal or external
subsystems and incorporate them into a solution where all parts work together as one.
CITRIOM’s Systems Integration Specialists help companies manage these complexities and
combine elements that enable automation of critical business processes. We offer
best-in-class advisory and implementation services to help companies manage their
technology organizations and portfolio of assets seamlessly.

e Custom Application Development. CITRIOM addresses the unique needs of any business
challenge by providing everything from a single technical expert to a fully embedded,
multi-disciplined team. CITRIOM staff are experts in conducting end-to-end Mission
Immersion, developing Customer Experience Design, and driving Application Architecture
and Services of any custom application. CITRIOM fast-tracks our clients’ projects through
Agile environment application development, DevOps, and continuous integration/continuous
delivery (CI/CD).

o Cloud ERP Solutions. As an Oracle partner, CITRIOM provides clients expedited
implementation of ERP Modules in the following key areas: Financials, Project
Management, Procurement, Risk Management, Monetization and Accounting, General
Ledger, Payables, Purchasing, Assets, Receivables, Cash Management, Expenses,
Inventory, and more.

C.1.4 Experience in Public Sector

We provide both Conduent’s and CITRIOM’s public sector experience below.

Conduent Public Sector Experience

As one of the few companies focused on solutions and services with expertise supporting the
public sector industry, Conduent brings unparalleled government healthcare experience to the
project. We offer our state customers a broad array of solutions and services that sets us apart
from our competitors.

As shown in Figure C-3, Conduent currently has healthcare-related contracts with government
customers in 31 states, the District of Columbia (DC), and Puerto Rico which provide a range of
healthcare solutions and services that positively affect the lives of millions of people. For several
of these states, we deliver healthcare services under more than one contract. Additionally, many
of our current contracts represent multiple consecutive contract awards.

C-8 © 2021 Conduent Business Solutions of Puerto Rico, Inc.
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Figure C-3. Nationwide Government Healthcare Experience
Our breadth of experience gives us a strong overall perspective of national healthcare trends.

Our areas of specialization include providing government healthcare solutions that integrate a
full spectrum of systems and services such as:

¢ MMIS and/or Fiscal Agent Services. Design, development, implementation (DDI) or
takeover, operation, and maintenance of solutions and provision of Fiscal Agent (FA)
operations including claims processing, provider, financial, member, electronic data
interchange (EDI), web portal, call center, certification support, third-party liability (TPL),
mailroom, prior authorization utilization management, early and periodic screening,
diagnostic and treatment (EPSDT) services, and more.

o Pharmacy Benefits Management (PBM). DDI or takeover, operation, and maintenance of
pharmacy solutions and provision of operations services including claims processing,
prospective and retrospective drug utilization review (ProDUR/RetroDUR), prior
authorization (PA), preferred drug list (PDL) development/maintenance, clinical consulting,
drug rebate administration, prescribing pattern analysis, prescriber and patient education,
pharmacy auditing, and more.

© 2021 Conduent Business Solutions of Puerto Rico, Inc. C-9
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e Public Health/Disease Surveillance. Case management and tracking services using our
Conduent-developed disease surveillance and outbreak management solution. Provision of
Centers for Disease Control and Prevention (CDC) and other health agency reporting
across multiple disease conditions including COVID-19, EMS/trauma, birth defects,
tuberculosis, human immunodeficiency virus (HIV), sexually transmitted diseases (STD),
and more.

e Eligibility and Enrollment Services. Design and implementation of eligibility and
enrollment solutions and provision of operations services including call center, application
intake, eligibility screening and determination, plan enrollment assistance, and more.

e Additional Healthcare Services. Design and implementation of health information
exchange/electronic health records (HIE/EHR), State Level Registry (SLR), and Enterprise
Information Management (EIM) systems. Provision of payment method development (PMD)
consulting services, Children’s Health Insurance Program (CHIP) administration, Fraud and
abuse detection (FAD), and more.

CITRIOM Public Sector Experience

Since our founding, CITRIOM has made a pivotal contribution within the Healthcare public
sector. We also support projects across the broader public sector in Puerto Rico, as cited in
Table C-1. Our transformational work has included providing many core services and solutions,
either as a prime contractor or subcontractor, to the following government agencies and entities.

Table C-1. CITRIOM Public Sector: Supporting Puerto Rico

Entity ‘ Services
Puerto Rico Health Insurance System Integration, Data Analytics, Automation of Medicaid Managed
Administration (ASES) Care Business Processes including Payment Audits and Adjustments,
Cloud Infrastructure
Puerto Rico Mental Health and System Integration, Data Management and Data Quality for
Anti-Addiction Services Administration = Federal Reporting
(ASSMCA)

Employees’ Retirement System of the =~ System Integration, Service Web Portal
Government of the Commonwealth of
Puerto Rico (Retiro)

Puerto Rico Electric Power Authority System Integration, Smart Grid “Pilot” Solution / Call Center
(AEE) Web Application

Municipality Of San Juan System Integration, Municipality Permits

C.1.5 Certifications

We provide relevant certifications both for Conduent and CITRIOM staff below.

Conduent Certifications

Our key staff bring the necessary experience and hold the relevant certifications for providing
leadership and creating the standards required for the successful implementation and
maintenance and operations phases, as cited in Table C-2.

C-10 © 2021 Conduent Business Solutions of Puerto Rico, Inc.
Trade Secret



Medicaid Management Information System (MMIS) Phase Il Effort
for the Puerto Rico Medicaid Program (PRMP) CONDUENT
Request for Proposal (RFP) 2021-PRMP-MES-MMIS-P3-001

Table C-2. Conduent Key Staff Certifications

Key Staff Certifications

Project Manager, Jacqueline Bester, PMP Project Management Professional (PMP) Certification

Implementation Manager, Nancy Hyde, PMP Project Management Professional (PMP) Certification

Operations Manager, Kelly Mayo, PMP Project Management Professional (PMP) Certification
Informa}tion St_acurity Architect/Privacy Data o Certified Information Systems Auditor (CISA) Certification
(Pé?é%t'on Officer, Chanakya (Dev) Alapati o Certified Information Security Manager (CISM) Certification
o Certified in Risk and Information Systems Control (CRISC)
o Certified in the Governance of Enterprise IT (CGEIT)
¢ ISO Lead Auditor and ITIL Certification
Business Lead, Fernando Maldonado Project Management Institute (PMI), Project Management
Professional (PMP) 35 hours completed — Pending Exam for
Certification for Q4 2021

CITRIOM Certifications

CITRIOM holds the following certifications and strives continuously to add further distinctions.

Table C-3. CITRIOM Certifications
INGES | Certifications

HL7 Gold Partner. CITRIOM advocates = HL7 FHIR® Proficient

the development of standards for the

health industry and has been an HL7

International Gold Partner since 2017.

HIPAA. Compliance with the continuous e HIPAA Security Certification

training for the Security Ryle of the e HIPAA Awareness for Business Associates Certification
Health Insurance Portability and

Accountability Act (HIPAA).

Project Management and Quality e Project Management Professional (PMP)
Assurance e Six Sigma Green Belt

e Scrum Foundation Professional Certificate (SFPC)
e Certified Scrum Product Owner (CSPO)

¢ Certified Scrum Master (CSM)

Oracle Gold Partner. CITRIOM is an e Oracle Database SQL Certified Associate
Oracle partner for the public Sector in ¢ Oracle Autonomous Database Cloud Certified Specialist
the Caribbean Region. o o )
e Oracle Application Express 18: Developer Certified Professional
e Oracle Cloud Infrastructure Certified Architect Associate
e Oracle Financials Cloud Certified Sales Specialist
e Oracle Cloud ERP Certified Solution Engineer Specialist

Amazon Web Services e AWS Certified Cloud Practitioner
o AWS Certified Solutions Architect

Microsoft o Application Development Certification
e Application Integration Certification

© 2021 Conduent Business Solutions of Puerto Rico, Inc. C-11
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CONDUENT

C.2 Mandatory Qualifications [RFP C.2]

Table 11: Mandatory Qualifications

Provide A Brief Narrative To Demonstrate Fulfillment Of
Requirement

Vendor
Meets?

Mandatory Qualification Item(s)

The vendor must demonstrate
experience within the last three (3)
years as the prime contractor for at
least three (3) federal, state, local
government or private healthcare
entities where the proposed solution
is currently being or has been
implemented.

YES

NO

An innovator in Medicaid technology, Conduent has
continually improved and evolved our Medicaid systems for
the past four decades. Our current Java-based, cloud-ready
system is currently in production in Alaska, New Hampshire,
and North Dakota.

All three systems have been certified by the Centers for
Medicare & Medicaid Services (CMS). Our proposed CMdS
solution for Puerto Rico has additional feature
enhancements and technical capabilities built over the past
three years.

The vendor must demonstrate at
least three (3) years’ experience in
Medicaid and Health and Human
Services.

YES

NO

With 50 years of Medicaid and Health and Human Services
experience, Conduent far exceeds the minimum three years
requirement. Our principal line of business is providing
program administration solutions for government-funded
health and human services (HHS) programs with a primary
emphasis on state-administered Medicaid programs.

Years of Experience At a Glance

e 50 years MMIS

¢ 40 years Medicaid Eligibility Systems

¢ 39 years Medicaid FA/FI

¢ 39 years Medicaid Call Center Services

¢ 38 years Medicaid Enrollment Broker

e 37 years Fraud, Abuse, Audit, and Compliance

e 29 years PBM

Conduent currently has healthcare-related contracts with
government customers in 31 states and the District of
Columbia (DC). In several of these states, we deliver
healthcare services under more than one contract.
Additionally, many of our current contracts represent
multiple consecutive contract awards.

Highlights of our historic Medicaid experience and
accomplishments include:

e Developed the General Systems Design (GSD) of a
prototype MMIS for the United States Department of
Health, Education, and Welfare in 1971.0ur MMIS GSD
was used as the standard for providing enhanced federal
funding to states for the development and operation of
Medicaid claims processing systems which became the
basis for Public Law 92-603 enacted by Congress to
provide such funding.

¢ Developed and installed the original MMIS in Ohio (1982),

which became the basis of many system transfers by
Conduent as well as other states and contractors.

C-12
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Vendor Provide A Brief Narrative To Demonstrate Fulfillment Of
Meets? Requirement

Mandatory Qualification Item(s)

¢ Pioneered efforts in Medicaid managed care program
design and development dating back to the 1970s

Developed the Medicaid Managed Care Monograph
Series for the Department of Health and Human Services,
which educated community-based organizations on issues
concerning managed care program development and
operation

¢ Developed the first Medicaid Early and Periodic
Screening, Diagnosis, and Treatment (EPSDT) program in
the nation in 1982

Pioneered enrollment assistance services serving as the
first enrollment broker (EB) in the nation both for Medicare
(1983) and Medicaid (1984)

First contractor to process Medicaid pharmacy claims at
the point-of-sale (POS) in 1992.

First MMIS vendor to have a system certified based wholly
on Medicaid Enterprise Certification Toolkit (MECT)
criteria in 2012 (DC MMIS)

First vendor to have an MMIS module certified using the
latest MECT module checklist in 2017 (MT PBM)

The vendor must include at least Please refer to Section heading C.5.1 Vendor (Prime)
three (3) references from projects References Form for a description of our reference projects
performed within the last three (3) which include:

years that demonstrate the vendor’s « District of Columbia (DC) MMIS/FA

ability to perform the scope of work S
described in the RFP. Vendors may * Mississippi MMIS/FA/PBM
only use one (1) reference per YES NO |e Virginia MMIS/FA/PES
project performed. PRMP strongly
prefers three (3) references from
different state Health and Human
Service engagements where this
proposed solution is currently being
or has been implemented.

The vendor must have at least three Conduent exceeds this minimum three-year requirement.
(3) years’ experience in operation of We currently operate Medicaid Enterprise solutions in

a Medicaid Enterprise solution compliance with all Federal and State regulations for the
similar to PRMP’s in compliance following Medicaid programs:

with all Federal and State o Alaska MMIS/FA: since 2007

regulations.

e District of Columbia (DC) MMIS/FA: since 2001
Mississippi MMIS/FA/PBM: since 2001
Montana MMIS/FA: since 1984

New Hampshire MMIS/FA: since 2005

YES NO |e New Mexico MMIS/FA/PBM: since 1994

North Dakota MMIS/PBM: since 2006

Virginia MMIS/FA: since 2009

¢ Wyoming MMIS/FA: since 1993

To demonstrate our experience, we include complete
descriptions of the projects listed below under Section
heading C.5.1 Vendor (Prime) References Form

e District of Columbia (DC) MMIS/FA
¢ Mississippi MMS/FA/PBM
e Virginia MMIS/FA/PES

© 2021 Conduent Business Solutions of Puerto Rico, Inc. C-13
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C.3 Existing Business Relationships with PRMP [RFP C.3]

Neither Conduent nor our subcontractor, CITRIOM, have had any direct contracts with the
Puerto Rico Department of Health (PRDoH) in the past 5 years. In our response below, we
provide the list of contracts we have with the Administracion de Seguros de Salud de Puerto
Rico (ASES) in support of the Puerto Rico Medicaid Program to demonstrate our experience
and knowledge in this area.

Conduent Response

Conduent has provided State Level Registry (SLR) technology and services to support Puerto
Rico’s Medicaid Provider Incentive Program across several contracts with ASES. Conduent
implemented our Software-as-a-Service (SaaS) SLR solution—on time and within budget—
under our first contract with ASES in 2012.

Table C-4 cites our contracts with Puerto Rico entities within the last five years beginning with
most recent contract start dates.

Table C-4. Conduent: Puerto Rico Contracts
Entity Name Contract Dates Project

ASES 03/18/2021 — 9/30/2021 | Puerto Rico EHR Incentive Program
e Operation/maintenance of Conduent-developed SLR solution
e Business operations services

ASES 10/1/2018 — 9/30/2019 Puerto Rico EHR Incentive Program
e Operation/maintenance of Conduent-developed SLR solution
e Business operations services

ASES 12/1/2017 — 9/30/2018 Puerto Rico EHR Incentive Program
e Operation/maintenance of Conduent-developed SLR solution
e Business operations services

ASES 10/1/2015 — 9/30/2017 Puerto Rico EHR Incentive Program
e Operation/maintenance of Conduent-developed SLR solution
e Business operations services

CITRIOM Response

CITRIOM has not held any contract with the Puerto Rico Department of Health (PRDoH)
Puerto Rico Medicaid Program (PRMP) or PRMP’s local municipalities within the last 5 years.
As shown in Table C-5, CITROM has a strong working relationship with ASES in support of the
Puerto Rico Medicaid Program.
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Table C-5. Relationship with ASES
Entity Name Contract Dates Brief Description

ASES 08/2018 - 06/2022 CITRIOM has maintained a continuous active business relationship
with ASES providing critical services related to the following:
System Integration; Data Analytics; Application Development; and
Automation of Medicaid Managed Care Business Processes
including Payment Audits and Adjustments.

CITRIOM has also been a provider of Cloud Infrastructure and
Platform as a Service (PaaS) to ASES as an Oracle Partner for the
Public Sector in Puerto Rico.

C.4 Business Disputes [RFP C.4]

Below we provide responses to this requirement both for Conduent and for our subcontractor,
CITRIOM.

Conduent Response

Conduent Business Services of Puerto Rico, Inc. (“CBSPR”) has had no such actions or
proceedings.

CBSPR is a subsidiary of Conduent, Inc. and has over 100 domestic and international entities
that would be considered affiliates of the proposer. Any material legal matters may be found in
the periodic disclosures to the Securities and Exchange Commission under Forms 10-K and
10-Q filed by our ultimate parent company, Conduent Incorporated, which are hereby
incorporated into this disclosure.

CITRIOM Response

CITRIOM has not had any disciplinary actions taken against the company. Further, CITRIOM
has had no administrative actions taken by any jurisdiction or person against CITRIOM.
Additionally there have been no judicial or administrative proceedings involving CITRIOM’s
sourcing activities, claims of unlawful employment discrimination, and anti-trust suits in which
CITRIOM has been a party within the last five (5) years.
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C.5 References [RFP C.5]

REQUIREMENT: RFP Section C.5

PRMP may conduct reference checks to verify and validate the past performance of the vendor
and its proposed Subcontractors.

C.5.1 Vendor (Prime) References Form [RFP C.5.1]

REQUIREMENT: RFP Section C.5.1

Include at least three (3) references from projects performed within the last three (3) years that
demonstrate the vendor’s ability to perform the scope of work described in this RFP. The vendor
should provide three (3) different clients/projects in order to demonstrate its experience.

The vendor should include project description, contract dates, and contact information
(customer points of contact, addresses, telephone numbers, and email addresses). The vendor
should explain whether it performed the work as a prime contractor or as a subcontractor.

The vendor is NOT to change any of the pre-filled cells in the following tables. The
vendor may add additional reference tables as necessary.

Table 12: Vendor References

Vendor Information

Vendor Name: Contact Name: Glenda Goodwin

Conduent Contact Phone: 202.906.8333

Customer Organization: Contact Name: Donald Shearer

District of Columbia Department of Healthcare Contact Title: Director/Health Care Operations
Finance (DCHF) Administration

Customer Address: Contact Phone: 202.698.2007

w;sﬁfngstct)n'\l[% ZS(BJ(i)tgllOOOS Contact Email: donald.shearer@dc.gov

Project Information

Total Vendor Staff: Approximately 57 (includes technical and non-technical staff)

Project Objectives:

e  MMIS implementation (Conduent Advanced MMIS)

e Second MMIS implementation (Conduent OmniCaid MMIS)
e Service level agreement (SLA) Compliance

e RetroDUR interventions

e Host DUR board meetings

e Drug Rebate collections

C-16 © 2021 Conduent Business Solutions of Puerto Rico, Inc.
Trade Secret


mailto:donald.shearer@dc.gov

Medicaid Management Information System (MMIS) Phase Il Effort
for the Puerto Rico Medicaid Program (PRMP) CONDUENT
Request for Proposal (RFP) 2021-PRMP-MES-MMIS-P3-001

Project Description:
Contract Duration: 2/28/2001 — 9/30/2021 / Current Contract: 10/1/2018 — 9/30/2022

Conduent is currently fulfilling a third consecutive contract with the District to provide MMIS and full FA operations
services. Our first contract included designing, developing, implementing, and operating a replacement MMIS
(Conduent’s Advanced MMIS) and establishing FA operations. The MMIS was certified retroactive to its first day of
operations (July 1, 2002). Under our second contract (2007), we deployed Conduent's OmniCaid MMIS, which
included additional capabilities such as a feature-rich secure web portal for providers and recipients; a clinical case
management system; a web-based reporting data mart; and enhanced surveillance and utilization review (SUR),
management and administrative reporting (MAR), and third party liability (TPL) systems.

OmniCaid MMIS was certified retroactive to its first day of operations (January 5, 2012). Both MMIS deployments
were completed on time and according to schedule.

Under our third contract, we continue to provide the following MMIS/FA services:
e FFS claims processing, payment, management, and PERM support

e Housing of encounter data for generating provider remittance advices and payments
o Financial processing support including EFT capitation payments to MCOs

e Process MCO encounters to capture the data from the claim

o Full fiscal agent services

o Federal reporting (i.e., CMS-64)

¢ Fraud and abuse detection

¢ Call center services for providers

e eSURs

o DSS/DW services

e Technical support for operations, maintenance, modifications, and system enhancements
e Web portal for providers and members

e Provider outreach

e Third party liability (TPL), including Medicare Buy-In

¢ Electronic document management support services

¢ Reference file maintenance

e Drug rebate

o Retrospective drug utilization review (RetroDUR)

¢ Quiality control, including monthly monitoring report

Additional Highlights

¢ In 2016, in accordance with CMS’ mandates for standardizing data collection and reporting, we implemented the
District’s Transformed Medicaid Statistical Information System (T-MSIS)

¢ In 2017, we implemented the My Health GPS health homes program for DHCF

¢ In 2018, we implemented a new prospective payment system using a modified price-based nursing facility
payment methodology for DHCF.

e In 2020, we implemented the District’'s Behavioral Health Transformation Waiver

Vendor’s Involvement: Prime Contractor

Project Benefits:

¢ On-time implementation of Advanced MMIS, with no disruption to stakeholders
¢ On-time implementation of OmniCaid MMIS, with no disruption to stakeholders
o Consistently meet all defined service level agreements (SLAS)

¢ RetroDUR performs four interventions per year and publishes monthly clinical paragraphs that are sent to the
DUR board members for review and approval to mail them. We create and present outcomes reports for each
intervention but not for the clinical paragraphs
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Key Personnel

Name: Glenda Goodwin Role: Director, Service Delivery

Name: David Eaton Role: Systems Development Senior Manager/Technology
Program Manager

Name: Peter Reese Role: Provider Relations Manager

Name: Ahronn Worsham Role: Health Care Data Analysts/Business Analyst

‘ Project Measurements:

Estimated one-time costs: $ $22,185,665 (Total Actual one-time costs: $24,363,278.00 (Total Current
Current Contract Value) Contract Value)

Reason(s) for change in one-time cost: Two option years exercised and service add-ons

Original Value of Vendor’s Contract: Actual Total Contract Value:
Current Contract: $22,185,665 Current Contract: $24,363,278.00

Reason(s) for change in value: Two option years exercised and service add-ons

Estimated Start & Completion Dates: | From: 08/2008 To: 12/2009

Note: Dates refer to the OmniCaid
MMIS implementation.

Actual Start & Completion Dates: From: 08/2008 To: 12/2009

Reason(s) for difference between Estimated and Actual dates: Not Applicable

If the vendor performed the work as a Subcontractor, the vendor should describe the scope of subcontracted
activities: Not Applicable

Vendor Name: Contact Name: Shneen Cannady, MCMP-I|
Conduent Contact Phone: 601.293.2974

Customer Information

Customer Organization: Contact Name: Terri R. Kirby, BSPharm, RPh, CPM
Mississippi Division of Medicaid (DOM) Contact Title: Pharmacy Director

Customer Address: Contact Phone: 601.359.9803

Walter Sillers BUI'dlng, 550 ngh Street, Suite 1000 Contact Email: Terri.Kirby@medicaid.ms.gov

Jackson, MS 39201

Project Information

Total Vendor Staff: Approximately 150 (includes technical and non-technical staff)

Project Objectives:

e Takeover of incumbent MMIS and FA operations; takeover of incumbent PBM system and operations
¢ Implementation of Conduent-developed MMIS and PBM solution

e Pharmacy Point of Sale (POS) Response SLA

¢ Increase Drug Rebate collection (FFS and MCO)
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Project Description:
Duration: 3/15/2021 — 06/30/2022/Current Contract: 07/01/2020 — 6/30/2022

Conduent has worked side by side with the Mississippi Division of Medicaid (DOM) for nearly 20 years—
representing five consecutive contract awards—to provide Medicaid Management Information System (MMIS),
Pharmacy Benefits Management (PBM), Medicaid Eligibility Determination System (MEDS), Decision Support
Services/Data Warehouse (DSS/DW), and Fiscal Agent (FA) services supporting the Mississippi Medicaid and the
Children's Health Insurance Program (CHIP).

Our initial contract in 2001 included the takeover, enhancement, and operation of the incumbent’s legacy MMIS and
provision of FA and PBM services. We accomplished the takeover of MMIS and PBM systems and operations in

10 months, according to schedule. Subsequently, through a 2003 contract amendment, we implemented our
replacement MMIS in 2003—which included our Medicaid Eligibility Determination System (MEDS)—and our PBM
POS and drug rebate solutions according to schedule.

In 2007 we implemented 14 major MMIS and MEDS enhancements, including a complete replacement of the
provider web portal.

Other notable projects we performed during our contract terms include:
e 2008. Successfully took over the DSS/DW from another vendor

¢ 2010. Implemented our web-based state level registry (SLR) system and services, and our automated pharmacy
prior authorization system

¢ 2012. Implemented our enhanced call center management solution

e 2012. Consolidated our two eligibility determination systems (Medicaid and CHIP) into a single MEDS solution
that handles Medicaid expansion and MAGI eligibility and is used by DOM staff to process eligibility daily

e 2013. Implemented our workflow and document management system, and enhancements for the federally
mandated HIPAA operating rule

Our Fourth Consecutive Contract
In 2014 we signed our fourth Mississippi contract to continue MMIS, MEDS, PBM, DSS/DW, and FA services.

Under this contract, we implemented a new MEDS for DOM that went live in August of 2016 according to
schedule. This system interfaces with the Federal Data Services Hub, allowing for healthcare.gov applicants to
receive real-time feedback on Medicaid eligibility. We also implemented 1095-B processing that same year.

Our Fifth Consecutive Contract

In June 2020, we signed a new contract to continue to provide MMIS, PBM, MEDS, DSS/DW, and FA services.
Conduent is currently working on a project to allow the Mississippi Portal for Medicaid, TANF, and SNAP applicants
to interface directly with the MEDS. These interfaces, in some cases, will allow applicants to receive real-time
eligibility decisions upon entering an application. This MEDS enhancement project is part of a multi-vendor
integration project.

Our services include:

¢ Claims processing, payment, and management, including fee-for-service (FFS), pharmacy claims, encounter
processing, and PERM support

e Process MCO encounters to capture the data from the claim
¢ Systems maintenance, modification, and enhancement

¢ Financial services, including processing of capitated payments to coordinated care organizations, MCOs, and
providers

Managed Care Enroliment
Beneficiary services, including enrollment, education, monitoring, and call center

Provider services, including web portal, call center, enroliment, verification, monthly monitoring, revalidation,
education, and publications

Maintain provider and Beneficiary eligibility records

Federal and ad hoc reporting

Call center services (provider and client)/automated voice response (AVR)
e Technical help desk
¢ Detection of fraud and abuse

e Decision support services/date warehouse (DSS/DW)/Executive Information System (EIS)/LAN/Network Support
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¢ Surveillance utilization review (SUR)

e Third party liability (TPL) support services, including Medicare Buy-In

e Prior authorization

e Support services, including quality management, project management, and training

¢ Electronic document management system (EDMS)/computer output to laser disk (COLD) reporting
¢ Medical review and claims resolution

¢ Quality and contractual compliance controls (report card)

e Correspondence tracking

¢ Health Insurance Portability and Accountability Act (HIPAA) compliance

¢ Production/issuance of plastic ID cards

e PBM services include POS claims processing and payment/(Pro-DUR); claims data warehouse/reporting; clinical
services; automated prior authorization; federal and MCO drug rebate administration; and pharmacy/therapeutics
committee

COVID-19 Support and CMS Mandate

At the outset of the COVID-19 pandemic and at our customer’s request, Conduent provided support by handling
Department of Medicaid calls during our customer’s staffing reduction. Additionally, we implemented modifications
to systems (eligibility, provider, reference, and claim), allowing clients to access care and providers to bill for
services related to the pandemic. We continue to work with DOM to minimize COVID-19 impediments to service
delivery for Mississippi Medicaid members.

CMS Mandate
We recently implemented critical changes for COVID-19 vaccine charges, a CMS mandate. The requirements were

approved on 12/17/2020, and our pharmacy team implemented the changes into production on 12/31/2020
according to schedule — a two-week turnaround time.

Vendor’s Involvement: Prime Contractor

Project Benefits:

e Accomplished takeover of MMIS and PBM systems and operations in 10 months — according to schedule
¢ Implemented Conduent-developed MMIS and PBM solutions — on time and on budget

e PBM POS average response time (2020): 0.28 seconds, exceeding SLA

e Total Rebate collected (2020): approximately $298M

Key Personnel

Name: Shneen Cannady, MCMP-II Role: Account Manager

Name: Darrell Bullocks Role: Deputy Account Manager

Name: Hal Plunkett Role: Operational Systems Group Manager

Name: Pamela Brown Role: Claims Operations Manager

Name: Adana Burks Role: Provider/Beneficiary Services Manager
Name: Tomekia Frazier Role: Finance/Banking Manager

Name: Joyce Grizzle Role: Pharmacist

Name: LaTonya Kirkland Role: Project Manager for Operations

Name: Stacy Apenteng Role: Quality Assurance Manager for Operations
Name: Rami Reddy Role: Data Base Administrator (Data Administrator)
Name: Hal Plunkett Role: Network Systems Manager

Name: Monica Erwin Role: HIPAA Privacy/Security Officer
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Project Measurements

Estimated one-time costs: : $145 million (Total Actual one-time costs: $145 million (Total Contract Value)
Contract Value)

Reason(s) for change in one-time cost: Not Applicable

Original Value of Vendor’s Contract: Actual Total Contract Value:
Current Contract: $145 million Current Contract: $145 million

Reason(s) for change in value: Not Applicable

Estimated Start & Completion Dates: | From: 03/2001 To: 10/5/2003

Note: Dates refer to both the MMIS
and PBM system takeovers and
implementations.

Actual Start & Completion Dates: From: 03/2001 To: 10/5/2003

Reason(s) for difference between Estimated and Actual dates: Not Applicable

If the vendor performed the work as a Subcontractor, the vendor should describe the scope of subcontracted
activities: Not Applicable

Vendor Information

Vendor Name: Contact Name: | Pamela Horrell
Conduent Contact Phone: |804.267.1131
Customer Information

Customer Organization: Contact Name: | Maryanne Paccione
Virginia Department of Medical Assistance Services Contact Title: IT Assistant Director
(DMAS)

Customer Address: Contact Phone: |804.306.2815

600 E Broad Street, Richmond, VA 23219 Contact Email: | Maryanne.paccione@dmas.virginia.gov

Project Information

Total Vendor Staff: Approximately 123 (includes technical and non-technical staff)

Project Objectives:

e Takeover and enhancement of incumbent MMIS and FA operations, to include provider enroliment services, call
center services from the State, and EDI services — supporting the Medicaid enterprise

e Takeover of PBM system and operations
e Enhancement of the Medicaid portal, supporting providers and other users
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Project Description:
Contract Dates 4/1/2009 — 6/30/2022, excluding a one-year option

Our initial contract in 2009 included the takeover and significant enhancement of the legacy MMIS and fiscal agent
(FA) operations from First Health System; provision of provider enroliment services (PES); and the takeover of the
legacy pharmacy point of sale (POS) system and provision of pharmacy operations services up to 10/01/2017. The
implementation was completed in 2010 — on time with no critical defects at Go Live.

During our partnership with DMAS, we updated the MMIS system for ICD-10 and other required procedure code
changes. In 2011, we successfully deployed the Executive Support System (data mart) to assist with program
reporting and analysis. The Virginia Commonwealth received the first Transformed Medicaid Statistical Information
System (T-MSIS) in the country, implemented by Conduent in April 2014. Additionally, we supported DMAS’
strategic goals in the Commonwealth’s most recent Medicaid Expansion, deployed in January 2019.

Our current operations services include:

o Fee-for-service (FFS) claims entry, adjudication, and payment, including PERM support

e Process MCO encounters to capture the data from the claim

e Encounter claims processing, including payment of capitation to providers and PMPM payments to MCOs

¢ Financial services including making EFT and check payments, managing bank accounts, bank reconciliation, and
return check processing

e System maintenance, modification, and enhancement
e Technical Help Desk
¢ 1095-B form production and mailing

¢ Call center for providers and beneficiaries, interactive voice response (IVR) system, customer relationship
management (CRM) system, and performance monitoring tools

¢ Provider relations, enrollment, screening, and web portal

¢ Electronic document management system (EDMS)/including Optical Character Recognition (OCR) technology

¢ Mail room services for inbound and outbound mail processing

¢ Beneficiary identification cards (ID) cards

e Security

¢ Electronic data interchange (EDI) support

¢ Project, quality, change, and risk management

Provider Enrollment, Web Portal, and Outreach Services

We provide extensive provider support including enroliment, web portal, and outreach services. We collect the

required enrollment information and enroll providers in the Medicaid program according to Commonwealth policy.

Our web portal supports online provider enrollment and outreach activities. Our outreach services support multiple

activities such as—gaps in medical service coverage, training, provider complaints, and modifications to the Virginia

Medicaid program policies and procedures. Our Provider Communications Plan identifies major marketing,

communication, and outreach activities along with confirmed or anticipated dates and the timeframes when the

activities will occur. Provider field representatives conduct ongoing education of providers as part of their routine

activities. Additionally, Conduent offers individual training to providers upon request. Training is delivered in person
at the Richmond, Virginia training facility or through another means such as phone or webcast.

COVID-19 Support
To support the DMAS response to the COVID-19 pandemic, we completed 11 emergency work orders for updates

to the MMIS that include procedure code changes, restoring beneficiary eligibility, changing timely filing limits,
recertification modifications, and bypassing assessments for skilled nursing facilities. Our operations created emalil

mailboxes for providers to use as another option for contacting us.

Vendor’s Involvement: Prime Contactor

Project Benefits:

¢ Successful takeover and enhancement of incumbent MMIS and FA operations, to include provider enroliment
services, call center services from the State, and EDI services—ahead of schedule, with no disruption to
stakeholders

e Successful takeover of PBM system and operation ahead of schedule, with no disruption to stakeholders
e Successful enhancement of the MMIS portal solution according to schedule, with no disruption to stakeholders
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Key Personnel

Name: Pamela Horrell Role: Account Manager

Name: Trammell West Role: Provider Manager

Name: Timothy Lewis Role: Call Center Manager

Name: Wade Burger Role: IT Director

Name: Shelia Smith Role: Claims Manager

Name: Deborah Hayes Role: Finance Manager

Estimated one-time costs: $114 million (4 yrs./Total Actual one-time costs: $114 million (4 yrs./Total Contract
Contract Value) Value)

Reason(s) for change in one-time cost: Not Applicable

Original Value of Vendor’s Contract: $114 million (4 yrs.) | Actual Total Contract Value: $114 million (4 yrs.)

Reason(s) for change in value: Not Applicable

Estimated Start & Completion Dates: | From: 4/1/2009 To: 6/27/2010

Note: Dates refer to the initial
takeover and enhancement of legacy
MMIS/PBM systems and operations

Actual Start & Completion Dates: From: 4/1/2009 To: 6/27/2010

Reason(s) for difference between Estimated and Actual dates: Not Applicable

If the vendor performed the work as a Subcontractor, the vendor should describe the scope of subcontracted
activities: Not Applicable

C.5.2 Subcontractor References (if applicable) [RFP C.5.2]

REQUIREMENT: RFP Section C.5.2

If the vendor’s proposal includes the use of subcontractor(s), provide three (3) references for
each subcontractor. The State prefers references that demonstrate where the Prime and
Subcontractors have worked together in the past.

Table 13: Subcontractor References

Subcontractor Information

Vendor Name: Contact Name: Juan Rosas Gervilla
CITRIOM LLC (Citriom) Contact Phone: | 787.527.2762
Customer Organization: Contact Name: Carlos J. Negrén Pabon
Puerto Rico Health Insurance Administration (ASES) Contact Title: Finance Director
Customer Address: Contact Phone: O: 787.474.3300 ext.1001
Urb. Caribe Calle Alda 1549 C: 787.579.6554
San Juan PR 00926-2712 Contact Email: chegron@asespr.org
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Project Information

Total Vendor Staff: | 4

Project Objectives:

e Maintenance and Operation of Capitation Payment Audits and Adjustments & Supplemental Payments.
e Implementation, Maintenance and Operation of the High Cost High Need (HCHN) Registry

o Implementation of the Member Rate Cell Adjudication for the HCHN Population.

Project Description:
Contract Duration: August 2018 — June 2022 / Current Contract: July 2021 — June 2022

In November 2018, ASES implemented a vast reform to the PR Government Health Plan (GHP) - Plan Vital. This
reform included a major change in the Capitation Payment methodology used to issue premium payments to the

Managed Care Organizations (MCO). This methodology introduced the use of Capitation Rate Cells for different

categories of population. These rate cells include those for the population identified with HCHN conditions under

the new HCHN Program of Plan Vital.

Highlights of projects we performed during our contract terms include:

e 2018. Adjusted ASES Audit and Adjustment Modules in order to incorporate the business rules introduced by
Plan Vital. This module, implemented by Citriom as a subcontractor, was delivered for the evaluation of the
Capitation Payment data in ASES’ legacy system and to identify payment anomalies including double payments
and issues relating to the Eligibility and Enroliment Data (i.e. incorrect rate cell payments). This module also
performs audits matching third party sources including the Mortality Report of the Demographic Registry in order
to identify payments made to the deceased population.

2019. Performed the System Integration for the HCHN Program, including the processing of HCHN reports from
5 different MCOs, and the HCHN Report from the ASES Actuary in order to maintain the HCHN Population
Registry. In addition, Citriom implemented modules for adjudicating rate cells to the HCHN population used by
ASES premium payment legacy system.

e 2020. Implemented the Objection to Payment (OTP) data processing module in order to produce a
comprehensive analysis of information from the MCO regarding capitation payment discrepancy inquiries. This
module enables ASES to better respond to payment objections and was instrumental in the identification of
anomalies in MCO reports explaining the vast majority of discrepancies and the required adjustments from the
MCOs.

2021. Implemented a new methodology defined by ASES for adjudicating HCHN rate cells. Citriom also
collaborated with ASES by providing data analysis scenarios related to the economic impact of the new
methodology.

e 2021. Performed the System Integration for the new Puerto Rico Demographic System which contains a new
information model and frequency. This is required to keep auditing payments for the deceased population.
Citriom also incorporated payment audits using the CMS Territory and State Beneficiary Query (TBQ)
Response File.

Citriom also performed the automation of validations required by the information department of ASES in order to
certify Supplemental and Reimbursement Payments related to: Special Drugs, Maternity Delivery Kick Payment,
State-Directed payment for Short-term Acute Care (STAC) Hospitals, and Reimbursement Payments for COVID19
Vaccines and Treatments.

Throughout the project, Citriom continuously provides data analysis required by ASES’ financial and executive
departments enabling them to: 1) Model payment scenarios and statistics used in ASES communications with
MCOs and Actuaries, and 2) Establish new contract period capitation rate cells.

Vendor’s Involvement:

Prime Contractor responsible for Business Requirement Refinement, System Analysis and Design,
Implementation, Quality Assurance, Project Management, System Maintenance and Operation (M&O) in support
to ASES staff.

Project Benefits:

o Recoupment of Federal and Commonwealth funds representing a return on investment that covers several
times the cost of the project (Only on Deceased audits more than $35M have been recouped)

e Improvement in the accuracy of payments by identifying discrepancies and the required adjustments from
the MCOs
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Key Personnel

Name: Roselly Perez Role: Data Scientist
Name: Lisley Chacon Role: Data Analyst Lead
Name: Juan Rosas Role: Account Owner and Technical Manager

Project Measurements:

Estimated one-time costs: $2,016,000 Actual one-time costs: $2,016,000

Reason(s) for change in one-time cost: Not Applicable

Original Value of Vendor’s Contract: Actual Total Contract Value:
Current Contract: $691,200 Current Contract: $691,200

Reason(s) for change in value: Not Applicable

Estimated Start & Completion Dates: | From: July 2020 To: June 2021

Note: Implementation of managed
care payment modules according to
schedule.

Actual Start & Completion Dates: From: July 2020 To: June 2021

Reason(s) for difference between Estimated and Actual dates: Not Applicable

If the vendor performed the work as a Subcontractor, the vendor should describe the scope of subcontracted
activities: Not Applicable

Subcontractor

Vendor Name: Contact Name: Juan Rosas Gervilla
CITRIOM LLC (Citriom) Contact Phone: | 787.527.2762

Customer Information

Customer Organization: Contact Name: Madeline Figueroa Rivera, Esq.

Puerto Rico Health Insurance Administration (ASES) . - . .
Contact Title: Director of Compliance Affairs

Customer Address: Contact Phone: 787.474.3300, ext. 2026

Urb. Caribe Calle Alda 1549 Contact Email: mfigueroa@asespr.org

San Juan PR 00926-2712

Project Information

Total Vendor Staff: 5

Project Objectives:
Implementation of ASES Software Platform for the Comprehensive Oversight Monitoring Plan (COMP)
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Project Description:
Contract Duration: March 2020 - June 2022 / Current Contract: July 2021 — June 2022

This project provides the implementation of a critical software platform to support the Medicaid Managed Care
Oversight and Monitoring Plan, defined by ASES.

The platform handles the Reporting Packages and collection of data through the delivery of redesigned / modified
reports (new layouts and templates), required by the Managed Care Organizations in contract with ASES. This
enables standardized forms and data submission from all MCOs, easing the ability to evaluate health plan quality
measures.

Comprising data warehouse and business analytics from dashboards with 200+ key performance indicators, the
platform is an all-encompassing Compliance Management Tool built to handle anomalies.

The COMP platform is divided by tiers that provide a high level global view and also access to granular level data
insights. Each tier has specific key performance indicators that are updated on an ongoing basis to account for
newly evaluated periods. These metrics must be constantly monitored by ASES in order to detect anomalies,
implement corrective solutions and action plans with the MCOs.

The COMP tool divides MCO behavior monitoring into six key fields, comprising the evaluation and monitoring of:

e The providers network relations areas (accessibility, availability and adequacy, and evaluation of full contracting
and credentialing status of providers)

o Integrity and Compliance Programs, comparing programs based on reported data, proper identification of
possible cases and suspicious behaviors of fraud, waste and abuse. Monitoring ensures the integrity and correct
management of federal Medicaid programs and funds

e Quality and clinical programs in relation to national and state standards
e Finance data, measuring solvency, efficiency and profitability of the MCOs

e Claims and encounters, oversight of complaints, timeliness, completeness, accuracy of processing and payment
of claims

e PBM, evaluation of the operation of the PBM, the costs of prescriptions and drug treatments, trends in use and
exceptions to standards, and costs of branded versus generic drugs and their financial impact.

Overview of Services:

Between March 2020 - June 2121, Citriom implemented the Software Platform for the Comprehensive Oversight
Monitoring Plan (COMP) — Phase | delivered on the first tier of metrics:

e Tier 1 Metrics. Designed for executive management, providing high level insight into MCO operations. These
metrics facilitate the identification of areas of concern and subsequently trigger a drill down requirements for
additional explanatory data. Recommended Tier 1 metrics include network access and appointment availability,
program integrity (PI), quality and clinical management, and financial.

Financial Metrics. The platform provides key metrics that track Solvency, Reliability, Profitability, Encounter
Data, Statutory (Efficiency) through processing the following data: Risk-Based Capital (RBC) Score (Proxy),
Current Ratio, Days Incurred but not Reported (IBNR), Underwriting Gain (% revenue), Net Income (% revenue),
Operating Income (% revenue), Encounter data completeness and timeliness, Medical Loss Ratio (MLR),
Administrative Expense Ratio (AER), Total Cost of Care (TCOC) PMPM, Value-Based Purchasing (VBP)
percent.

Network Access and Appointment Availability Metrics. In Plan Vital, network access and network adequacy
metrics were updated to reflect the island-wide coverage model. ASES established five key standards for MCOs
to uphold throughout the life of the program and must assess compliance quarterly with Centers for Medicare
and Medicaid Services (CMS). The reporting standards outlined meet the CMS requirements and therefore
assist ASES with gathering federally required data.

Pl Metrics. Key metrics that track the identification, investigation and outcomes of FWA activities by ASES,
Medicaid Fraud Control Unit (MFCU) and the MCOs.

Quality and Clinical Management Metrics. Key metrics that track utilization, performance and outcomes
measures.
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In July 2021, Citriom started implementing Project Phase 2, focusing on the development and implementation of
Compliance Management, including Tier 2: Category of Service (COS) expenses; Tier 3: Utilization metrics and
the Federal metrics.

e Compliance Management. Citriom develops and implements a specialized tool for the Compliance area which
enables track not only reporting issues, but also general compliance issues from the MCO, leveraging COMP for
MCO Compliance Monitoring. This tool allows ASES a formal monitoring system to evaluate MCO performance
across the operational domains specified below and further defined in the Plan Vital Model contract. States are
required to assess compliance in at least the following managed care program areas and may be implemented
through a combination of operational reviews, routine reporting and other oversight activities:

- Administration and management

- Appeal and grievance systems

- Claims management

- Enrollee materials and customer services

- Finance, including MLR reporting

- Information systems, including encounter data reporting

- Marketing

- Medical management, including UM

- Program Integrity

- Provider network management including provider directories

Tier 2 Metrics. Tier 2 metrics are designed for departmental reporting and primarily consist of key program
indicators and summarized aggregate data which identify key indicators for efficient oversight and monitoring.
Once metrics are compared over time, to peers and to expectations, the data provides actionable information.
COS metrics are broken into the service categories: inpatient, ER, outpatient, professional, prescription drugs
and other medical, which includes basic behavioral health (BH). Metrics are designed to capture PMPM
estimates and a percentage of TCOC. Areas of concern that are identified within Tier 2 metrics may trigger a drill
down requirement for additional explanatory data to provide further detail.

e Tier 3 Metrics. Tier 3 metrics are designed for analyst level reporting and provide specific utilization and MCO
experience for an in depth view into performance. Tier 3 metrics are required to be constantly evaluated by
ASES and used to inform Tier 1 and Tier 2 metrics. Tier 3 metrics allow ASES to identify whether increases in
expenses are caused by the incremental cost of services or the frequency with which services are used. Once
metrics are compared over time, between MCO and projections, the data provides further actionable insights.

Federal Metrics. Development of the Federal Reporting section and CMS Medicaid and CHIP (MAC) Scorecard
measures, which include the following:

o Medicaid Adult and Child Core Measurement Sets and the Early and Periodic Screening, Diagnostic and
Treatment (EPSDT) Measures

e The CMS Scorecard measures are also measures included in the Healthcare Effectiveness Data and Information
Set (HEDIS) annual reporting and COMP.

Vendor’s Involvement:

Prime Contractor responsible for Business Requirement Refinement, System Analysis and Design,
Implementation, Quality Assurance, Project Management, Deployments and System Maintenance and
Operation (M&O).

Project Benefits:

Ability for ASES to analyze relevant communication with MCOs regarding both MCO-specific and holistic system
trends. In addition, this facilitates timely Corrective Action Plans (CAPs) and targeted intervention where
appropriate, in conjunction with the Department of Medicaid.

A top-down concept approach is used to streamline the ASES oversight program and tailor the level of review
needed across different audiences. This approach is structured by identifying high-level metrics to measure MCO
performance vs benchmarks, over time, against peer submissions or to projections. These comparisons are
performed by recurring reviews of reporting and validated by MCO operational reviews (audits), enabling ASES to
identify key focus areas to maintain operational efficiency and contractual compliance.
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Key Personnel

Name: Valmy Gonzalez Role: Senior Technical Lead
Name: Gabriela Delgado Role: Data Visualization and User Experience Analyst
Name: Lourdes Jimenez Role: Senior Business Analyst

Project Measurements:

Estimated one-time costs: $2,016,000 Actual one-time costs: $2,016,000

Reason(s) for change in one-time cost: Not Applicable

Original Value of Vendor’s Contract: Actual Total Contract Value:
Current Contract: $864,000 Current Contract: $864,000

Reason(s) for change in value: Not Applicable

Estimated Start & Completion Dates: | From: July 2020 To: June 2021

Note: Implementation of the COMP
software platform according to
schedule.

Actual Start & Completion Dates: From: July 2020 To: June 2021

Reason(s) for difference between Estimated and Actual dates: Not Applicable

If the vendor performed the work as a Subcontractor, the vendor should describe the scope of subcontracted
activities: Not Applicable

Subcontractor Information

Vendor Name: Contact Name: Juan Rosas Gervilla
CITRIOM LLC (Citriom) Contact Phone: | 787.527.2762

Customer Information

Customer Organization: Contact Name: Rafael L. Vazquez Paniagua
Puerto Rico Health Insurance Administration (ASES) . - - -

Contact Title: Chief Information Officer
Customer Address: Contact Phone: 787.644.4010/ 787.474.3327
Urb. Caribe Calle Alda 1549 Contact Email: rlvazquez@asespr.org

San Juan PR 00926-2712

Project Information

Total Vendor Staff: | 2

Project Objectives:
Maintenance and Operation of ASES Input/Output (1/O) System Integration Platform
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Project Description:
Contract Duration: August 2018 — June 2022 / Current Contract: July 2021 — June 2022

The ASES I/0O module manages the data exchange between ASES and other entities processing an average of
155M transactions per month and performing rule engine data validations with instant notifications on data errors.

This module interconnects subsystems by means of data integration from the following external entities:

5 Managed Care Organizations (MCO), 5 Medicare Advantage Organizations (MAO), Pharmacy Benefit Manager
(PBM), ASES Actuary, Treasury Department, Puerto Rico Fiscal Agency and Financial Advisory Authority
(AFFAF), Puerto Rico Medicaid Management Information System (PRMMIS).

The ASES I/0O module also interconnects different internal subsystems within the agency including: Eligibility &
Enrollment Modules, Premium Payment Module, HCHN Program Modules and the ASES Accounting System
(MIP).

Deliverables during the course of this project:

e Implementation of Plan Vital Reporting Package Interfaces using XSD/XML standards in order to provide
efficient validation across both MCOs and ASES

e Enhancements to the interfaces for processing Encounter Data in ASES Proprietary Files. The system also
shares these files in an automated way with the ASES Actuary to feed their system. The encounter data from
this interface is currently used by the ASES Actuary to set PMPM Premium Rates for the Puerto Rico Medicaid
Enterprise

¢ Integration of interfaces for payments mediated by the Treasury Department related to Health Plans for
Government employees

o Integration of interfaces to receive detailed reimbursement transactions for Hepatitis-B and HIV Special Drugs

» Integration of interfaces to receive the actuarial report for setting the Direct Payment for Short-term Acute Care
(STAC) Hospitals

¢ Integration of interfaces to receive the results of third party Utilization Anomaly Auditors
¢ Interfaces to transmit HCHN Registry to the PRMMIS

e Enhancements to existing interfaces to submit accounting information related to Capitation Payments and
Supplemental Payments to the PRMMIS

o Integration of interfaces to receive End Of Month Reconciliation file form

o Improvements to ASES 1/O Application Programming Interface (API) in order to support version changes in the
Enterprise File Transfer (EFT) solution used by ASES (Citrix ShareFile)

The ASES I/0 module is implemented based on an Enterprise Service Bus (ESB) architecture and implements
data validation based on a Rule Engine. It's the main orchestrator of processes and integrates multiple subsystem
components for the automation of the ASES data exchange operation.

Vendor’s Involvement:

Prime Contractor responsible for Business Requirement Refinement, System Analysis and Design,
Implementation, Quality Assurance, Project Management, Deployments and System Maintenance and operation
(M&O) together with ASES Staff.

Project Benefits:

e Automation of Data interchange that leverages ASES staff to perform critical business analysis

¢ Instant validations and notifications that allow ASES to enforce compliance of data quality and due dates
e Enhancement of ASES business process automation

Key Personnel
Name: Jesus Garcia McCollins Role: Senior System Integrator

Name: Juan Rosas Role: Account Owner and Technical Manager

Project Measurements:

Estimated one-time costs: $1,008,000 Actual one-time costs: $1,008,000

Reason(s) for change in one-time cost: N/A
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Original Value of Vendor’s Contract: Actual Total Contract Value:
Current Contract: $345,600 Current Contract: $345,600

Reason(s) for change in value: Not Applicable

Estimated Start & Completion Dates: From: July 2020 To: June 2021

Note: Implementation of the ASES 1/O
adjustments according to schedule.

Actual Start & Completion Dates: From: July 2020 To: June 2021

Reason(s) for difference between Estimated and Actual dates: Not Applicable

If the vendor performed the work as a Subcontractor, the vendor should describe the scope of subcontracted
activities: Not Applicable

C.6  Financial Stability [RFP C.6]

REQUIREMENT: RFP Section C.6
The vendor should provide the following components for this section:

C.6.1 Dun & Bradstreet (D&B) Ratings [RFP C.6.1]

REQUIREMENT: RFP Section C.6.1

The vendor should provide the industry standard D&B ratings that indicate its financial strength
and creditworthiness, assigned to most U.S. and Canadian firms (and some firms of other
nationalities) by the U.S. firm D&B. These ratings are based on a firm's worth and composite
credit appraisal. Additional information is given in credit reports (published by D&B) that contain
the firm's financial statements and credit payment history.

Conduent Incorporated’s most recent D&B ratings are:

e PAYDEEX Score. 77 (out of 100). Equates to a Low Risk
e Supplier Evaluation Risk Rating. 4 (out of 9 with 1 being best). Equates to a Low Risk

o Financial Stress Class. 3 (out of 5 with 1 being best). Equates to a Moderate Rating

C.6.2 Financial Capacity [RFP C.6.2]

REQUIREMENT: RFP Section C.6.2
The vendor should supply evidence of financial stability sufficient to demonstrate reasonable
stability and solvency appropriate to the requirements of this procurement.

In the following table, please list credit references that can verify the financial standing of your
company.

In addition to Table 14, Credit References, after this Attachment C please find Conduent’s
audited financial statements for the past 3 years. Please note that as a subsidiary of Conduent
Incorporated the financial statements for Conduent Business Solutions of Puerto Rico, Inc. are
rolled into these financial statements. Conduent Inc. had revenues of $4,163M in FY 2020.
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Table 14: Credit References

‘ Institution Address Phone Number

Citi Corporate and Investment Banking | Technology | 388 Greenwich St, 35th Floor |212.816.0146

Javier Escobar New York, NY. 10013 Javier.escobar@citi.com
Wells Fargo Corporate & Investment Banking 30 Hudson Yards, 64th Floor |212.214.7221
David M. Mallett, Managing Director New York, NY 10001 david.mallett@wellsfargo.com

Technology, Media & Telecommunications

Conduent 10-K Financial Statement

After this page, please find Conduent’s financial statements, Form 10-K.
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UNITED STATES
SECURITIES AND EXCHANGE COMMISSION
Washington, D.C. 20549

FORM 10-K

(Mark One)
ANNUAL REPORT PURSUANT TO SECTION 13 OR 15(d) OF THE SECURITIES EXCHANGE ACT OF 1934

For the fiscal year ended: December 31, 2020
[0 TRANSITION REPORT PURSUANT TO SECTION 13 OR 15(d) OF THE SECURITIES EXCHANGE ACT OF 1934

For the transition period from: to:
Commission File Number 001-37817

CONDUENT INCORPORATED

(Exact Name of Registrant as specified in its charter)

New York 81-2983623
(State or other jurisdiction of incorporation or organization) (IRS Employer Identification No.)
100 Campus Drive, Suite 200, Florham Park, New Jersey 07932
(Address of principal executive offices) (Zip Code)

(844) 663-2638
(Registrant’s telephone number, including area code)

Securities registered pursuant to Section 12(b) of the Act:

Title of each class Trading Symbol(s) Name of each exchange on which registered
Common Stock, $0.01 par value CNDT NASDAQ Global Select Market

Securities registered pursuant to Section 12(g) of the Act: None

Indicate by check mark if the registrant is a well-known seasoned issuer, as defined in Rule 405 of the Securities Act. Yes x No o
Indicate by check mark if the registrant is not required to file reports pursuant to Section 13 or Section 15(d) of the Act. Yes o No x

Indicate by check mark whether the registrant (1) has filed all reports required to be filed by Section 13 or 15(d) of the Securities Exchange Act of 1934 during the preceding 12
months (or for such shorter period that the registrant was required to file such reports), and (2) has been subject to such filing requirements for the past 90 days. Yes x No o

Indicate by check mark whether the registrant has submitted electronically every Interactive Data File required to be submitted pursuant to Rule 405 of Regulation S-T during the
preceding 12 months (or for such shorter period that the registrant was required to submit such files). Yes x No o

Indicate by a check mark whether the registrant is a large accelerated filer, an accelerated filer, a non-accelerated filer, a smaller reporting company or an emerging growth
company. See definitions of “large accelerated filer,” “accelerated filer,” “smaller reporting company” and "emerging growth company" in Rule 12b-2 of the Exchange Act.

Large accelerated filer O Accelerated filer Non-accelerated filer O Small reporting company O Emerging growth company O
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If an emerging growth company, indicate by check mark if the registrant has elected not to use the extended transition period for complying with any new or revised financial
accounting standards provided pursuant to Section 13(a) of the Exchange Act. o

Indicate by check mark whether the registrant has filed a report on and attestation to its management’s assessment of the effectiveness of its internal control over financial
reporting under Section 404(b) of the Sarbanes-Oxley Act (15 U.S.C. 7262(b)) by the registered public accounting firm that prepared or issued its audit report.

Indicate by a check mark whether the registrant is a shell company (as defined in Rule 12b-2 of the Exchange Act). Yes O No
The aggregate market value of the voting and non-voting common stock of the registrant held by non-affiliates as of June 30, 2020 was $499,054,949.

Indicate the number of shares outstanding of each of the Registrant's classes of common stock, as of the latest practicable date:
Class Outstanding at January 31, 2021

Common Stock, $0.01 par value 212,149,685

DOCUMENTS INCORPORATED BY REFERENCE

Part Ill of this Form 10-K incorporates by reference certain portions of the Registrant's Notice of 2021 Annual Meeting of Shareholders and Proxy Statement (to be filed with the
Securities and Exchange Commission pursuant to Regulation 14A no later than 120 days after the close of the fiscal year covered by this report on Form 10-K).
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FORWARD-LOOKING STATEMENTS

From time to time, we and our representatives may provide information, whether orally or in writing, including certain statements in this Annual Report on Form 10-K (Form 10-K),
which are deemed to be “forward-looking" within the meaning of the Private Securities Litigation Reform Act of 1995 (the "Litigation Reform Act"). These forward-looking statements
and other information are based on our beliefs as well as assumptions made by us using information currently available.

The words “anticipate,” “believe,” “estimate,” “expect,” “intend,” “will,” "aim," “should,” "continue to," and similar expressions, as they relate to us, are intended to identify forward-
looking statements. In addition, all statements regarding the anticipated effects of the novel coronavirus, or COVID-19, pandemic and the responses thereto, including the
pandemic’s impact on general economic and market conditions, as well as on our business, customers, and markets, results of operations and financial condition and anticipated
actions to be taken by management to sustain our business during the economic uncertainty caused by the pandemic and related governmental and business actions, as well as
other statements that are not strictly historical in nature, are forward looking. These statements reflect our current views with respect to future events and are subject to certain risks,
uncertainties and assumptions. Should one or more of these risks or uncertainties materialize, or should underlying assumptions prove incorrect, actual results may vary materially
from those expressed or implied herein as anticipated, believed, estimated, expected or intended or using other similar expressions.

In accordance with the provisions of the Litigation Reform Act, we are making investors aware that such forward-looking statements, because they relate to future events, are by
their very nature subject to many important factors and uncertainties that could cause actual results to differ materially from those contemplated by the forward-looking statements
contained in this Form 10-K, any exhibits to this Form 10-K and other public statements we make. Our actual results may vary materially from those expressed or implied in our
forward-looking statements. These forward-looking statements are also subject to the significant continuing impact of the COVID-19 pandemic on our business, operations, financial
results and financial condition, which is dependent on developments which are highly uncertain and cannot be predicted.

Important factors and uncertainties that could cause actual results to differ materially from those in our forward-looking statements include, but are not limited to: government
appropriations and termination rights contained in our government contracts; our ability to renew commercial and government contracts, including contracts awarded through
competitive bidding processes; our ability to recover capital and other investments in connection with our contracts; our reliance on third-party providers; our ability to deliver on our
contractual obligations properly and on time; changes in interest in outsourced business process services; risk and impact of geopolitical events, natural disasters and other factors
(such as pandemics, including coronavirus) in a particular country or region on our workforce, customers and vendors; claims of infringement of third-party intellectual property
rights; our ability to estimate the scope of work or the costs of performance in our contracts; the loss of key senior management and our ability to attract and retain necessary
technical personnel and qualified subcontractors; increases in the cost of telephone and data services or significant interruptions in such services; our failure to develop new service
offerings and protect our intellectual property rights; our ability to modernize our information technology infrastructure and consolidate data centers; the failure to comply with laws
relating to individually identifiable information and personal health information; the failure to comply with laws relating to processing certain financial transactions, including payment
card transactions and debit or credit card transactions; breaches of our information systems or security systems or any service interruptions; our ability to comply with data security
standards; changes in tax and other laws and regulations; risk and impact of potential goodwill and other asset impairments; our significant indebtedness; our ability to obtain
adequate pricing for our services and to improve our cost structure; our ability to collect our receivables, including those for unbilled services; a decline in revenues from, or a loss of,
or a reduction in business from or failure of significant clients; fluctuations in our non-recurring revenue; our failure to maintain a satisfactory credit rating; our ability to receive
dividends or other payments from our subsidiaries; developments in various contingent liabilities that are not reflected on our balance sheet, including those arising as a result of
being involved in a variety of claims, lawsuits, investigations and proceedings; conditions abroad, including local economics, political environments, fluctuating foreign currencies and
shifting regulatory schemes; changes in government regulation and economic, strategic, political and social conditions; changes in the volatility of our stock price and the risk of
litigation following a decline in the price of our stock; the impact of the ongoing COVID-19 pandemic; and other factors that are set forth in the “Risk Factors” section, the “Legal
Proceedings” section, the “Management's Discussion and Analysis of Financial Condition and Results of Operations” section and other sections of this Form 10-K, as well as in our
Quarterly Reports on Form 10-Q and Current Reports on Form 8-K. Any forward-looking statements made by us speak only as of the date on which they are made. We are under no
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obligation to, and expressly disclaim any obligation to, update or alter our forward-looking statements, whether as a result of new information, subsequent events or otherwise,
except as required by law.
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PART |

ITEM 1. BUSINESS
In this Form 10-K, unless the content otherwise dictates, "Conduent”, the "Company", "we" or "our" mean Conduent Incorporated and its consolidated subsidiaries.
Our Business

As one of the largest business process services companies in the world, we deliver mission-critical services and solutions on behalf of businesses and governments — creating
exceptional outcomes for our clients and the millions of people who count on them. Through people, process, expertise in transaction-intensive processing and technology such as
analytics and automation, our services and solutions create value by improving efficiencies, reducing costs and enabling revenue growth. A majority of Fortune 100 companies and
over 500 government entities depend on us every day to manage their business processes and essential interactions with their end-users.

With roots as one of the original pioneers in global business process outsourcing, we bring deep and diversified expertise across a broad range of industry segments. Our
commercial portfolio includes leading solutions in attractive markets such as end-user customer experience management, transaction processing services, healthcare and human
resource and learning services. For example, we are a leading provider of medical bill review. In 2020, we administered bill review for 50% of the workers compensation medical
claims in the U.S resulting in $16 billion of savings on behalf of our clients.

We serve a vast range of the public sector including market leading transportation and government solutions including payments and eligibility. For example, our systems process
over 55% of Supplemental Nutrition Assistance Program (SNAP) payments on behalf of government entities.

We create value for our clients through efficient global service delivery combined with a personalized and seamless experience for the end-user. We apply our expertise, technology
and innovation to continually modernize our offerings for improved customer and constituent satisfaction and loyalty, increased process efficiency and rapid response to changing
market dynamics.

With approximately 63,000 associates globally as of December 31, 2020, we provide differentiated services to medium and large businesses and governments around the world.

Conduent is a New York corporation, organized in 2016. Our common stock began trading on January 3, 2017, on the New York Stock Exchange, under the ticker "CNDT". In
December 2019, Conduent changed the listing of its publicly traded common stock from the New York Stock Exchange to the NASDAQ Global Select Market (NASDAQ), where it
remains listed under the ticker "CNDT".

Our Strategic Focus

Our vision is to become the leading business services partner of choice for businesses and governments globally. Through our dedicated associates, we deliver mission-critical
services and solutions on behalf of businesses and governments, creating valuable outcomes for our clients and the millions of people who count on us. To achieve this mission and
purpose, we are focused on delivering outcomes simultaneously across three dimensions: Growth, Efficiency and Quality. Our strategy is designed to deliver value by creating
profitable growth, expanding operating margins, focusing on process efficiencies, and deploying a disciplined capital allocation strategy.

We have identified specific execution strategies across Growth, Efficiency and Quality.

Growth: Our opportunity for growth comes from understanding our clients’ businesses, strengthening our relationships, and driving valuable outcomes for our clients that enable
them to reduce costs, improve efficiencies and grow their businesses. To capitalize on the growth opportunities, we are focused on the following strategies:

« Sales Performance Optimization: In 2019, we centralized sales activities under a Chief Revenue Officer and have been making steady investments in sales training and
process improvements. We continue to
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improve client responsiveness and increase sales coverage, including in international markets. We are providing our sales team with regular training tailored for their roles,
streamlined processes, and implemented systems to equip them with modern tools that enable them to perform their jobs more efficiently and effectively. In 2020, we began
efforts to enhance our delivery by bringing standardization in core services, creating efficiencies through automation and optimizing our cost structure by shifting to a shared
services model. The dedication and expertise of our employees have resulted in Conduent serving a majority of Fortune 100 companies, including:

« 17 of top 20 health plans,

« 6 of top 10 pharma companies,
« 6 of top 10 automakers, and

¢ 9oftop 10 U.S. banks.

¢ Cross-Sell and Bundling Opportunities: Our sales organization is seeking to exploit cross-selling opportunities across our roster of clients, leveraging our portfolio of
market-leading services and solutions, including customer care, finance and accounting services and human resources and learning services. Specific sales enablement
training, marketing campaigns and sales incentive structures are being created to enable this initiative.

« Offering Development: We have augmented our portfolio of services and solutions with innovative technology capabilities, including data analytics, robotic process
automation (RPA) tools and machine learning capabilities, to create differentiated, high-value services for our clients and penetrate attractive market segments.

As we improved our quality and efficiency, our clients have renewed contracts with us and given us more work in adjacent service lines, and we’ve gained new clients who have put
their trust in us. We have also had a significant improvement in our client Net Promotor scores for the second year in a row. Driving our clients’ success has fueled our success. We
are measuring more immediate success in “Growth” through revenue retention and new business signings, among other metrics. These changes have already started bearing fruit

with new business signings increasing by 94% in 2020 compared to 2019.

Efficiency: We continue to find ways to reduce costs and deliver more effectively via increased efficiencies. We have simplified and standardized our operating model by removing
redundant management layers and implementing more robust processes to enable faster decision-making and greater transparency. In addition, we aim to unlock further efficiencies
through the following strategies:

« Automation: We will continue to invest in embedding automation capabilities into operations, including document processing and intelligent virtual assistant customer care
tools. Atrtificial intelligence and machine learning algorithms will complement RPA tools by improving processes through pattern recognition. Additionally, we are exploiting
synergies from sharing and coordinating automation capabilities across our various lines of business.

» Technology Consolidation: We are identifying and rationalizing duplicative technology systems across our lines of business. Centralizing technology systems will drive
economies of scale, amplify the impact of investments, and will create consistent, resilient service delivery.

« Delivery Optimization: We are exploring several delivery optimization opportunities such as identifying common activities across our businesses and delivering them via
shared service models, exploiting new staffing models including work for home and flexible “gig worker” models, and optimizing our geographic footprint.

We responded with agility to clients’ shifting needs and received positive client feedback for our services and proactivity throughout the COVID-19 pandemic. We are measuring
success in “Efficiency” by associate retention and improved adjusted earnings before interest, taxes, depreciation, and amortization (Adjusted EBITDA) margin, among other metrics.
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Quality: Our clients count on consistent, high-quality service delivery. We have made significant progress in reducing incidents, improving operational stability, and significantly
boosting client confidence and satisfaction by focusing on the following strategies:

* Proactive, Real time Monitoring of Applications and Service Performance: We are investing in artificial intelligence and machine learning technologies to proactively
monitor and prevent incidents. In 2020, we opened a state-of-the-art global IT command center in Sandy, UT to deliver more seamless and reliable service to our global
clients.

« Data Center Optimization: We are standardizing our technology footprint to improve performance and lower costs. As part of this, we have launched a data center
optimization program to consolidate our multiple data centers into a select few.

« Improve End User Experience: We are improving user interface/user experience across our offerings by introducing self-service tools, launching mobile apps and
leveraging analytics to create deeper insights.

Our focus on quality is leading to improved client confidence and satisfaction. We are measuring success in “Quality” by indicators such as service level agreement performance,
technology incident rates, and client satisfaction.

Investments Strategy: To achieve our business goals, we will invest in a disciplined manner, focused on allocating capital and investing to meet the needs of our clients and
support our pivot to growth. Our balanced investment approach falls into three broad categories:

« Opportunities to optimize, where we have significant scale and where we believe that with process improvements, automation, and an investment into the current offerings,
we can improve the end-user experience, reduce our cost of delivery, expand our margins, and further capture additional “share”. Examples such as high-volume outbound
print and mail services and contact center services fit in this category.

* Opportunities to enhance, where we have strong client relationships and a long history of servicing the markets we operate in, legacy technology that needs to be refreshed
or modernized. Examples such as benefit management services in the government sector for healthcare, unemployment insurance and child support fit into this category.

« Opportunities to expand, where we believe we have the permission to play and win, and we see the payback as more significant than the other businesses. These
businesses, augmented with new capabilities, perhaps supplemented by modest acquisitions, will address market dynamics, and provide additional growth opportunities.
Our Healthcare and Transportation businesses are expansion opportunities.

Our Market Opportunity

We estimate our addressable market size in the global business process service industry to be over $200 billion in 2020, according to third-party industry reports. We consider
ourselves to be a leader across several segments of this large, diverse and growing market by providing business process services spanning many industries.

Ongoing competitive pressures and increasing demand for further productivity gains have motivated businesses and government organizations to outsource elements of their day-
to-day operations to accelerate performance and innovation. As a result, our clients have become more focused on their core businesses and the range of outsourced activities has
expanded. Increasing globalization has also required many companies to optimize cost structures to retain competitiveness and business process services have become a key
component of this strategy.

The ongoing shift to next-generation software and automation technologies is driving greater demand for, and expectation of, efficiency and personalization by the constituents and

customers of the businesses and governments we serve. Business process services that streamline operational processes have the potential to meaningfully enhance productivity
for businesses and governments and improve satisfaction for their customers and constituents.
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Segments
We organize, manage and report our business through three reportable segments:

Commercial Industries: Our Commercial Industries segment provides business process services and customized solutions to clients in a variety of industries. Across the Commercial
Industries segment, we operate on our clients’ behalf to deliver mission-critical solutions and services to reduce costs, improve efficiencies and enable revenue growth for our clients
and better experiences for their consumers and employees. Our Commercial Industries segment is our largest segment, with segment revenue for 2020 of $2.2 billion, representing
52% of our total revenues.

Government Services: Our Government Services segment provides government-centric business process services to U.S. federal, state, local and foreign governments for public
assistance, health services, program administration, transaction processing and payment services. Our solutions in this segment help governments respond to changing rules for
eligibility and increasing citizen expectations. Government Services segment revenue for 2020 was $1.3 billion, representing 31% of our total revenues.

Transportation: Our Transportation segment provides systems and support, as well as revenue-generating services, to government clients. On behalf of government agencies and
authorities in the transportation industry, we deliver mission-critical public safety, mobility and payment solutions that improve automation, interoperability and decision-making to
streamline operations, increase revenue and reduce congestion while creating safer communities and seamless travel experiences for consumers. Transportation segment revenue
for 2020 was $719 million, representing 17% of our total revenues.

We present segment financial information in Note 3 — Segment Reporting to our Consolidated Financial Statements included in Part I, Item 8 of this Form 10-K, which is
incorporated herein by reference.

Our Service Offerings
Commercial Industries

Our solutions and services include Customer Experience Management (CXM), Business Operations Solutions (BOS), Commercial Healthcare Solutions and Human Resources &
Learning Services (HRLS).

* Customer Experience Management
> We deliver a full range of customer contact services, including customer care, technical support, loyalty management, and outbound and inbound sales. Through multi-
channel communications, automation, and analytics, and labor efficiencies, we help our clients to reduce costs, enable scale and drive revenue growth and efficiencies.
We serve marquee clients across multiple sectors including financial services, health & life sciences, manufacturing & automotive, aerospace & defense, consumer
goods, retail, technology & telecom, travel, transportation, and hospitality sectors. In 2020, we handled 196 million contact center interactions. The CXM business
generally generates income on a per call, per call center employee, or per percentage of sales made basis.

¢ Business Operations Solutions
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In our BOS business, we help our clients to transform business processes by automating and streamlining mission-critical operations through our deep industry
experience and the latest technology solutions, to drive efficiencies, improve security and enable revenue growth, while enhancing the end-user experience. Our
solutions span customer communications, document & data management, payments processing, and finance, accounting, and procurement. We generate revenue in a
variety of ways within this business. Within the customer communication solution, our print and mail service fee is a blended rate per impression or itemized as a service
and supplies rate. We also charge to create and send electronic forms of communication, or for postage services, hosting web portals, and for data storage for future
retrieval for compliance reasons. Within the document & data management solution we generally generate revenue based on number of transactions completed. A
transaction can be the handling of an envelope, a document, a page, or a piece of paper or can be billed based on time spent working on behalf of our clients. Within the
Finance, Accounting, and Procurement (FAP) solution, we generate revenue by charging clients for Finance, Accounting & Procurement services rendered based on
various methods including fixed price per employee, fixed price for all services rendered, variable price based on transactions processed, outcome based pricing based
on achieving specific targeted performance and a hybrid of these pricing methods.

In the BOS business, we also offer a range of Banking Operations solutions including lockbox management, check processing, and loan processing. For these services,
we generate revenue by collections charges per productive hour of employees time, licensing fees for our Loan Manager platform, charges by the number of loans
received on the Blitzdocs platform (mortgage processing) and by charging a fee for each check processed, among others.

¢ Commercial Healthcare Solutions

°

. Human

On behalf of the healthcare industry, we deliver administration, clinical support, and medical management solutions across the health ecosystem to reduce costs,
increase compliance and enhance utilization, while improving health outcomes and experience for members and patients. Our solutions span: trials, sales, access, and
adherence to pharmaceutical clients; case management, performance management and patient safety for hospital clients; medical bill review, claims processing, care
integration, subrogation and payment integrity solutions to managed care companies; and workers compensation medical bill review, mailroom/data capture and medical
management services to claims payers and third-party administrators. Through our solutions provided to pharmaceutical clients, we generate revenue either based on a
per employee, per transaction basis or a per resource per hour basis. Through our workers compensation and medical bill review services, we generate revenue on a
per click and outcome basis. Through our medical bill review, claims processing, and payment integrity solutions provided to managed care companies, we generate
revenue on a per member per month basis for use of our platform, as a percentage of what we collect for the provider, or a monthly or annual fee.

Resources and Learning Services

We provide services to help our clients support their employees at all stages of employment from on-boarding through retirement. Our solutions span Health Savings
Account Solutions, Benefits Solutions, HR & Payroll Solutions, and Learning Solutions. On behalf of global organizations and governments, we deliver mission-critical,
technology-enabled HR services and solutions that improve business processes across the employee journey to maximize business performance, while increasing
employee satisfaction, engagement and overall well-being. These solutions span health, benefits, payroll, onboarding and learning administration, annual enroliment,
wealth & retirement, HR, talent, and workforce management. Depending on the solution, we generate revenue in a variety of ways. For our Health Savings Account
(HSA) Solutions business, we generate revenue via account fees, interchange fees on debit cards, and interest-related revenues as a result of balance fees from
depository banks who hold cash deposited into the Savings Account business.

As of December 31, 2020, we managed approximately 1 million active HSAs with $2.7 billion of assets under management. In addition to managing HSAs, we manage
Flexible Savings Accounts and other Notional Accounts on behalf of corporations providing incremental benefits to their employees. Within our Benefits Solutions, we
principally generate revenue based on the number of employees and retirees we support, as well as, by transaction-based pricing for transactions such as qualified
domestic relations orders, Consolidated Omnibus Budget Reconciliation Act (COBRA) and Affordable Care Act
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(ACA) administration. Within our HR & Payroll Solutions, we generate revenue principally per client's employee per period (month / year) pricing, with banding to
address periodic variations in client employee headcount. Within our Learning Solutions, we generate revenue principally by transaction-based pricing per unit of
production along with fixed monthly governance fees.

Government Services

Our Government solutions and services include Government Healthcare Solutions and Government Service Solutions.

.

Government Healthcare Solutions

°

We provide medical management and fiscal agent care management services, eligibility and enroliment services and support to Medicaid programs and federally funded
U.S. government healthcare programs in 29 states and the District of Columbia. Seven of these states receive eligibility and enrollment services only. Our services
include a range of innovative solutions such as Medicaid management, provider services, Medicaid business intelligence, pharmacy benefits management, eligibility and
enroliment support, contact center services, application processing, premium billing, disease surveillance and outbreak management, and case management solutions.
Our case management solutions provide disease surveillance and outbreak management to make it easy to process and access large volumes of digital data. Foreign
governments also use our disease surveillance and outbreak case management solution. This can be used to track public health metrics (such as diseases like COVID-
19, vitals, and birth defects), perform electronic visit verification, and more. These services help states, counties, and countries optimize their costs by streamlining
access to care and improving patient health outcomes through population health management, while helping families in need, by improving beneficiary support. Within
the Government Healthcare Solutions business, our revenue is primarily fixed fee or variable price based on a per call or per interaction basis.

Government Service Solutions

With more than $110 billion disbursed annually, we are a leader in government payment disbursements for federally sponsored programs like Supplemental Nutrition
Assistance Program (SNAP), commonly known as food stamps and Women, Infant and Children (WIC) as well as government-initiated cash disbursements such as
child support and Unemployment Insurance (Ul). We deliver electronic payments for government services in 33 states, including 107 prepaid debit card programs, 26
Electronic Benefit Transfer (EBT) programs, 13 EBT for WIC programs and 7 Electronic Child Care programs. In our SNAP payments solution, we generate revenue
based on the number of cases or number of card holders. Within our Ul payment solution, we generate revenue based on interchange fees and spending on cards as a
percentage of transactions. Given the increased unemployment rates in the U.S. in 2020 as well as the federal stimulus supplemental benefits, this solution saw
significantly increased activity in 2020.

We also offer a broad set of child support services predominately to State Disbursement Units (SDUSs), including processing and distributing payment, child support
payment cards, childcare credentialing and case management, among others, to help states comply with federal standards. Within the child support solution, the way we
generate revenue varies by state, but it is generally either per financial transaction, per call, fixed price, or for development.

Transportation

On behalf of government agencies and authorities in the global transportation industry, we deliver fare collection, violation management, notification, mobility and payment solutions
that improve automation, interoperability and decision-making to streamline operations, increase revenue and reduce congestion while creating safer communities and seamless
travel experiences for consumers.

Roadway Charging and Management Services

Our electronic tolling, urban congestion management and mileage-based user solutions help clients keep up with an ever-changing environment and get more travelers
where they need to go while generating revenue for much-needed infrastructure improvements. Our solutions include vehicle passenger detection systems, electronic
toll collection, automated license plate recognition and
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congestion management solutions. We generate revenue based on a combination of fixed fee and transaction-based pricing. The transaction-based component can be
per account per month, per notice mailed, per active account, per violations fees received, or per image-based transaction.

* Transit Solutions
« For today’s train, bus, subway, metro or other transit travelers, we aim to make journeys more personalized and convenient while increasing capacity and profitability for
authorities and agencies. We combine the latest in fare collection and intelligent mobility so that clients can get the added efficiency of having a single point of contact for
all their transit solutions. Within transit we primarily generate revenue via implementation of end projects (hardware and software, maintenance services, repair and sale
of spare parts), and the building and operation of fare collection systems.

¢ Curbside Management Solutions
« We deliver intelligent curbside management systems that simplify parking programs and deliver convenient and hassle-free experience for drivers. Our curbside
solutions include citation and permit administration, parking enforcement, and curbside demand management. In 2020, we processed over 6.3 million payments and
collected over $525 million annually for citations and delinquent revenue collections. We generate revenue based on violations issued, payment processing transactions,
collections activities or a fixed fee for our service.

¢ Public Safety Solutions
- Public safety is a priority in every community, especially as budgets shrink and populations grow. We provide data analytics, automated photo enforcement and other
public safety solutions to make streets and communities safer. Our photo enforcement systems include red light, fixed and mobile speed, school bus, work zone, school
zone, bus lane only, high occupancy and other enforcement systems. The majority of our contracts within this business are fixed fee based on the number of enforced
locations.

« Commercial Vehicles

o Although a small part of our transportation business, we provide computer-aided dispatch/automatic vehicle location technology to help customers manage their fleet
operations.

Our Competitive Strengths
We possess certain competitive strengths that distinguish us from our competitors, including:

Leadership in attractive growth markets — We are a large player in business process services delivering exceptional outcomes for our clients at an unparalleled scale. Our clients
continue to outsource key business processes to improve efficiencies and to accelerate performance and digital transformation. Additionally, clients are moving beyond services for
back-office functions in order to drive customer satisfaction and loyalty. The increase in globalization and cost competition continues to accelerate, forcing companies to seek ways
to stay ahead of the competition. These factors, along with clients and their customers demanding more personalized, seamless and secure solutions, are collectively driving the
ongoing shift to next-generation solutions and services. Through our portfolio of services and solutions, we have reached significant scale in our interactions including:

* Healthcare - U.S. healthcare spending is expected to rise from 17.7% of GDP in 2019 to 19.7% of GDP by 2028 and is projected to grow at an average rate of 5.4% per year
for 2019-2028. As one of the most regulated industries, healthcare providers must balance increased utilization with heightened complexity and new financial pressures such as
government budget challenges to significantly reduce reimbursements, reimbursement penalties for hospital readmissions and shift from fee-for-service to “value-based”
population health management. We are widely recognized by industry analysts as a leader in healthcare payer operations, serving 17 of the top 20 U.S. managed healthcare
plans and providing administrative and care management solutions to Medicaid programs and federally funded U.S. government healthcare programs in 29 states and the
District of Columbia. Three out of every four U.S. insured patients are touched by Conduent. Conduent’s healthcare capabilities have been recognized by NelsonHall, HfS
Research, KLAS and Everest Group.

« Transportation - Traffic congestion continues to increase as urbanization and changing demographics take hold globally. As a result, optimized transportation systems are

becoming critical to increase efficiency while

CNDT 2020 Annual Report
10



Table of Contents

maintaining strict safety requirements. Electronic toll collection, public transit and parking all represent key growth drivers as governments at all levels increasingly focus on
transportation infrastructure. We are an award-winning innovator in parking management.

e Business Operations Solutions — We provide high volume print and mail services, enrollment processing and personalized and targeted marketing and communications to
large corporations and are a leading provider in this market with more than 3.3 billion documents captured, indexed and classified annually.

Global delivery expertise — Our scale and global delivery network enables us to deliver our proprietary technology, differentiated service offerings and service capabilities expertly
to clients around the world. We have operations in 22 countries including India, Philippines, Jamaica, Guatemala, Mexico, Romania, Dominican Republic and several locations within
the United States, giving our customers the option for "onshore", "nearshore" or "offshore" outsourced business process services. This global delivery model enables us to leverage
lower-cost production locations, consistent methodologies and processes, time zone advantages and business continuity plans. As of December 31, 2020, 51% of our employees

were located in high cost countries and 49% were located in low cost countries.

Differentiated suite of multi-industry service offerings at scale - \We manage transaction-intensive processes and work directly with end-users to meet their needs often in real-
time. We are unique in our ability to offer our clients these business process services on a large scale and with high quality. Additionally, we are able to leverage our cross-industry
services to bring the same scale and quality to our portfolio of industry-specific service offerings, such as healthcare claims management, employee benefits management and public
transit fare collection.

Recurring revenue model supported by a loyal, diverse client base - \We have a broad and diverse base of clients in countries across geographies and industries, including a
majority of the Fortune 100, many Fortune 1,000 companies and midsize businesses and many governmental entities. Our close client relationships and successful client execution
support our stable recurring revenue model and high renewal rates.

Competition

Although we encounter competition in all areas of our portfolio, we are a leader in many categories. We compete on the basis of technology, performance, quality, reliability,
reputation, price, and customer service and support. We consider our "onshore", “near shore” and “offshore” delivery capabilities to be a competitive advantage. Our competitors
range from large international companies to relatively small firms. Our competitors include:

* Large multinational service providers such as Accenture, Aon Hewitt, Cognizant, Hewlett-Packard Enterprise, TTEC and Teleperformance;
« Traditional business process outsourcing companies such as Genpact, EXL Services and Exela

* Human resource, payroll processing and human capital management providers such as ADP, Paychex, Alight and Willis Towers Watson;

» Healthcare-focused IT and service solutions providers such as Cerner, Optum and Maximus;

* HSA administrators such as Health Equity, HSA Bank and WexHealth;

¢ U.S. Federal focused government services such as CACI International and DXC Technology;

» Transportation multi-nationals such as Roper/TransCore, Cubic, Kapsch and Verra Mobility; and

» Smaller niche business processing service providers and in-house departments that perform functions that could be outsourced.

Sales and Marketing
We market and sell our business process solutions and services to both potential and existing clients through our global sales and business development teams. Additionally, we
have dedicated “solution architects” who work with clients to better understand their business requirements and to develop custom-tailored solutions to meet their unique needs. Our

clients include commercial businesses of many sizes and industries as well as public sector enterprises.

Our solutions help solve clients' business issues and help them achieve their desired business outcomes. We leverage our broad portfolio of offerings and dedicated team of
associates to package solutions that exactly meet clients’ needs, while taking a disciplined approach to pricing and contracting. Our sales efforts typically involve
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extended selling cycles where our deep domain and industry expertise is critical to winning new business. We maintain strong relationships with our clients from initial engagement
to implementation and on-going service delivery.

Intellectual Property

Our general policy is to seek patent protection for those inventions likely to be incorporated into our products and services or where obtaining such proprietary rights will improve our
competitive position. We own approximately 1,020 patents and pending applications. Our patent portfolio evolves as new patents are awarded to us and as older patents expire.
These patents expire at various dates, generally 20 years from their original filing dates. While we believe that our portfolio of patents and applications has value, in general, no
single patent is essential to our business or any individual segment. In addition, any of our proprietary rights could be challenged, invalidated or circumvented, or may not provide
significant competitive advantages.

Our business relies on software provided to an approximately equal extent, by both internal development and external sourcing to deliver our services. With respect to internally
developed software, we claim copyright on all such software, registering works which may be accessible to third parties. In addition, we rely on maintaining source code
confidentiality to assure our market competitiveness. With respect to externally sourced software, we rely on contracts assuring our continued access for our business usage.

In the United States, we own 62 registered trademarks reflecting the many businesses we participate in. These trademarks may have a perpetual life, subject to renewal every 10
years and may be subject to cancellation or invalidation based on certain use requirements and third-party challenges, or on other grounds. We vigorously enforce and protect our
trademarks.

People and Culture

Headcount

We draw on the skills, expertise, and experience of our talented and diverse global workforce to deliver mission-critical services and solutions that drive exceptional client outcomes.
We have approximately 63,000 associates in 22 countries working towards a common vision and purpose, with 45% located in North America and the remainder located primarily in
our delivery centers in Asia Pacific, Latin America and Caribbean, and Europe. Our three reportable segments, Commercial Industries, Government Services and Transportation
house the majority of our associates with approximately 45,000, 6,000 and 3,000 associates, respectively.

Conduent Diversity & Inclusion (D&I)
We draw strength from the diversity of our global workforce and we believe that creating an inclusive culture where all associates can bring their authentic selves to work creates
value for all our stakeholders.

Conduent’s diversity and inclusion efforts are central in creating an engaging culture for all associates, providing a competitive advantage in serving our clients, and growing our
business. We furthered our commitment to D&I in several ways over the past year including naming a Global Head of Diversity and Inclusion, Walter Frye, reporting directly to our
Chief Executive Officer. Mr. Frye, who in partnership with leaders and functions across our global locations, will lead our efforts to launch new strategies that will enhance D&
practices and capabilities. We also relaunched seven Employee Impact Groups to engage our associates, and live our core value of being open and inclusive. As of December 31,
2020, the percentage of females in our global workforce exceeds gender parity.

Employee Learning & Development

As a services company, we believe our people are our most important asset, which is why we invest in associate growth and development programs. We are focused on building a
workplace where our people can do their best work and have access to the learning tools and resources they need to excel in their role, stay competitive and grow their skill set. We
offer our associates modern, digital world-class learning platforms that help them learn anywhere, anytime on a wide range of topics including technology, professional and business-
related. As a result, we have been successful in building a culture of continuous learning, with employees taking charge of their learning & development. In addition to our digital
platforms, employees are also provided job-specific technical training when they are onboarded and during the course of their professional journey as required. Our learning
platforms have wide adoption with about 2.47 million learning assets completed in 2020 with strong learning effectiveness scores
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for satisfaction, skill improvement and application of learning on the job. We also ensure that our employees complete regulatory and compliance training on topics required based
on their role and geography.

COVID-19
Throughout the Coronavirus (or COVID-19) pandemic, the Conduent team has continued to provide critical and best-in-class services to our clients and their end users, while
ensuring the health and safety of our greatest asset, our associates.

We have been extremely focused on creating the safest possible working environments for our associates. We demonstrated our resiliency by quickly enabling approximately 75%
of our employees to work from home through improved digital solutions. We implemented stringent safety protocols at all our operational sites, including frequently and thoroughly
cleaning all facilities, modifying our workspaces to allow for physical distancing, mandating face coverings, providing personal protective equipment (PPE) to associates, requiring
pre-entry daily health screening, and leveraging Maven, our proprietary platform, for case management and contact tracing. We have continued taking steps to connect our
associates with resources that support their health and well-being. Conduent associates have access to several mental health and well-being resources, including free monthly
webinars through our benefits provider. We also revised our time off policies to provide our associates more options to take time off for COVID-19 related sickness or hardships. The
feedback from our associates throughout the pandemic has been very positive, especially in terms of our efforts to provide a safe work environment.

Corporate Ethics

We operate according to our Ethics and Compliance Program (Program), which is focused on sustaining an ethical culture and designed to meet general governance and specific
industry, regulatory, and legal requirements. The Program is based on our core values, including personal accountability, and overseen by Conduent’s Ethics Office.

Conduent’s Code of Business Conduct (Code) is the foundation of our Program. Our Code embodies and reinforces Conduent’'s commitment to the highest standards of integrity
and sets forth our expectations for ethical leadership, job performance, and compliance with the Code and Company policies. It is designed to help associates recognize ethics and
compliance issues before they arise and to deal appropriately with issues that occur.

Conduent Finance Employees are additionally required to act in accordance with our supplemental Finance Code of Conduct. Our associates are required to complete annual
business ethics training. Conduent’s Ethics Office periodically solicits associate input to gauge our ethical culture and help identify areas for continuing improvements.

Our directors must act in accordance with our Code of Business Conduct and Ethics for Members of the Board; our principal executive officer, principal financial officer and principal
accounting officer, among others, must act in accordance with our Finance Code of Conduct; and all of our executives and employees must act in accordance with our Code of
Business Conduct. Each of these codes of conduct can be accessed through our website at www.conduent.com/corporate-governance. They are also available to any shareholder
who requests them in writing addressed to Conduent Incorporated, 100 Campus Drive Suite 200, Florham Park, NJ 07932, Attention: Corporate Secretary. We will disclose any
future amendments to, or waivers from, provisions of our Code of Business Conduct and Ethics for members of the Board and, our Code of Business Conduct and our Finance Code
of Conduct for our officers on our website as promptly as practicable, and consistent with the requirements of applicable U.S. Securities and Exchange Commission (SEC) and
NASDAQ rules.

Seasonality

Our revenues can be affected by various factors such as our clients’ demand patterns for our services, which includes peak windows for benefit enrollment, new product launches by
clients, and busy retail and travel seasons.

Availability of Company Information
Our internet address is www.conduent.com. In the Investor Information section of our Internet website, you will find our Annual Report on Form 10-K, Quarterly Reports on Form 10-

Q, Current Reports on Form 8-K, our Proxy Statements and any amendments to these reports and statements. We make these documents available free of charge as soon as we
can after we have filed them with, or furnished them to, the SEC.
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The SEC maintains an internet address (www.sec.gov) that contains reports, proxy and information statements and other information regarding issuers that file electronically with the
SEC. The content on any website referred to in this Form 10-K is not incorporated by reference in this Form 10-K unless expressly noted.

Information about our Executive Officers
The following is a list of the executive officers of Conduent as of February 24, 2021.

Each officer is elected to hold office until the meeting of the Board of Directors held on the day of the next annual meeting of shareholders, subject to the provisions of our by-laws.
Year Appointed to Present  Conduent Officer

Name Age Present Position Position Since
Clifford Skelton* 65 Chief Executive Officer 2019 2019
Mark Brewer 56 Executive Vice President, Transportation & Head of Enterprise Accounts 2020 2019
Louis Keyes 53 Executive Vice President, Chief Revenue Officer 2020 2020
Michael Krawitz 51 Executive Vice President, General Counsel & Secretary 2019 2019
Mark Prout 57 Executive Vice President, Chief Information Officer 2019 2020
Brian J. Webb-Walsh 45 Executive Vice President & Chief Financial Officer 2017 2017
Stephen Wood 54 Vice President, Corporate Controller 2020 2020

*  Member of Conduent Board of Directors

Each of the officers named above has been an officer or an executive of Conduent or its subsidiaries for less than five years. As of February 24, 2021, there are no family
relationships among any of the executive officers named above and any of our directors.

Mr. Skelton was appointed Chief Operating Officer of Conduent in June 2019 and Chief Executive Officer of Conduent in August 2019. He served as President of Fiserv Output
Solutions from March 2017 to June 2019. Prior to that, Mr. Skelton was the Group President and Chief Information Officer at Fiserv from April 2012 until March 2017. Mr. Skelton
also held a variety of leadership roles at companies such as Ally Financial (formerly General Motors Acceptance Corporation) and Bank of America. Mr. Skelton is a former Navy
fighter pilot and served in the Navy for over 20 years.
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Mr. Brewer joined Conduent as Chief Operating Officer Transportation in June 2019 and was appointed Executive Vice President and Global Head of Public Sector in November
2019. He became Executive Vice President, Transportation & Head of Enterprise Accounts in October 2020. Prior to joining Conduent, he served as Senior Vice President and
Managing Director of Diebold Nixdorf from 2018 to 2019. Prior to that Mr. Brewer was Global Vice President for DXC'’s Technology, Enterprise Application and Cloud Businesses
from 2016 to 2018. He also held a variety of leadership roles at IBM Corporation for over 20 years, in Europe, Asia and the Americas.

Mr. Keyes joined Conduent as Global Head of Sales in September 2019. He was appointed Executive Vice President, Chief Revenue Officer in December 2020. Prior to joining
Conduent, he served as Executive Vice President, Chief Sales Officer at York Risk Services from October 2017 to September 2019. Prior to York Risk Services, he was Senior Vice
President at Fiserv Inc. between 2009 and 2017 where he led Enterprise Accounts and large sales teams. Mr. Keyes has also held senior executive leadership roles at Hewlett-
Packard Enterprise Services and Electronic Data Systems Corporation.

Mr. Michael Krawitz has served as Executive Vice President, General Counsel and Secretary since November 2019. Prior to joining Conduent, from June 2015 to November, 2019,
Mr. Krawitz was Executive Vice President, General Counsel and Corporate Secretary of insurance services firm York Risk Services Group, a portfolio company of Onex Corp. From
2014 to 2015, he was Chief Legal Officer of Veriteq Corp., a biotech company. From 1999 to 2014, Mr. Krawitz held leadership roles in public and private companies in the
technology and finance sectors. Mr. Krawitz began his career at Fried Frank and was educated at Cornell University and Harvard Law School.

Mr. Prout joined Conduent as Head of Information Technology in June of 2019. He was appointed Executive Vice President, Chief Information Officer in September 2019. Prior to
joining Conduent, between 2005 and 2019, Mr. Prout served as Chief Technology Officer and held several IT leadership positions at Fiserv. Prior to Fiserv, he served as CIO of
Cendian Corporation. Mr. Prout has also held various leadership positions at United Parcel Service.

Mr. Webb-Walsh has served as the Chief Financial Officer of Conduent since 2017. He served as the Chief Financial Officer of Xerox Services between January 2016 and
December 2016. Prior to this, Mr. Webb-Walsh was Senior Vice President of Finance for the Government Healthcare Group and the Platform Development and Systems Integration
Group of Xerox Services. Mr. Webb-Walsh joined Xerox Corporation in 1997 and held a variety of leadership positions there.

Mr. Wood has served in his current role as the Company’s Corporate Controller since August 2020 and was designated as its Principal Accounting Officer effective December 2020.
Prior to joining the Company, Mr. Wood spent 15 years at Fiserv in finance and accounting leadership positions. From December 2016 to May 2020, Mr. Wood served as Vice
President & Chief Financial Officer of Fiserv Output Solutions, from March 2009 to December 2016, Mr. Wood served as Vice President & Controller over a number of different
operating groups and from January 2005 to March 2009 Mr. Wood led International Finance & Accounting operations. Mr. Wood is a Chartered Global Management Accountant with
an MBA with distinction from Warwick Business School.
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ITEM 1A. RISK FACTORS

Business and Operational Risks

Our government contracts are subject to appropriation of funds, termination rights, audits and investigations, which, if exercised, could negatively impact our
reputation and reduce our ability to compete for new contracts.

A significant portion of our revenues is derived from contracts with U.S. federal, state and local governments and their agencies, and some of our revenues are derived from
contracts with foreign governments and their agencies. Government entities typically finance projects through appropriated funds. While these projects are often planned and
executed as multi-year projects, government entities usually reserve the right to change the scope of or terminate these projects for lack of approved funding and/or at their
convenience. Changes in government or political developments, including budget deficits, shortfalls or uncertainties, failures to enact appropriation legislation (e.g., a government
"shut-down"), government spending reductions (e.g., Congressional sequestration of funds under the Budget Control Act of 2011) or other debt or funding constraints, have resulted
in, and in the future could result in, lower governmental sales and our projects being reduced in price or scope or terminated altogether, which also could limit our recovery of
incurred costs, reimbursable expenses and profits on work completed prior to the termination. Additionally, if the government discovers what it considers to be improper or illegal
activities or contractual non-compliance (including improper billing or non-compliant performance of contract requirements), we may be subject to various civil and criminal penalties
and administrative sanctions, which has occurred in the past and may in the future include termination of contracts, forfeiture of profits, suspension of payments, contractual service
penalties, fines and suspensions or debarment from doing business with the government. Any resulting penalties or sanctions could materially adversely affect our results of
operations and financial condition. Moreover, government contracts are generally subject to audits and investigations by government agencies. If the government finds that we
inappropriately charged any costs to a contract, the costs are not reimbursable or, if already reimbursed, the cost must be refunded to the government. Further, the negative publicity
that could arise from any such penalties, sanctions or findings in such audits or investigations could have an adverse effect on our reputation in the industry and reduce our ability to
compete for new contracts and could materially adversely affect our results of operations and financial condition.

We derive significant revenue and profit from commercial and government contracts awarded through competitive bidding processes, including renewals, which can
impose substantial costs on us, and we will not achieve revenue and profit objectives if we fail to accurately and effectively bid on such projects.

Many of these contracts are extremely complex and require the investment of significant resources in order to prepare accurate bids and proposals. Competitive bidding imposes
substantial costs and presents a number of risks, including: (i) the substantial cost and managerial time and effort that we spend to prepare bids and proposals for contracts that may
or may not be awarded to us; (i) the need to estimate accurately the resources and costs that will be required to implement and service any contracts we are awarded, sometimes in
advance of the final determination of their full scope and design; (iii) the expense and delay that may arise if our competitors protest or challenge awards made to us pursuant to
competitive bidding and the risk that such protests or challenges could result in the requirement to resubmit bids and in the termination, reduction or modification of the awarded
contracts; and (iv) the opportunity cost of not bidding on and winning other contracts we might otherwise pursue. If our competitors protest or challenge an award made to us on a
government contract, the costs to defend such an award may be significant and could involve subsequent litigation that could take years to resolve.

Our ability to recover capital and other investments in connection with our contracts is subject to risk.

In order to attract and retain large outsourcing contracts, we sometimes make significant capital and other investments to enable us to perform our services under those contracts,
such as purchases of information technology equipment, facility costs, labor resources and costs incurred to develop and implement software. The net book value of certain assets
recorded, including a portion of our intangible assets, could be impaired, and our results of operations and financial condition could be materially adversely affected in the event of
the early termination of all or a part of such a contract or a reduction in volumes and services thereunder for reasons such as a customer’s or client's merger or acquisition,
divestiture of assets or businesses, business failure or deterioration or a customer’s or client’s exercise of contract termination rights.
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We rely to a significant extent on third-party providers, such as subcontractors, a relatively small number of primary software vendors, utility providers and network
providers; if they cannot deliver or perform as expected or if our relationships with them are terminated or otherwise change, our results of operations and financial
condition could be materially adversely affected.

Our ability to service our customers and clients and deliver and implement solutions depends to a large extent on third-party providers such as subcontractors, a relatively small
number of primary software vendors, software application developers, utility providers and network providers meeting their obligations to us and our expectations in a timely, quality
manner. Our results of operations and financial condition have been and in the future may be materially adversely affected and we might incur significant additional liabilities if any of
our third-party providers (1) do not meet their service level obligations, (2) do not meet our or our clients’ expectations, (3) terminate or refuse to renew their relationships with us, or
(4) offer their products to us with less advantageous prices and other terms than previously offered.

Failure to deliver on our contractual obligations properly and on time could materially adversely affect our
results of operations and financial condition.

Our business model depends in large part on our ability to retain existing and attract new work from our base of existing clients, as well as on relationships we develop with our
clients so that we can understand our clients’ needs and deliver solutions and services that are tailored to meet those needs. In order for our business to grow, we must successfully
manage the provision of services under our contracts. If a client is not satisfied with the quality of work performed by us or a subcontractor, or with the type of services or solutions
delivered, or if we or our subcontractors fail to perform in accordance with contract requirements, then we could incur additional costs to address the situation, the profitability of that
work might be impaired and the client’s dissatisfaction with our services could damage our ability to obtain additional work from that client or obtain new work from other potential
clients. In particular, many of our contracts with non-government clients may be terminated by the client, without cause, upon specified advance notice. Accordingly, clients who are
not satisfied might seek to terminate existing contracts prior to their scheduled expiration date, which may result in our inability to fully recover our up-front investments. In addition,
clients could direct future business to our competitors. We could also trigger contractual credits to clients or a contractual default. Failure to properly transition new clients to our
systems, properly budget transition costs or accurately estimate contract operational costs could result in delays in our contract performance, trigger service level penalties, impair
fixed or intangible assets or result in contract profit margins that do not meet our expectations or our historical profit margins.

In addition, we incur significant expenditures for the development and construction of system software platforms needed to support our clients’ needs. Our failure to fully understand
client requirements or implement the appropriate operating systems or databases or solutions which enable the use of other supporting software may delay the project and result in
cost overruns or potential impairment of the related software platforms, which could materially adversely affect our results of operations and financial condition.

Our business is dependent on continued interest in outsourcing.

Our business and growth depend in large part on continued interest in outsourced business process services. Outsourcing means that an entity contracts with a third-party, such as
us, to provide business process services rather than perform such services in-house. There can be no assurance that this interest will continue, as organizations may elect to
perform such services themselves and/or the business process outsourcing industry could move to an as-a-Service model, thereby eliminating traditional business process
outsourcing tasks. A significant change in this interest in outsourcing could materially adversely affect our results of operations and financial condition. Additionally, there can be no
assurance that our cross-selling efforts will cause clients to purchase additional services from us or adopt a single-source outsourcing approach.

Our business may be adversely affected by geopolitical events, natural disasters and other factors that could directly impact certain of our employees, customers and
vendors in countries or regions effected by such events and factors.

We have a global workforce and global customers. Our employees and customers in a particular country or region in the world may be impacted as a result of a variety of diversions,
including: geopolitical events, such as war, the threat of war, or terrorist activity; natural disasters or the effects of climate change (such as drought, flooding, wildfires, increased
storm severity, and sea level rise); power shortages or outages, major public health issues,
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including pandemics (such as the coronavirus); and significant local, national or global events capturing the attention of a large part of the population. If any of these, or any other
factors, disrupt a country or region where we have a significant workforce (such as the U.S., India or the Philippines) or customers (such as the U.S. or Europe), or vendors, our
business could be materially adversely affected.

We may be subject to claims of infringement of third-party intellectual property rights which could adversely affect our results of operation and financial condition.

We rely heavily on the use of intellectual property. We do not own all of the software that we use to run our business; instead we license this software from a small number of primary
vendors. If these vendors assert claims that we or our clients are infringing on their software or related intellectual property, we could incur substantial costs to defend these claims,
which could materially adversely affect our results of operations and financial condition. In addition, if any of our vendors’ infringement claims are ultimately successful, our vendors
could require us to (i) cease selling or using products or services that incorporate the challenged software or technology, (ii) obtain a license or additional licenses from our vendors
or (i) redesign our services which rely on the challenged software or technology. In addition, we may be exposed to claims for monetary damages. If we are unsuccessful in
defending an infringement claim and our vendors require us to initiate any of the above actions, or we are required to pay monetary damages, then such actions could materially
adversely affect our results of operations and financial condition.

If we underestimate the scope of work or the costs entailed in performing our contracts, or if we do not fully perform our contracts, our results of operations and
financial condition could be materially adversely affected.

In order to stay competitive in our industry, we must keep pace with changing technologies and customer preferences. Many of our contracts require us to design, develop and
implement new technological and operating systems for our customers. Many of these systems involve detailed and complex computer source code which must be created and
integrated into a working system that meets contract specifications. The accounting for these contracts requires judgment relative to assessing risks, estimating contract revenues
and costs and making assumptions for schedule and technical issues. To varying degrees, each contract type involves some risk that we could underestimate the costs and
resources necessary to fulfill the contract. In each case, our failure to accurately estimate costs or the resources and technology needed to perform our contracts or to effectively
manage and control our costs during the performance of our work could result, and in some instances has resulted, in reduced profits or in losses. In addition, many of our contracts
contain complicated performance obligations, including, without limitation, designing and building new integrated computer systems. These contracts carry potential financial
penalties or could result in financial damages or exposures if we fail to properly perform those obligations and have in the past resulted in and in the future could result in our results
of operations and financial condition being materially adversely affected.

The loss of key senior management or the failure to attract and retain necessary technical personnel and qualified subcontractors could materially adversely affect our
results of operations and financial condition.

Our success depends, in part, upon key managerial and technical personnel, including our ability to attract and retain additional qualified personnel, as well as qualified
subcontractors. The loss of certain key personnel, such as our Chief Executive Officer (CEO), could materially adversely affect our results of operations and financial condition.
There is no assurance that we can retain our key managerial personnel, or that we can attract similar employees, in the future.

In addition, because we operate in intensely competitive markets, our success depends to a significant extent upon our ability to attract, retain and motivate highly skilled and
qualified technical personnel and to subcontract with qualified, competent subcontractors. If we fail to attract, train and retain sufficient numbers of qualified engineers, technical staff
and sales and marketing representatives, or if we are unable to contract with qualified, competent subcontractors, our results of operations and financial condition could be materially
adversely affected. Experienced and capable personnel in the services industry remain in high demand, and there is continual competition for their talents. Our ability to renegotiate
certain of our legacy third-party contracts which we view as unfavorable, or to improve the service levels we expect from these contracts and third-party providers, is key to our ability
to timely, efficiently and profitably deliver our services to our customers. Additionally, we have increased and expect to continue to increase our hiring in geographic areas outside of
the United States, which could subject us to increased geopolitical and exchange rate risk. The loss of any key technical employee, the loss of a key subcontractor
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relationship or our inability to renegotiate or obtain required service levels from legacy and other third-party providers, could materially adversely affect our results of operations and
financial condition.

If we fail to successfully develop new service offerings, including new technology components, and protect our intellectual property rights, we may be unable to retain
current customers and gain new customers and our revenues would decline.

The process of developing new service offerings, including new technology components, is inherently complex and uncertain. It requires accurate anticipation of customers’
changing needs and emerging technological trends. We must make long-term investments and commit significant resources before knowing whether these investments will
eventually result in service offerings that achieve customer acceptance and generate the revenues required to provide desired returns. For example, establishing internal automation
processes to help us develop new service offerings will require significant up-front costs and resources, which, if not monetized effectively, could materially adversely affect our
revenues. In addition, some of our service offerings rely on technologies developed by and licensed from third-parties. We may not be able to obtain or continue to obtain licenses
and technologies from these third-parties at all or on reasonable terms, or such third-parties may demand cross-licenses to our intellectual property. It is also possible that our
intellectual property rights could be challenged, invalidated or circumvented, allowing others to use our intellectual property to our competitive detriment. We also must ensure that all
of our service offerings comply with both existing and newly enacted regulatory requirements in the countries in which they are sold. If we fail to accurately anticipate and meet our
customers’ needs through the development of new service offerings (including technology components) or if we fail to adequately protect our intellectual property rights or if our new
service offerings are not widely accepted or if our current or future service offerings fail to meet applicable worldwide regulatory requirements, we could lose market share and
customers to our competitors and that could materially adversely affect our results of operations and financial condition.

The Company'’s business, operating results and reputation may be negatively impacted by failures or delays in our efforts to modernize our information technology
infrastructure and to consolidate to fewer data centers.

We have experienced certain disruptions in our operations and service delivery performance issues as a result of some of our information technology infrastructure that is outdated
and that needs to be enhanced and updated, which disruptions have adversely impacted client and delivery performance. As a result, we are investing in modernizing a significant
portion of our information technology infrastructure with new systems and processes and consolidating our data centers. This also includes investments in our data centers and
networks, enhancement, modernization and consolidation of our IT infrastructure and customer-facing technologies, enhanced cybersecurity and movement to cloud-based
technology. We expect that these changes will provide greater strategic and operational flexibility and efficiency and better control of our systems and processes. There is a risk,
however, that our modernization efforts and data center consolidations could materially and adversely disrupt our operations and our service delivery to customers, could result in
contractual penalties or damage claims from customers, could occur over a period longer than planned, and could require greater than expected investment and other internal and
external resources. It may also take longer to realize the intended favorable benefits from an enhanced technology infrastructure than we expected, or that disruptions may continue
to occur while we enhance this infrastructure.

The process of consolidating our data center involves inherent risks and may cause disruptions to our operations. In October 2018, we suffered a significant outage as a result of a
data center migration, which resulted in unplanned system unavailability and disruption for our customers. We plan to undertake several data center migrations in the future and, in
the course of these data migrations, could potentially experience significant service outages. Future service disruptions could hinder our ability to attract new customers, cause us to
incur legal liability, contractual penalties or issue service credits to our customers and cause us to lose current customers, each of which could have a material adverse effect on our
business, results of operations and financial condition.

Our results of operations and financial condition may be materially adversely affected by conditions abroad, including local economics, political environments,
fluctuating foreign currencies and shifting regulatory schemes.

A portion of our revenues is generated from operations outside the United States. In addition, we maintain significant operations outside the United States. Our results of operations
and financial condition could be materially adversely affected by changes in foreign currency exchange rates, as well as by a number of other factors,
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including, without limitation, changes in economic conditions from country to country, changes in a country’s political conditions, trade controls and protection measures, financial
sanctions, licensing requirements, local tax issues, capitalization and other related legal matters. The withdrawal of the United Kingdom from the European Union, and the resulting
impact on cross-border transactions and operations between the United Kingdom and the European Union member states, could materially and adversely affect our operations and
financial condition. We generally hedge foreign currency denominated assets, liabilities and anticipated transactions primarily through the use of currency derivative contracts. The
use of derivative contracts is intended to mitigate or reduce transactional level volatility in the results of foreign operations but does not completely eliminate volatility. We do not
hedge the translation effect of international revenues and expenses, which are denominated in currencies other than our U.S. parent functional currency, within our Consolidated
Financial Statements. If we are unable to effectively hedge these risks, our results of operations and financial condition could be materially adversely affected.

Legal, Compliance and Data Security Risks

We are subject to laws of the United States and foreign jurisdictions relating to individually identifiable information and personal health information, and failure to
comply with those laws, whether or not inadvertent, could subject us to legal actions and negatively impact our operations.

We receive, process, transmit and store information relating to identifiable individuals, both in our role as a service provider and as an employer. As a result, we are subject to
numerous laws and regulations in the United States (both federal and state) and foreign laws and regulations designed to protect both individually identifiable information and
personal health information, including the Health Insurance Portability and Accountability Act of 1996, as amended (HIPAA), and the regulations promulgated under HIPPA
governing, among other things, the privacy, security and electronic transmission of individually identifiable health information, and the European Union General Data Protection
Regulation (GDPR) (effective May 25, 2018), which imposes stringent data protection requirements and significant penalties for noncompliance and has had a significant impact on
how we process and handle certain data.

Additional laws of the United States and foreign jurisdictions apply to our processing of individually identifiable information. These laws have been subject to frequent changes, and
new legislation in this area may be enacted at any time. For example, the GDPR and the invalidation of the U.S.-EU Safe Harbor regime have required us to implement alternative
mechanisms in order for some of our data flows from Europe to the United States to comply with applicable law. Changes to existing laws, the introduction of new laws in this area or
our failure to comply with existing laws that are applicable to us may subject us to, among other things, additional costs or changes to our business practices, liability for monetary
damages, fines and/or criminal prosecution, unfavorable publicity, restrictions on our ability to obtain and process information and allegations by our customers and clients that we
have not performed our contractual obligations, any of which could materially adversely affect our results of operations and financial condition.

We are subject to laws of the United States and foreign jurisdictions relating to processing certain financial transactions, including payment card transactions and debit
or credit card transactions, and failure to comply with those laws, whether or not inadvertent, could subject us to legal actions and materially adversely affect our
results of operations and financial condition.

We process, support and execute financial transactions, and disburse funds, on behalf of both government and commercial customers, often in partnership with financial institutions.
This activity includes receiving debit and credit card information, processing payments for and due to our customers and disbursing funds on payment or debit cards to payees of our
customers. As a result, we are subject to numerous laws and regulations in the United States (both federal and state) and in foreign jurisdictions, including the Electronic Fund
Transfer Act, as amended, the Currency and Foreign Transactions Reporting Act of 1970 (commonly known as the Bank Secrecy Act), as amended, the Dodd-Frank Wall Street
Reform and Consumer Protection Act of 2010 (including the so-called Durbin Amendment), as amended, the Gramm-Leach-Bliley Act (also known as the Financial Modernization
Act of 1999), as amended, and the Uniting and Strengthening America by Providing Appropriate Tools Required to Intercept and Obstruct Terrorism Act of 2001 (USA PATRIOT
ACT), as amended. Other United States (both federal and state) and foreign jurisdiction laws apply to our processing of certain financial transactions and related support services.
These laws are subject to frequent changes, and new statutes and regulations in this area may be enacted at any time. Changes to existing laws, the introduction of new laws in this
area or our failure to comply with existing laws that are
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applicable to us may subject us to, among other things, additional costs or changes to our business practices, liability for monetary damages, fines and civil and/or criminal
prosecution, unfavorable publicity, restrictions on our ability to process and support financial transactions and allegations by our customers, partners and clients that we have not
performed our contractual obligations. Any of these could materially adversely affect our results of operations and financial condition.

Our data systems, information systems and network infrastructure may be subject to hacking or other cybersecurity threats and other service interruptions, which
could expose us to liability, impair our reputation or temporarily render us unable to fulfill our service obligations under our contracts.

We are a leading provider of business processing services concentrated in transaction-intensive processing, analytics and automation. We act as a trusted business partner in both
front office and back office platforms, providing interactions on a substantial scale with our customers and other third-parties. Our customers include global commercial clients and
government clients who depend upon our operational efficiency, non-interruption of service, and accuracy and security of information. We also use third-party providers such as
subcontractors, software vendors, utility providers and network providers, upon whom we rely for our business processing services, to deliver uninterrupted, secure service. As part
of our business processing services we also develop system software platforms necessary to support our customers’ needs, with significant ongoing investment in developing and
operating customer-appropriate operating systems, data bases and system software solutions. We also receive, process, transmit and store substantial volumes of information
relating to identifiable individuals, both in our role as a service provider and as an employer, and we are subject to numerous laws, rules and regulations in the United States (both
federal and state) and foreign jurisdictions designed to protect both individually identifiable information as well as personal health information. We also receive, process and
implement financial transactions, and disburse funds, on behalf of both commercial and government customers, which activity includes receiving debit and credit card information to
process payments due to our customers as well as disbursing funds to payees of our customers. As a result of these and other business processing services, the integrity, security,
accuracy and non-interruption of our systems and information technology and that of our third-party providers and our interfaces with our customers are extremely important to our
business, operating results, growth, prospects and reputation.

We have implemented security systems and controls, both directly and with third-party subcontractors and service providers, with the intent of maintaining both the physical security
of our facilities and the data security of our customers’, clients’ and suppliers’ confidential information and information related to identifiable individuals (including payment card and
debit and credit card information and health information) against unauthorized access through our information systems or by other electronic transmission or through the
misdirection, theft or loss of physical media. These include, for example, the appropriate encryption of information. Despite such efforts, we are susceptible to breach of security
systems which may result in unauthorized access to our facilities and those of our customers and/or the information we and our customers are trying to protect. Cybersecurity failure
might be caused by computer hacking, malware, computer viruses, worms and other destructive software, “cyber-attacks” and other malicious activity, as well as natural disasters,
power outages, terrorist attacks and similar events. Operational or business delays may also result from the disruption of network or information systems and subsequent
remediation activities.

Because the techniques used to obtain unauthorized access are constantly changing and becoming increasingly more sophisticated and often are not recognized until launched
against a target, we or our third-party service providers may be unable to anticipate these techniques or implement sufficient preventative measures. Hacking, malware, phishing,
viruses and other “cyber-attacks” have become more prevalent, have occurred in our systems in the past, and may occur in our systems in the future. Although we have
implemented and intend to continue to implement what we believe to be appropriate cyber practices and cybersecurity systems, these systems may prove to be inadequate and
result in the disruption, failure, misappropriation or corruption of our network and information systems. Notwithstanding the preventative and protective measures we have in place, it
may not be possible for us to fully or timely know if or when such incidents arise, or the full business impact of any cybersecurity breach.

Additionally, with advances in computer capabilities and data protection requirements to address ongoing threats, we may be required to expend significant capital and other
resources to protect against potential security breaches or to alleviate problems caused by security breaches. Moreover, employee error or malfeasance, faulty password
management or other irregularities may result in a defeat of our or our third-party service providers’ security measures and a breach of our or our third-party service providers’
information systems (whether digital, cloud-based or otherwise).
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If unauthorized parties gain physical access to one of our or one of our third-party service providers’ facilities or gain electronic access to our or one of our third-party service
providers’ information systems, such access could result in, among other things, unfavorable publicity and significant damage to our brand, governmental inquiry, oversight and
possible regulatory action, difficulty in marketing our services, loss of existing and potential customers, allegations by our customers that we have not performed our contractual
obligations, litigation by affected parties and possible financial obligations for substantial damages related to the theft or misuse of such information, any of which could materially
adversely affect our results of operations and financial condition. Similar consequences may arise if sensitive or confidential information is misdirected, lost or stolen during
transmission or transport, or is stolen or misused. Moreover, a security breach could require us to devote significant management resources to address the problems created by the
security breach and to expend significant additional resources to upgrade further the security measures that we employ to guard such personal information against "cyber-attacks"
and to maintain various systems and data centers for our customers. Often these systems and data centers must be maintained worldwide and on a 24/7 basis. Although we
endeavor to ensure that there is adequate backup and maintenance of these systems and centers, we have in the past experienced and in the future could experience service
interruptions that could result in curtailed operations and loss of existing and potential customers, which could significantly reduce our revenues and profits in addition to significantly
impairing our reputation. If our information systems and our back-up systems are damaged, breached or cease to function properly, we may have to make a significant investment to
repair or replace them, and we may suffer interruptions in our operations in the interim, each of which could materially adversely affect our results of operations and financial
condition.

In addition, our and our customers’ systems and networks are subject to continued threats of terrorism, which could disrupt our operations as well as disrupt the utilities and
telecommunications infrastructure on which our business depends. To the extent any such disruptions were to occur, our business, operating results and financial condition could be
materially adversely affected.

If we fail to meet industry data security standards, our ability to meet contractual obligations may be impaired and result in contractual damage or contract breach
claims.

In some of our services lines, we are contractually subject to industry data security standards. These industry data security standards include Card Brand (Visa, Mastercard,
American Express, Discover and JCB) operating rules, certification requirements and rules governing electronic funds transfers, including the Payment Card Industry Data Security
Standard (PCI DSS), a data security standard applicable to companies that collect, store or transmit payment card data. Another industry standard is the Health Information Trust
Alliance (HITRUST) which applies to aspects of the healthcare industry in addition to other industries. While we are taking steps to achieve future compliance and/or certification for
our systems, we may not be compliant now, and in the future we may not be able to maintain compliance with PCI DSS, HITRUST and other applicable industry standards. We are
taking steps to achieve compliance and/or certification for our systems, but we cannot assure that these efforts will be successful in the time period required or at all. Any failure to
comply fully or materially with PCI DSS, HITRUST and other applicable industry standards now or at any point in the future may provide customers the right to terminate contracts
with us or to enforce provisions obligating us to reimburse them for any penalties or costs incurred by them as a result of our non-compliance, or subject us to other fines, penalties,
damages or civil liability, each of which could have a material adverse effect on our business, financial condition and results of operations. In addition, failure to meet PCI DSS
standards could result in the loss of our ability to accept credit card payments and the failure to meet HITRUST standards could impact our ability to service customers in the
healthcare and other industries, both of which could have a material adverse impact on our business, results of operations and financial condition.

Our results of operations and financial condition could be materially adversely affected by legal and regulatory matters.

We are potentially subject to various contingent liabilities that are not reflected on our balance sheet, including those arising as a result of being involved in a variety of claims,
lawsuits, investigations and proceedings concerning: securities laws; governmental and non-governmental entity contracting, servicing and governmental entity procurement laws;
intellectual property laws; environmental laws; employment laws; the Employee Retirement Income Security Act of 1974 (ERISA); and other laws, regulations and contractual
undertakings, as discussed under Note 17 — Contingencies and Litigation to our Consolidated Financial Statements. If developments in any of these matters cause a change in our
determination as to an unfavorable outcome and result in the need to recognize a material accrual or materially increase an existing accrual, or if any of these matters result in an
adverse judgment
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or are settled for significant amounts above any existing accruals, it could materially adversely affect our results of operations and financial condition in the period or periods in which
such change in determination, judgment or settlement occurs. There can be no assurances as to the favorable outcome of any claim, lawsuit, investigation or proceeding. It is
possible that a resolution of one or more such proceedings, through judgment, settlement or otherwise, could require us to make substantial payments to satisfy judgments, fines or
penalties or settlement amounts, any of which could materially adversely affect our results of operations and financial condition. Additionally, the terms of dismissal, settlement,
release or other resolution may permit certain claims to be reopened under certain conditions. Claims, lawsuits investigations and proceedings involving the Company could also
result in reputational harm, criminal sanctions, consent decrees or orders preventing us from offering certain services, requiring a change in our business practices in costly ways or
requiring development of non-infringing or otherwise altered products or technologies. In addition, it can be very costly to defend litigation and these costs could materially adversely
affect our results of operations and financial condition. Refer to Note 17 — Contingencies and Litigation to our Consolidated Financial Statements.

Financial Risks

We have recorded significant goodwill impairment charges and may be required to record additional charges to future earnings if our goodwill or intangible assets
become impaired.

We are required under generally accepted accounting principles to review our intangible assets for impairment when events or changes in circumstances indicate the carrying value
may not be recoverable. Goodwill is required to be tested for impairment at least annually. Factors that may be considered a change in circumstances indicating that the carrying
value of our intangible assets and/or goodwill may not be recoverable include a decline in stock price and market capitalization, slower growth rates in our industry or our own
operations, and/or other materially adverse events that have implications on the profitability of our business or business segments. We may be required to record additional charges
to earnings during the period in which any impairment of our goodwill or other intangible assets is determined which could adversely impact our results of operations. As of
December 31, 2020, our goodwill balance was $1.5 billion, which represented 35.9% of total consolidated assets. Refer to Note 9 — Goodwill and Intangible Assets, Net to our
Consolidated Financial Statements for additional information about our 2019 goodwill impairment.

Our significant indebtedness could materially adversely affect our results of operations and financial condition.
We have and will continue to have a significant amount of debt and other obligations. Our substantial debt and other obligations could have important consequences.

For example, it could (i) increase our vulnerability to general adverse economic and industry conditions; (i) limit our ability to obtain additional financing for future working capital,
capital expenditures, acquisitions and other general corporate requirements; (iii) require us to dedicate a substantial portion of our cash flows from operations to service debt and
other obligations thereby reducing the availability of our cash flows from operations for other purposes; (iv) limit our flexibility in planning for, or reacting to, changes in our
businesses and the industries in which we operate; (v) place us at a competitive disadvantage compared to our competitors that have less debt; and (vi) become due and payable
upon a change in control. If new debt is added to our current debt levels, these related risks could increase.

Our ability to make payments on and to refinance our indebtedness, as well as any future debt that we may incur, will depend on our ability to generate cash in the future from
operations, financings or asset sales. Our ability to generate cash is subject to general economic, financial, competitive, legislative, regulatory and other factors that are beyond our
control.

The terms of our indebtedness may restrict our current and future operations, particularly our ability to incur debt that we may need to fund initiatives in response to
changes in our business, the industries in which we operate, the economy and governmental regulations.

The terms of our indebtedness include a number of restrictive covenants that impose significant operating and financial restrictions on us and our subsidiaries and limit our ability to
engage in actions that may be in our long-term best interests. These may restrict our and our subsidiaries’ ability to take some or all of the following actions:

CNDT 2020 Annual Report
23



Table of Contents

* incur or guarantee additional indebtedness or sell disqualified or preferred stock;

* pay dividends on, make distributions in respect of, repurchase or redeem capital stock;

* make investments or acquisitions;

* sell, transfer or otherwise dispose of certain assets, including accounts receivable;

e create liens;

e enter into sale/leaseback transactions;

* enter into agreements restricting the ability to pay dividends or make other intercompany transfers;
* consolidate, merge, sell or otherwise dispose of all or substantially all of our or our subsidiaries’ assets;
* enter into transactions with affiliates;

e prepay, repurchase or redeem certain kinds of indebtedness;

» issue or sell stock of our subsidiaries; and/or

* significantly change the nature of our business.

As a result of all of these restrictions, we may be:
* limited in how we conduct our business and pursue our strategy;
* unable to raise additional debt financing to operate during general economic or business downturns; or
* unable to compete effectively or to take advantage of new business opportunities.

A breach of any of the restrictive covenants, if applicable, could result in an event of default under the terms of this indebtedness. If an event of default occurs, the lenders would
have the right to accelerate the repayment of such debt and the event of default or acceleration may result in the acceleration of the repayment of any other of our debt to which a
cross-default or cross-acceleration provision applies. Furthermore, under this indebtedness we have pledged our assets as collateral as security for our repayment obligations. If we
were unable to repay any amount of this indebtedness when due and payable, the lenders could proceed against the collateral that secures this indebtedness. In the event our
creditors accelerate the repayment of our borrowings, we may not have sufficient assets to repay such indebtedness, which could materially adversely affect our results of
operations and financial condition.

In addition, our credit facility bears interest at a rate that varies depending on the LIBOR. On July 27, 2017, the UK's Financial Conduct Authority, which regulates LIBOR,
announced that it intends to phase out LIBOR by the end of 2021. It is unclear if at that time LIBOR will cease to exist or if new methods of calculating LIBOR will be established
such that it continues to exist after 2021. The U.S. Federal Reserve, in conjunction with the Alternative Reference Rates Committee, a steering committee comprised of large U.S.
financial institutions, announced replacement of U.S. dollar LIBOR with a new index calculated by short-term repurchase agreements, backed by U.S. Treasury securities called the
Secured Overnight Financing Rate ("SOFR"). The first publication of SOFR was released in April 2018. Whether or not SOFR attains market traction as a LIBOR replacement tool
remains in question and the future of LIBOR at this time is uncertain. If LIBOR rates are no longer available, our costs of borrowings under our credit facilities may be negatively
impacted, which could have an adverse effect on our results of operations.

Our profitability is dependent upon our ability to obtain adequate pricing for our services and to improve our cost structure.

Our success depends on our ability to obtain adequate pricing for our services that will provide a reasonable return to our shareholders. Depending on competitive market factors,
future prices we obtain for our services may decline from previous levels. If we are unable to obtain adequate pricing for our services, it could materially adversely affect our results
of operations and financial condition. In addition, our contracts are increasingly requiring tighter timelines for implementation as well as more stringent service level metrics. This
makes the bidding process for new contracts much more difficult and requires us to adequately consider these requirements in the pricing of our services.

In order to meet the service requirements of our customers, which often includes 24/7 service, and to optimize our employee cost base, including our back-office support, we often
locate our delivery service and back-office support centers in lower-cost locations, including several developing countries. Concentrating our centers in these locations presents a
number of operational risks, many of which are beyond our control, including the risks of political instability, natural disasters, safety and security risks, labor disruptions, excessive
employee turnover and rising labor rates. Additionally, a change in the political environment in the United States or the adoption and enforcement of legislation and regulations
curbing the use of such centers outside of the United States could materially adversely
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affect our results of operations and financial condition. These risks could impair our ability to effectively provide services to our customers and keep our costs aligned to our
associated revenues and market requirements.

Our ability to sustain and improve profit margins is dependent on a number of factors, including our ability to continue to improve the cost efficiency of our operations through such
programs as RPA, to absorb the level of pricing pressures on our services through cost improvements and to successfully complete information technology initiatives. If any of these
factors adversely materialize or if we are unable to achieve and maintain productivity improvements through restructuring actions or information technology initiatives, our ability to
offset labor cost inflation and competitive price pressures would be impaired, each of which could materially adversely affect our results of operations and financial condition.

If we are unable to collect our receivables for billed or unbilled services, our results of operations and financial condition could be materially adversely affected.

The profitability of certain of our large contracts depends on our ability to successfully obtain payment from our clients of the amounts they owe us for work performed. Actual losses
on client balances could differ from current estimates and, as a result, may require adjustment of our receivables for unbilled services. Our receivables include long-term contracts.
Over the course of a long-term contract, our customers’ financial condition may change such that their ability to pay their obligations, and our ability to collect our fees for services
rendered, is adversely affected. Additionally, we may perform work for the federal, state and local governments, with respect to which we must file requests for equitable adjustment
or claims with the proper agency to seek recovery in whole or in part, for out-of-scope work directed or caused by the government customer in support of its project, and the amounts
of such recoveries may not meet our expectations or cover our costs. Timely collection of client balances also depends on our ability to complete our contractual commitments (such
as our ability to achieve specified milestones in percentage-of-completion contracts) and bill and collect our contracted revenues. If we are unable to meet our contractual
requirements, we might experience delays in collection of and/or be unable to collect our client balances, and if this occurs, our results of operations and financial condition could be
adversely affected. In addition, if we experience an increase in the time to bill and collect for our services, our results of operations and financial condition could be materially
adversely affected.

A decline in revenues from or a loss or failure of significant clients could materially adversely affect our results of operations and financial condition.

Our results of operations and financial condition could be materially adversely affected by the loss or failure of significant clients or any significant reduction in revenue volumes from
our significant clients, which has occurred in the past and could occur in the future. Some of our clients are in business sectors which have experienced significant financial
difficulties or consolidation, and/or the reduction of volumes or their inability to make payments to us, as a result of, among other things, their merger or acquisition, divestiture of
assets or businesses, contract expiration, nonrenewal or early termination (including termination for convenience) or business or financial failure or deterioration. Economic and
political conditions could affect our clients’ businesses and the markets they serve. Competition from other service providers and bringing these services in-house could also be
expected to adversely impact our revenues.

We have non-recurring revenue, which subjects us to a risk that our revenues and cash flows from operations may fluctuate from period to period.

Revenue generated from our non-recurring services may fluctuate due to factors both within and outside of our control. Our mix of non-recurring and recurring revenues is impacted
by acquisitions as well as growth in our non-recurring lines of business, as well as our strategic decisions to exit or reduce our services in particular service areas. There is less
predictability and certainty in the timing and amount of revenues generated by our non-recurring services and, accordingly, our results of operations and financial condition could be
materially adversely affected by the timing and amount of revenues generated from our non-recurring services

The failure to obtain or maintain a satisfactory credit rating could adversely affect our liquidity, capital position, borrowing costs, access to capital markets and ability
to post surety or performance bonds to support clients’ contracts.

Any future downgrades to our credit rating could negatively impact our ability to renew contracts with our existing clients, limit our ability to compete for new clients, result in
increased premiums for surety or performance bonds to
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support our clients’ contracts and/or result in a requirement that we provide collateral to secure our surety or performance bonds. Further, certain of our commercial outsourcing
contracts provide that, in the event our credit ratings are downgraded to specified levels, the client may elect to terminate its contract with us and either pay a reduced termination
fee or, in some limited instances, no termination fee. Such a credit rating downgrade could adversely affect these client relationships.

There can be no assurance that we will be able to maintain our credit ratings. Any additional actual or anticipated downgrades of our credit ratings, including any announcement that
our ratings are under review for a downgrade, may have a negative impact on our liquidity, capital position and access to capital markets.

Increases in the cost of telephone and data services or significant interruptions in such services could materially adversely affect our results of operations and
financial condition.

Our business is significantly dependent on telephone and data services provided by various local and long distance telephone and data service providers around the world.
Accordingly, any disruption of these services could materially adversely affect our results of operations and financial condition. We have taken steps to mitigate our exposure to
service disruptions by investing in redundant circuits, although there is no assurance that the redundant circuits would not also suffer disruption. Any inability to obtain telephone or
data services at favorable rates could materially adversely affect our results of operations and financial condition. Where possible, we have entered into long-term contracts with
various providers to mitigate short-term rate increases and fluctuations. There is no obligation, however, for the vendors to renew their contracts with us, or to offer the same or lower
rates in the future, and such contracts are subject to termination or modification for various reasons outside of our control. A significant increase in the cost of telephone or data
services that is not recoverable through an increase in the price of our services could materially adversely affect our results of operations and financial condition. In addition, a
number of our facilities are located in jurisdictions outside of the United States where the provision of utility services, including electricity and water, may not be consistently reliable,
and while there are backup systems in many of our operating facilities, an extended outage of utility or network services could materially adversely affect our results of operations
and financial condition.

We are a holding company and, therefore, may not be able to receive dividends or other payments in needed amounts from our subsidiaries.

Our principal assets are the shares of capital stock and indebtedness of our subsidiaries. We rely on dividends, interest and other payments from these subsidiaries to meet our
obligations for paying principal and interest on outstanding debt obligations, paying corporate expenses and, if determined by our Board, paying dividends to shareholders and
repurchasing common shares. Certain of our subsidiaries are subject to regulatory requirements of the jurisdictions in which they operate or other restrictions that may limit the
amounts that these subsidiaries can pay in dividends or other payments to us. No assurance can be given that there will not be further changes in law, regulatory actions or other
circumstances that could restrict the ability of our subsidiaries to pay dividends to us. In addition, due to differences in tax rates, repatriation of funds from certain countries into the
United States could have unfavorable tax ramifications for us.

COVID-19 Pandemic Related Risks

Our business has been and will continue to be negatively impacted by the ongoing coronavirus pandemic.

Beginning in late 2019, the outbreak of a novel strain of virus named SARS-CoV-2 (severe acute respiratory syndrome coronavirus 2), or coronavirus, which causes coronavirus
disease 2019, or COVID-19, has evolved into a global pandemic and has spread to most regions of the world.

As a result of the COVID-19 pandemic, we have experienced and can be expected to continue to experience disruptions to our business, our operations, the delivery of our services
and customer demand for our services and business offerings, including:

« Social distancing, shelter-in-place and stay-at-home requirements and guidance of national, regional, state and local governments have required that substantial services
being performed by us for our customers be shifted to work-from-home alternatives, which have created added burdens, risks and costs, including but
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not limited to: the added cost and uncertainty created by a significant change in our delivery model; delays and disruptions resulting from organizing and implementing work-
from-home solutions, particularly in our lower cost geographies, such as India and the Philippines, which have not in the past generally permitted or accommodated work-
from-home alternatives; customer protocols not allowing, without express customer waiver or permission, work-from-home alternatives, due to sensitivity of customer data,
inclusion of personally identifiable information, cybersecurity and data security concerns, and other factors; delays and disruptions in providing customer services which may
adversely affect our reputation and may in the future result in failure to satisfy customer contract requirements and other noncompliance issues; challenges in and cost of
equipping work-from-home solutions with appropriate technology equipment and software, with suitable security protections; potential for increased cybersecurity and other
data security issues; compliance with legal, regulatory, industry and customer standards and specifications; and increased logistical issues resulting from unexpected shift in
service delivery model. As a result of these and other factors related to work-from-home solutions, we have experienced and can be expected to continue to experience
delays and disruptions and an adverse impact on our business, operations, costs, satisfaction of customer requirements and operating results and financial condition.

« The COVID-19 pandemic has impacted and may be expected to continue to adversely impact customer demand for our services and business offerings. Many of our
customers have experienced and will continue to experience substantial disruption in their own operations. In addition, many of our governmental and non-governmental
customers have been allocating resources and management attention away from the ordinary conduct of their business and toward responding to COVID-19 related
emergent events. Our sales and marketing personnel are also largely required to perform their services via virtual or other telecommunication alternatives, rather than in-
person interactions. The COVID-19 pandemic has also resulted in greater customer uncertainty in their short-term and longer-term needs. In addition, under certain
contracts we earn revenues based on the number of transactions processed, such as, for example, certain transportation and credit card processing arrangements where
the number of transactions has decreased due to the COVID-19 pandemic. These and other pandemic-related factors have and will continue to adversely impact revenues,
sales, new business opportunities, pricing and our sales pipeline.

< Further, our management has been focused on mitigating the impact of the COVID-19 pandemic, which has required and will continue to require a substantial investment of
time and resources across our enterprise. This has resulted and can be expected to continue to result in a diversion of management attention, resources and previously
planned investments away from strategic, operational and technological initiatives which had been intended to improve customer demand, new business opportunities,
business retention, service delivery, potential divestitures or acquisitions, and the overall profitability of our business and we cannot predict how long this may continue.

*  Our government contracts are often subject to a government entity’s right to change the scope of work or to terminate their project for funding reasons or at their
convenience. Due to the COVID-19 pandemic and its current and future impact on governments, budgets and resources, we may experience government contracts’
reductions or terminations.

« We are a leading provider of business processing services concentrated on transaction-intensive processing including financial transactions. If we fail to satisfy a customer’s
requirements or specifications, we could incur additional costs to address such dissatisfaction or on account of such deficiency as well as receive notice of termination. The
COVID-19 pandemic has had and can be expected to continue to have an impact on compliance and non-interruption of service under certain customer contractual
requirements, and certain customer relationships can be expected to be adversely impacted, in addition to our incurring added costs in response to any deficiency.

« The COVID-19 pandemic may have had and may continue to have an adverse impact on the operations, financial results and finances of many of our customers, which
could impact customer payment cycles and payments due from customers.

« We rely on third parties to provide technology, other services and products we need to operate our business. Delays or interruption in the operations of third parties on which
we rely may result in disruptions in our own operations and fulfillment of our customers’ requirements.
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¢ The economic downturn could also result in the carrying value of our goodwill or other intangible assets exceeding their fair value, which could require us to recognize further
asset impairment.

* We also cannot predict the impact of remote working arrangements on our internal systems and normal administrative services.

« To the extent we draw under our credit facility, our debt would increase. Such increase in our level of debt could adversely affect our financial results or ability to incur
additional debt and could negatively impact our credit ratings. In addition, as a result of the risks described above, we may be required to raise additional debt or equity
financing, and our access to and cost of financing will depend on, among other things, global economic conditions, conditions in the global financing markets, the availability
of sufficient amounts of financing, our prospects, our credit ratings, and the outlook for our industry as a whole. If, as a result of COVID-19, credit agencies downgrade our
credit ratings, or general market conditions were to ascribe higher risk to our credit rating levels, our access to capital and cost of debt financing may be negatively impacted
and certain of our existing commercial agreements may require us to post collateral; the continuing impact of the COVID-19 pandemic could also negatively impact our
compliance with our financial covenants under our credit facilities. In addition, the terms of future debt agreements could include more restrictive covenants.

* The trading prices for our common shares and the securities of other companies in our industry have been highly volatile as a result of the COVID-19 pandemic and a
recession, depression or other sustained adverse market event resulting from the COVID-19 pandemic could materially and adversely affect the financial markets, the value
of our common shares and our ability to obtain equity or debt financing on favorable or acceptable terms.

The COVID-19 pandemic continues to rapidly evolve, and additional material impacts and disruptions are likely to occur. These and other factors, which may worsen, can be
expected to have a material adverse impact on our business, operations, financial results and capital resources. The ultimate impact of the COVID-19 pandemic on us is highly
uncertain and subject to change and will depend on future developments, which cannot be accurately predicted, including the duration of the pandemic, continued emergence of
new strains of COVID-19, the availability of an effective vaccine and the speed with which it is administered to the public, additional or modified government actions, new information
that will emerge concerning the severity and impact of COVID-19 and the actions taken to contain COVID-19 or address its impact in the short and long-term, among others. We do
not yet know and cannot predict the full extent of potential impacts on our business, our services and business offerings or our operating results and financial condition.
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ITEM 1B. UNRESOLVED STAFF COMMENTS
None

ITEM 2. PROPERTIES

We lease and own numerous facilities worldwide with larger concentrations of space in Kentucky, New Jersey, California, Mexico, Guatemala, India, the Philippines, Jamaica and
Romania. Our owned and leased facilities house general offices, sales offices, service locations, call centers and distribution centers. The size of our property portfolio as of
December 31, 2020 was approximately 5.9 million square feet at an annual operating cost (lease costs and expenses) of approximately $158 million and was composed of 207
leased properties and 4 owned properties. We believe that our current facilities are suitable and adequate for our current businesses. Because of the interrelation of our business
segments, each of the segments uses substantially all of these properties at least in part.

We had 0.6 million square feet of our leased and owned properties that became surplus in 2020 due to the implementation of our efficiency initiatives to consolidate our real estate
footprint. We aggressively managed our surplus properties through early terminations and subleasing of leased properties and the sale of owned properties. As a result,
approximately 0.8 million square feet of the surplus property portfolio were resolved during the year ended December 31, 2020. Additional leased and owned properties may

become surplus in the future as we continue to optimize our workforce location strategy based on existing conditions and leverage enhanced work-from-home capabilities. We are
obligated to maintain our leased surplus properties through required contractual lease periods and plan to dispose of or sublease these properties.

ITEM 3. LEGAL PROCEEDINGS

The information set forth under Note 17 — Contingencies and Litigation to the Consolidated Financial Statements in Part I, Item 8 is incorporated herein by reference.

ITEM 4. MINE SAFETY DISCLOSURES

Not applicable.
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Part Il

ITEM 5. MARKET FOR THE REGISTRANT'S COMMON EQUITY, RELATED STOCKHOLDER MATTERS AND ISSUER PURCHASES OF EQUITY

SECURITIES

Stock Exchange Information

The common stock of Conduent began trading on January 3, 2017, on the New York Stock Exchange, under the ticker "CNDT". In December 2019, Conduent changed the listing of

its publicly traded common stock from the New York Stock Exchange to the NASDAQ, where it remains listed under the ticker "CNDT".

Common Shareholders of Record

There were 24,475 shareholders of record as of January 31, 2021.

Conduent Common Stock Dividends

We did not pay any dividends on our common stock in 2020. We intend to retain future earnings for use in the operation of our business and to fund future growth. We do not
anticipate paying any dividends on our common stock for the foreseeable future.

Performance Graph
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Sales of Unregistered Securities During the Quarter Ended December 31, 2020

None

Securities Authorized for Issuance Under Existing Equity Compensation Plans
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Information about securities authorized for issuance under existing equity compensation plans is incorporated by reference from Item 12—Securities Authorized for Issuance Under
Existing Equity Compensation Plans.
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ITEM 6. SELECTED FINANCIAL DATA

In accordance with amendments to Regulation S-K effective February 10, 2021, we have elected to early apply the guidance allowing for the omission of selected financial data for

each of the five prior fiscal years.

QUARTERLY RESULTS OF OPERATIONS (Unaudited)

) ) First Second Third Fourth Full
(in millions, except per-share data) Quarter Quarter Quarter Quarter Year
2020
Revenues 1,051 1,016 1,041 1,055 $ 4,163
Costs and Expenses 1,102 1,080 1,054 1,066 4,302
Loss before Income Taxes (51) (64) (13) (11) (139)
Income tax (benefit) expense (2) (13) (6) — (21)
Net Loss (49) (51) @) a1 $ (118)
Loss per Share®:
Basic $ (0.24) (0.25) (0.04) 0.07) $ (0.61)
Diluted $ (0.24) (0.25) (0.04) 0.07) $ (0.61)
2019
Revenues $ 1,158 1,112 1,098 1,09 $ 4,467
Costs and Expenses® 1,496 2,231 1,112 1,734 6,573
Loss before Income Taxes (338) (1,119) (14) (635) (2,106)
Income tax (benefit) expense (30) (90) 2 (54) (172)
Net Loss $ (308) (1,029) (16) (581) $ (1,934)
Loss per Share®:
Basic $ (1.49) (4.94) (0.09) (2.76) $ (9.29)
Diluted $ (1.49) (4.94) (0.09) (2.76) $ (9.29)

(1) First quarter, second quarter, fourth quarter and full year 2019 include goodwill impairment charge of $284 million, $1.1 billion, $601 million and approximately $2.0 billion, respectively. Refer to Note 9 — Goodwill and
Intangible Assets, Net to the Consolidated Financial Statements included in Item 8 of this Form 10-K for further discussion.

(2) The sum of quarterly loss per share may differ from the full-year amounts due to rounding.
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ITEM 7. MANAGEMENT'S DISCUSSION AND ANALYSIS OF FINANCIAL CONDITION AND RESULTS OF OPERATIONS

The following Management's Discussion and Analysis (MD&A) is intended to help the reader understand the results of operations and financial condition of Conduent. This MD&A is
provided as a supplement to, and should be read in conjunction with, our Consolidated Financial Statements and the accompanying notes in this Form 10-K for the year ended
December 31, 2020. This MD&A provides additional information about our operations, current developments, financial condition, cash flows and results of operations.

Throughout the MD&A, we refer to various notes to our Consolidated Financial Statements which appear in Item 8 of this Form 10-K, and the information contained in such notes is
incorporated by reference into the MD&A in the places where such references are made.

Overview

With revenues of $4.2 billion, we are a leading provider of business process services with expertise in transaction-intensive processing, analytics and automation. We serve as a
trusted business partner in both the front office and back office, enabling personalized, seamless interactions on a massive scale that improve end-user experience.

Headquartered in Florham Park, New Jersey, we have a team of approximately 63,000 people as of December 31, 2020, servicing customers from service centers in 22 countries. In
2020, 10% of our revenue was generated outside the U.S.

Our reportable segments correspond to how we organize and manage the business and are aligned to the industries in which our clients operate.

We organize and manage our businesses through three reportable segments.

¢ Commercial Industries — Our Commercial Industries segment provides business process services and customized solutions to clients in a variety of industries. Across the
Commercial Industries segment, we operate on our clients’ behalf to deliver mission-critical solutions and services to reduce costs, improve efficiencies and enable revenue
growth for our clients and their consumers and employees.

* Government Services — Our Government Services segment provides government-centric business process services to U.S. federal, state and local and foreign governments
for public assistance, health services, program administration, transaction processing and payment services. Our solutions in this segment help governments respond to
changing rules for eligibility and increasing citizen expectations.

« Transportation — Our Transportation segment provides systems and support, as well as revenue-generating services, to government clients. On behalf of government agencies
and authorities in the transportation industry, we deliver mission-critical mobility and payment solutions that improve automation, interoperability and decision-making to
streamline operations, increase revenue and reduce congestion while creating safer communities and seamless travel experiences for consumers.

CNDT 2020 Annual Report
33



Table of Contents

Significant 2020 Actions

* Strong new business signings results — A strong year of new business with total contract value (TCV) signings of $1,934 million in 2020, representing an increase of 94%
compared to that of the prior year period.

» Draw down on revolver - In March 2020, we drew down $150 million of our $750 million Senior Credit Facility (Revolver) as a precautionary measure in response to the
COVID-19 pandemic. This amount was repaid in December 2020.

» Cost savings initiative — Beginning in the first quarter of 2020, we expanded the focus of our efficiency initiatives to include both permanent and temporary cost efficiencies,
aimed to offset as much of the COVID-19 related negative impacts as possible. We announced an initial target amount of approximately $100 million of cost savings impact in
2020 and subsequently increased this amount throughout the year. We achieved approximately $145 million of cost savings impact in 2020 in both permanent savings, such as
headcount and vendor optimization, and temporary savings, such as furloughs and reduced travel.

* Operational improvements — We have made significant progress on our “Growth”, “Quality”, and “Efficiency” initiatives by leveraging changes to people, process, and
technology. Specific actions have included standardizing governance processes for client implementations, account management, and incident response, centralizing and
enhancing the salesforce, restructuring to leverage a shared services model and addressing spans and layers, instituting a global IT command center, continuing to make
progress on the data center consolidation plan, among others. These actions have resulted in improvements across the “Growth”, “Quality”, and “Efficiency” pillars. For example,
we have shown a significant reduction of the number of technology-related incidents and outages, improvements in associate satisfaction survey results, and increases in
service level agreement payments from customers.

Significant 2019 Actions

* Business acquisition — In January 2019, we acquired Health Solution Plus, a software provider of healthcare payer administration solutions for a total base consideration of
$90 million. This acquisition is part of the Commercial Industries segment. Refer to Note 5 — Business Acquisition to the Consolidated Financial Statements for additional
information regarding this acquisition.

» Disposition - In February 2019, we completed the sale of a portfolio of select standalone customer care contracts for $25 million. The business sold represented $36 million
and $439 million of revenues in 2019 and 2018, respectively. Refer to Note 4 — Divestiture to the Consolidated Financial Statements for additional information regarding this
sale.

« Litigation settlement - In February 2019, we reached a settlement agreement and release with the State of Texas ("State") and the Texas Department of Health and Human
Services, which was amended in May 2019 ("Texas Agreement”). Pursuant to the terms of the Texas Agreement, the Company was required to pay the State $236 million, of
which $118 million was paid in 2019 and the remaining $118 million paid in January 2020. Refer to Note 17 — Contingencies and Litigation to the Consolidated Financial
Statements for additional information regarding this litigation settlement.

*  Goodwill impairment — During 2019, we performed interim goodwill impairment assessments for all our reporting units which resulted in a cumulative impairment charge of
$2.0 billion. Refer to Note 9 — Goodwill and Intangible Assets, Net to the Consolidated Financial Statements for details regarding the facts and circumstances that led to this
impairment charge.

COVID-19 Outbreak
Throughout the COVID-19 pandemic, we have continued to provide critical and best-in-class services to our customers and their end-users, while ensuring the health and safety of

our associates. To address the potential impact to our business over the near-term, our Business Continuity team established a proactive plan in the first quarter of 2020 that has
continued throughout the year, which includes:
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e Supporting our associates with a number of specific initiatives, including making improvements to our policies to extend short term disability, providing extra supplemental sick
leave coverage and introducing a hardship leave policy.

¢ Increased sanitation and social distancing for required on-site essential associates.

At the end of 2020, approximately 75% of our workforce had shifted to work-from-home. We will start a slow and measured approach to bring associates back to our offices, as
appropriate. This will be a phased process based on the specific COVID-19 conditions in certain geographies, as well as, business requirements.

As the crisis continues, we may revise our approach to these initiatives or take additional actions to meet the needs of our employees, customers and their end-users as well as the
Company's needs and to continue to provide our mission-critical services and solutions.

For the year ended December 31, 2020, we estimated an $85 million unfavorable impact on revenue was attributable to the COVID-19 pandemic or COVID-19 related effects. In
addition to reductions in certain direct costs, we also achieved certain temporary cost savings associated with our cost reduction program which were estimated to be $59 million for
the year ended December 31, 2020. These temporary cost actions were primarily driven by pandemic related furloughs, reduced travel, vendor and facilities spend. The estimated
effect of the COVID-19 pandemic on our pre-tax income, which includes the net revenue impact, incremental costs and benefit from temporary cost savings was a reduction of $23
million for the year ended December 31, 2020.

Refer to the discussion of results of operations below for additional discussion of COVID-19 pandemic related effects.
Critical Accounting Policies

The preparation of financial statements in conformity with accounting principles generally accepted in the United States of America (U.S. GAAP) requires us to make estimates and
assumptions in certain circumstances that affect amounts reported in the accompanying Consolidated Financial Statements and notes thereto. In preparing our Consolidated
Financial Statements, we have made our best estimates and judgments of certain amounts included in the Consolidated Financial Statements giving due consideration to materiality.
However, application of these accounting policies involves the exercise of judgment and use of assumptions as to future uncertainties and, as a result, actual results could differ from
these estimates. Senior management has discussed the development and selection of the critical accounting policies, estimates and related disclosures included herein with the
Audit Committee of the Board of Directors. We consider these as critical to understanding our Consolidated Financial Statements, as their application places the most significant
demands on management's judgment, since financial reporting results rely on estimates of the effects of matters that are inherently uncertain. In instances where different estimates
could have reasonably been used, we disclose the impact of these different estimates on our operations. In certain instances, the accounting rules are prescriptive; therefore, it
would not have been possible to reasonably use different estimates. Changes in assumptions and estimates are reflected in the period in which they occur. The impact of such
changes could be material to our results of operations and financial condition in any quarterly or annual period.

Specific risks associated with these critical accounting policies are discussed in the MD&A, where such policies affect our reported and expected financial results. For a detailed
discussion of the application of these and other accounting policies, refer to Note 1 — Basis of Presentation and Summary of Significant Accounting Policies to the Consolidated
Financial Statements.

Leases

The Company determines if an arrangement is a lease at the inception of the contract and whether that lease meets the classification criteria of a finance or operating lease. The
Company accounts for lease and non-lease components separately for its equipment leases, based on the estimated standalone price of each component, and combines lease and
non-lease components for its real estate leases. The Company's leases generally do not provide an implicit rate; therefore, the Company uses its incremental borrowing rate as the
discount rate when measuring operating lease liabilities. The incremental borrowing rate represents an estimate of the interest rate the Company would incur at lease
commencement to borrow an amount equal to the lease payments on a
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collateralized basis over the term of a lease within a particular currency environment. Refer to Note 1 — Basis of Presentation and Summary of Significant Accounting Policies for
additional information regarding our lease accounting policies.

Revenue Recognition

Application of the accounting principles in U.S. GAAP related to the measurement and recognition of revenue requires us to make judgments and estimates. Complex arrangements
with nonstandard terms and conditions may require significant contract interpretation to determine the appropriate accounting. Refer to Note 1 — Basis of Presentation and Summary
of Significant Accounting Policies and Note 2 — Revenue to the Consolidated Financial Statements for additional information regarding our revenue recognition policies.

Intangible Assets

The fair values of identifiable intangible assets are primarily estimated using an income approach. These estimates include market participant assumptions and require projected
financial information, including assumptions about future revenue growth and costs necessary to facilitate the projected growth. Other key inputs include assumptions about
technological obsolescence, customer attrition rates, brand recognition, the allocation of projected cash flows to identifiable intangible assets and discount rates. We regularly review
for impairment intangible assets with finite lives whenever events or changes in circumstances indicate the carrying amount of an asset may not be recoverable. Factors we consider
important which could trigger an impairment review include the following:

» significant underperformance relative to historical or projected future operating results;
« significant changes in the manner of our use of the acquired assets or the strategy for our overall business; and
« significant negative industry or economic trends.

When we determine that the carrying value of intangibles and long-lived assets may not be recoverable based upon the existence of one or more of the above indicators of potential
impairment, we assess whether an impairment has occurred based on whether net book value of the assets exceeds the related projected undiscounted cash flows from these
assets groups. We consider a number of factors, including past operating results, budgets, economic projections, market trends and product development cycles in estimating future
cash flows. Differing estimates and assumptions as to any of the factors described above could result in a materially different impairment charge, if any, and thus materially different
results of operations.

Goodwill

Goodwill is not amortized but rather tested for impairment annually, or more frequently if an event or circumstance indicates that impairment may have been incurred. Events or
circumstances that might indicate an interim evaluation is warranted include, among other things, unexpected adverse business conditions, macro and reporting unit specific
economic factors, supply costs, unanticipated adverse events or conditions impacting revenues, cash flows or profitability, unanticipated competitive activities and acts by
governments and courts.

Application of the interim and annual goodwill impairment test requires judgment, including the identification of reporting units, assignment of assets and liabilities to reporting units,
assignment of goodwill to reporting units and the assessment of the fair value of each reporting unit. We currently have six reporting units which support our three reportable
segments: Customer Experience Management, Business Operations Solutions, Commercial Healthcare and Human Resources and Learning Services (together comprising
Commercial Industries), Government Services and Transportation.

Our annual quantitative impairment test of goodwill was performed as of October 1, 2020.

In our quantitative test, we estimate the fair value of each reporting unit by weighting the results from the income approach (discounted cash flow methodology) and market
approach. These valuation approaches require significant judgment and consider several factors that include, but are not limited to, expected future cash flows, growth rates and
discount rates and comparable multiples from publicly traded companies in our industry. In addition, we are required to make certain assumptions and estimates regarding the
current economic environment, industry factors and the future profitability of our businesses.
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When performing our discounted cash flow analysis for each reporting unit, we incorporate the use of projected financial information and discount rates that are developed using
market participant-based assumptions. The cash-flow projections are based on three-year financial forecasts developed by management that include revenue and expense
projections, restructuring activities, capital spending trends and investment in working capital to support anticipated revenue growth or other changes in the business. The selected
discount rates consider the risk and nature of the respective reporting units' cash flows, appropriate capital structure and rates of return that market participants would require to
invest their capital in our reporting units.

We believe these assumptions are appropriate and reflect our forecasted long-term business model and consider our historical results as well as the current economic environment
and markets that we serve. The most significant assumption used in the goodwill analysis relates to the discount rates (ranging from 12.25% to 13.00%) and long-term organic
growth rates (ranging from 2.5% to 3.0%) for the reporting units within the Commercial Industries, Government Services and Transportation reportable segments.

Based on our quantitative assessments, we concluded that the fair value of our reporting units exceeded their respective carrying values and, accordingly, we did not record any
goodwill impairment charge in the year ended December 31, 2020.

During 2019, we performed interim goodwill impairment assessments for all our reporting units which resulted in a cumulative impairment charge of $2.0 billion. Refer to Note 9 —
Goodwill and Intangible Assets, Net to the Consolidated Financial Statements for details regarding the facts and circumstances that led to this impairment charge.

Income Taxes

We are subject to income taxes in the United States and numerous foreign jurisdictions. The determination of our provision for income taxes requires significant judgment, the use of
estimates and the interpretation and application of complex tax laws. Our provision is based on nonrecurring events as well as recurring factors, including the taxation of foreign
income. In addition, our provision will change based on discrete or other nonrecurring events such as audit settlements, tax law changes, changes in valuation allowances and other
factors, that may not be predictable. In the event that there is a significant unusual or one-time item recognized in our operating results, the taxes attributable to that item would be
separately calculated and recorded at the same time as the unusual or one-time item.

We record the estimated future tax effects of temporary differences between the tax bases of assets and liabilities and amounts reported in our Consolidated Balance Sheets, as
well as operating loss and tax credit carryforwards. We follow very specific and detailed guidelines in each tax jurisdiction regarding the recoverability of any tax assets recorded in
our Consolidated Balance Sheets and provide valuation allowances as required. We regularly review our deferred tax assets for recoverability considering historical profitability,
projected future taxable income, the expected timing of the reversals of existing temporary differences and tax planning strategies. Gross deferred tax assets of $294 million and
$309 million had valuation allowances of $83 million and $72 million at December 31, 2020 and 2019, respectively.

We are subject to ongoing tax examinations and assessments in various jurisdictions. Accordingly, we may incur additional tax expense based upon our assessment of the more-
likely-than-not outcomes of such matters. In addition, when applicable, we adjust previously recorded tax expense to reflect examination results. Our ongoing assessments of the
more-likely-than-not outcomes of examinations and related tax positions require judgment and can materially increase or decrease our effective tax rate, as well as impact our
operating results. Unrecognized tax benefits were $23 million, $24 million and $20 million at December 31, 2020, 2019 and 2018, respectively.

Refer to Note 16 — Income Taxes to the Consolidated Financial Statements for additional information regarding deferred income taxes and unrecognized tax benefits.
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Loss Contingencies

We are currently involved in various claims and legal proceedings. At least quarterly, we review the status of each significant matter and assess its potential financial exposure
considering all available information including, but not limited to, the impact of negotiations, settlements, rulings, advice of legal counsel and other updated information and events
pertaining to a particular matter. If the potential loss from any claim or legal proceeding is considered probable and the amount can be reasonably estimated, we accrue a liability for
the estimated loss. Significant judgment is required in both the determination of probability and the determination as to whether an exposure is reasonably estimable. Because of
uncertainties related to these matters, accruals are based only on the best information available at the time. As additional information becomes available, we reassess the potential
liability related to pending claims and litigation and may revise estimates. These revisions in the estimates of the potential liabilities could have a material impact on the results of
operations and financial position.

Refer to Note 17 — Contingencies and Litigation to the Consolidated Financial Statements for additional information regarding loss contingencies.
Recent Accounting Changes

See Note 1 — Basis of Presentation and Summary of Significant Accounting Policies for information on accounting standards adopted during the current year, as well as recently

issued accounting standards not yet required to be adopted and the expected impact of the adoption of these accounting standards. To the extent we believe the adoption of new
accounting standards has had or will have a material impact on our consolidated results of operations, financial condition or liquidity, we also discuss the impact in the applicable
section(s) of this MD&A.

Other Developments

SEC Rule - Modernize and Enhance Management'’s Discussion and Analysis and other Financial Disclosures

In November 2020, the SEC adopted amendments to modernize, simplify and enhance certain financial disclosures called for by Regulation S-K, and related rules and forms, in a
manner that reduces the costs and burdens on registrants while continuing to provide material information to investors. The amendments are also designed to improve the
readability and navigability of disclosure documents, and discourage repetition and disclosure of immaterial information.

The provisions of the rule that have the most significant impact on our disclosures under Regulation S-K and the content of this Form 10-K include: (i) elimination of the requirement
to include a five year financial highlights table in the Form 10-K; (ii) amending the requirement to present quarterly financial information for the two most recent years in tabular form
to a principals-based approach to discuss material retrospective changes; (iii) elimination of the requirement to present a tabular summary of contractual obligations; (iv) adding a
requirement to state the principal objectives of the MD&A; and (v) adding a requirement to present and discuss critical accounting estimates in the MD&A.

We will be required to comply with these amendments for our Form 10-K for the year ended December 31, 2021. Early application is permitted for each amended item. We have
elected to apply the guidance to eliminate the disclosure of the five-year highlights for this Form 10-K for the year ended December 31, 2020.
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Financial Information

The section below provides a comparative discussion of our consolidated results of operations for the year ended December 31, 2020 and 2019. See Item 7. MD&A-Financial

Information in our Annual Report on Form 10-K for the year ended December 31, 2019, for a comparative discussion of our consolidated results of operations between 2019 and

2018.

(in millions),

Revenue

Operating_ Costs and Expenses

Cost of services (excluding depreciation and amortization)

Selling, general and administrative (excluding depreciation and amortization)
Research and development (excluding depreciation and amortization)
Depreciation and amortization

Restructuring and related costs

Interest expense

Goodwill impairment

Loss on divestitures and transaction costs

Litigation costs, net

Other (income) expenses, net

Total Operating Costs and Expenses

Loss Before Income Taxes
Income tax expense (benefit)
Net Loss

Revenue

Revenue for 2020 decreased, compared to the prior year, mainly driven by lost business and the effects of the COVID-19 pandemic across our Commercial and Transportation

Year Ended December 31,

2020 vs. 2019

2020 2019 $ Change % Change
$ 4163 $ 4,467 (304) (7%
3,209 3,494 (285) (8%
468 479 1) )%
1 8 ) (88)%
459 459 — — %
67 71 (4) (6)%
60 78 (18) (23)%
— 1,952 (1,952) n/m
17 25 ®) (32)%
20 17 3 18 %
1 (10) 11 (110)%
4,302 6,573 (2,272)
(139) (2,106) 1,967
(21) 172) 151
$ (118) $ (1,934) 1,816

segments. These were partially offset by increases from the ramp of new business and increases in COVID-19 related revenues in our Government segment.

We estimated approximately $85 million of the revenue decline for the year was attributable to the net effect of the COVID-19 pandemic or COVID-19 related effects.

Cost of Services (excluding depreciation and amortization)

Cost of services for 2020 decreased, compared to the prior year, mainly driven by lost business, our efficiency initiatives and cost actions. Also contributing to the decline were lower

costs to support volume loss resulting from the effects of the COVID-19 pandemic.

Selling, General and Administrative (SG&A) (excluding depreciation and amortization)

SG&A for 2020 declined, compared to the prior year, mainly driven by reductions in real estate costs, lower corporate overhead costs and reductions in labor costs, including

reductions in 401(k) costs, partially offset by increases in certain other employee costs.

39
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Depreciation and Amortization

Depreciation and amortization (D&A) for 2020 was flat compared to the prior year due to D&A on new capital expenditure spend being offset by the run-off of D&A on older assets.
Restructuring and Related Costs

We engage in a series of restructuring programs related to downsizing our employee base, reducing our real estate footprint, exiting certain activities, outsourcing certain internal
functions, consolidating our data centers and engaging in other actions designed to reduce our cost structure and improve productivity. The following are the components of our

Restructuring and related costs:

Year Ended December 31,

(in_millions, except headcount in whole numbers), 2020 2019

Severance and related costs $ 14 3 28
Data center consolidation 23 21
Termination, asset impairment and other costs 22 18
Total Net Current Period Charges 59 67
Consulting and other costs® 8 4
Restructuring and Related Costs $ 67 $ 71
Reduction in headcount® 1,600 1,300

(1) Represents professional support costs associated with certain strategic transformation programs.
(2) Relates to headcount reductions worldwide associated with Severance and related costs

Refer to Note 10 — Restructuring Programs and Related Costs to the Consolidated Financial Statements for additional information regarding our restructuring programs.
Interest Expense

Interest expense represents interest on long-term debt and the amortization of debt issuance costs. The decrease in Interest expense for 2020, compared to the prior year, was
driven primarily by lower interest rates, partially offset by a higher average debt balance that resulted from the $150 million withdrawn from our Senior Revolving Credit Facility
(Revolver) in March 2020. Refer to Note 12 — Debt to the Consolidated Financial Statements for additional information.

Goodwill Impairment

There was no goodwill impairment identified for 2020. The goodwill impairment for 2019 related to the write-down of the carrying values of all of the reporting units. Refer to Note 9 —
Goodwill and Intangible Assets, Net to the Consolidated Financial Statements for additional information.
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Loss on Divestitures and Transaction Costs

The costs included in 2020 amount consist of professional fees related to the strategic review by the Company's Board of Directors and reserves for certain divestiture related
litigation. The costs in 2019 consist of transaction and related costs, changes in estimates related to losses on divestitures and a loss on sale of assets.

Litigation Costs, Net

Net litigation costs for 2020 primarily consist of reserves for various matters that are subject to litigation and costs related to certain reimbursement matters with our former parent
company, Xerox Corporation. Net litigation costs for 2019 consist primarily of the recognition of the $13 million discount on the fair value of the Texas litigation liability established in
2018, due to the 2019 acceleration of the payment terms of the settlement.

Refer to Note 17 — Contingencies and Litigation to the Consolidated Financial Statements for additional information.

Other (Income) Expenses, Net

Other (income) expenses, net primarily includes foreign currency transaction losses (gains), interest income and the Student Loan business shut-down costs.
Income Taxes

The 2020 effective tax rate was 15.1%, compared to 8.2% for 2019. The 2020 rate was lower than the U.S. statutory rate of 21% primarily due to geographic mix of income, tax
settlements and valuation allowances partially offset by tax credits. The 2019 rate was lower than the statutory rate, primarily due to the goodwill impairment charge being partially
non-deductible for tax and the geographic mix of income, partially offset by U.S. federal tax credits and tax benefits recognized on the sale of a portfolio of select standalone
customer care contracts to Skyview Capital LLC.

Excluding the impact of amortization, restructuring and discrete tax items the normalized effective tax rate for 2020 was 27.3%. The normalized effective tax rate of 30.0% for 2019,
was predominately impacted by the exclusion of the impact of goodwill impairment, divestitures, the Texas litigation reserve, amortization and restructuring. The decline in the
normalized effective tax rate from 2019 to 2020 is attributable to an increase in tax credits, favorable changes to certain U.S. tax rules and geographic mix of income in 2020.

The Company believes it is reasonably possible that unrecognized tax benefits of approximately $14 million will reverse within 12 months due to anticipated audit settlements.

On March 27, 2020, the Coronavirus Aid, Relief, and Economic Security Act (the CARES Act) was signed into law. The CARES Act provides for various tax relief and tax incentive
measures. The payment of the employer share of payroll taxes for the remainder of 2020 was deferred to 2021 and 2022 under the CARES Act, which provided a temporary
operating cash flow benefit. The CARES Act also retroactively allowed for the immediate recovery of qualified improvement property (QIP) costs rather than over a 39 year recovery
period, resulting in additional tax deductions for 2018 and 2019. Lastly, the CARES Act provided an elective five-year carry back for net operating losses (NOLSs) incurred in taxable
years starting after December 31, 2017, and before January 1, 2021. This allowed the Company to carry back the loss it incurred in 2019 to 2018, resulting in a tax refund.
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Operations Review of Segments
Our financial performance is based on Segment Profit/(Loss) and Segment Adjusted EBITDA for the following three segments:

¢« Commercial Industries,
*« Government Services, and
« Transportation.

Other includes our divestitures and our Student Loan business, which the Company exited in the third quarter of 2018.

Unallocated Costs includes IT infrastructure costs that are shared by multiple reportable segments, enterprise application costs and certain corporate overhead expenses not directly
attributable or allocated to our reportable segments.

The section below provides a comparative discussion of our financial performance by segment between the year ended December 31, 2020 and 2019. As described in Note 3 —
Segment Reporting to our Consolidated Financial Statements, in 2020 we realigned our sales organization and certain shared IT and other allocated functions and reallocated
certain costs that were previously included in the Shared IT/Infrastructure and Corporate Costs (now referred to as Unallocated Costs) to each of the reportable segments. All prior
periods presented have been recast to reflect these changes. We include a discussion of our recast financial performance by segment for the years ended December 31, 2019 and
2018 immediately after the discussion of financial performance for the years ended December 31, 2020 and 2019 below.

Segment Performance Review - 2020 compared to 2019

(in millions) Commercial Industries  Government Services Transportation Other Unallocated Costs Total

Year Ended Dec 31, 2020 Divestitures Other

Total Revenue $ 2,163 $ 1,281 $ 719 $ — $ — $ — $ 4,163
Segment profit (Loss) $ 150 $ 372 $ 82 $ — $ &) $ (348) $ 265
Adjusted EBITDA $ 258 $ 397 % 117 $ — 3 $ (294) $ 480
% of Total Revenue 52.0 % 30.8 % 172 % — % — % — % 100.0 %
Adjusted EBITDA Margin 11.9 % 31.0% 16.3 % — % —% —% 11.5%
Year Ended Dec 31, 2019

Total Revenue $ 2,385 $ 1,263 $ 781 $ 36 $ 2 $ — $ 4,467
Segment profit (Loss) $ 270 $ 279 $ 69 $ 1 $ 1) $ (345) $ 273
Adjusted EBITDA $ 376 $ 311 $ 108 $ 1% @ s (301) $ 494
% of Total Revenue 53.4 % 28.3% 175 % 0.8 % — % — % 100.0 %
Adjusted EBITDA Margin 15.8 % 246 % 13.8 % 28% (50.0)% —% 111 %
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Commercial Industries Segment

Revenue

Commercial Industries revenue for 2020 decreased, compared to the prior year, due to an estimated $158 million of negative COVID-19 impacts as well as prior year lost business.
This pressure was partially offset by new business ramp. The COVID-19 impact is primarily due to the following year-over-year changes: 1) lower transaction processing volumes for
clients within our BOS service offering, 2) reduced workers compensation claims and commercial healthcare claims processing in our Commercial Healthcare Solutions service
offering, 3) reduced revenue from our HSA offering "BenefitWallet" (within our HRLS business) as a result of interest rate reductions, 4) slightly reduced call volumes within our CXM
service offering across travel and retail clients, and 5) COVID-19 related delays of new business ramp across multiple clients and offerings.

Segment Profit and Adjusted EBITDA

Decreases in the Commercial Industries segment profit and adjusted EBITDA for 2020, compared to the prior year, were mainly driven by overall revenue declines, one-time items,
certain employee costs and the adverse effects of the COVID-19 pandemic, partially offset by reductions from the cost savings program.

Government Services Segment

Revenue

Government Services revenue for 2020 increased, compared to the prior year, primarily driven by an estimated $149 million of COVID-19 related benefit. These increases were
partially offset by prior year contract losses. The COVID-19 benefit is largely driven by the following year-over-year changes: 1) increases in the Supplemental Nutrition Assistance
Program (SNAP) volumes and Pandemic SNAP volumes, 2) an increase in the number of citizens to which we distribute unemployment insurance benefits, and 3) incremental
additional unemployment insurance benefit distributions provided by the CARES Act.

Segment Profit and Adjusted EBITDA

Increases in the Government Services segment profit and adjusted EBITDA for 2020, compared to the prior year, were primarily driven by higher margin revenue mix due to COVID-
19, the cost savings program and lower IT costs associated with contract losses.

Transportation Segment

Revenue

Transportation revenue for 2020 decreased, compared to the prior year, primarily driven by an estimated $76 million of negative COVID-19 related volume impacts as well as lost
business, partially offset by the ramp of new business. The COVID-19 related impacts were primarily driven by volume pressure in the Curbside Management Solutions and
Roadway Charging & Management service offerings, as well as volume pressure and project delays in the Transit Solutions service offering.

Segment Profit and Adjusted EBITDA

Transportation segment profit and adjusted EBITDA for 2020 increased, compared to the prior year, primarily driven by the cost savings program and revenue mix.
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Other

Revenue

Other revenue for 2020 decreased, compared to the prior year, driven mainly by the divestiture completed in early 2019.

Segment Profit (Loss) and Adjusted EBITDA

Increase in Other segment profit for 2020 compared to the prior year, was primarily due to the adjustment to the remaining California Medicaid Management Information System
settlement liability of $7 million as a result of the contract expiration in March 2020. This benefit was removed from adjusted EBITDA for segment reporting purposes due to its non-
recurring nature.

Unallocated Costs

Improvements in adjusted EBITDA within our Unallocated Costs for 2020, compared to the prior year, were mainly driven by the efficiencies created by the cost reduction initiative,
partially offset by an increase in costs incurred due to the effects of the COVID-19 pandemic and an increase in certain employee costs.

Segment Performance Review - 2019 compared to 2018

Commercial
(in millions) Industries Government Services Transportation Other Unallocated Costs Total
Year Ended December 31, 2019 Divestitures Other
Total Revenue $ 2,385 $ 1,263 $ 781 $ 36 $ 2 $ — $ 4,467
Segment profit (Loss) $ 270 $ 279 $ 69 $ 1 $ 1) $ (345) $ 273
Adjusted EBITDA $ 376 $ 311 $ 108 $ 1 $ (1) $ (301) $ 494
% of Total Revenue 53.4 % 28.3% 17.4 % 0.8 % — % — % 100.0 %
Adjusted EBITDA Margin 15.8 % 24.6 % 13.8 % 28 % (50.0)% —% 11.1 %
Year Ended December 31, 2018
Total Revenue $ 2,550 $ 1,351 $ 729 $ 752 $ 11 $ — $ 5,393
Segment profit (Loss) $ 346 $ 296 $ 61 $ 98 $ (4) $ (375) $ 422
Adjusted EBITDA $ 454 $ 328 $ 99 $ 105 $ 2 $ (344) $ 640
% of Total Revenue 473 % 25.1 % 13.5% 13.9% 0.2% — % 100.0 %
Adjusted EBITDA Margin 17.8 % 243 % 13.6 % 14.0 % (18.2)% —% 11.9 %

Commercial Industries Segment
Revenue

Commercial Industries revenue for 2019 decreased, compared to the prior year, primarily driven by contract losses, volume pressure, price pressure upon renewals, strategic exits
and currency fluctuations. These losses were partially offset by revenue from new contracts.

Segment Profit and Adjusted EBITDA

Decreases in the Commercial Industries segment profit and adjusted EBITDA margin for 2019, compared to the prior year, were mainly driven by the overall revenue declines,
partially offset by reductions in labor and real estate costs from our efficiency initiatives.
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Government Services Segment
Revenue

Government Services revenue for 2019 decreased, compared to the prior year, primarily driven by contract losses and pricing and scope changes associated with a large renewal.
These declines were partially offset by ramp of new business.

Segment Profit and Adjusted EBITDA

Decreases in the Government Services segment profit and adjusted EBITDA margin for 2019, compared to the prior year, were mainly driven by lower revenue, partially offset by
lower IT and delivery costs.

Transportation Segment

Revenue

Transportation revenue for 2019 increased, compared to the prior year, primarily driven by ramp of new business and volume increases.
Segment Profit and Adjusted EBITDA

Transportation segment profit and adjusted EBITDA margin for 2019 increased, compared to the prior year, mainly driven by increased revenue and reduced labor and real estate
costs from our efficiency initiatives.

Other

Revenue

Other revenue for 2019 decreased, compared to the prior year, driven mainly by the divestitures completed in 2018 and 2019 and the run-off of our Student Loan Services business.
Segment Profit (Loss) and Adjusted EBITDA

Decreases in Other segment profit and adjusted EBITDA for 2019, compared to the prior year, were primarily due to divestitures completed in 2019 and 2018 and the run-off of our
Student Loan Services business.

Unallocated Costs

Improvements in segment loss and adjusted EBITDA within our Unallocated Costs for 2019, compared to the prior year, were mainly due to reductions in IT and corporate overhead
costs.

Metrics
Signings

Signings are defined as estimated future revenues from contracts signed during the period, including renewals of existing contracts. TCV is the estimated total contractual revenue
related to signed contracts, excluding the impact of divested business as required.

For the year ended December 31, 2020, the Company signed $1,934 million of new business, representing a 94% increase compared to the prior year. Renewal TCV for the year
ended December 31, 2020 was $2,809 million, an increase of 26% compared to the prior year.
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The amounts in the following table exclude divestitures.

Year Ended December 31, 2020 vs. 2019
(in_millions) 2020 2019 $ Change % Change
New business TCV $ 1934 $ 996 $ 938 94 %
Renewals TCV 2,809 2,230 579 26 %
Total Signings $ 4,743 % 3226 $ 1,517 A7 %
New business annual recurring revenue (ARR) signings® $ 353 $ 281 $ 72 26 %
New business non-recurring revenue (NRR) signings® $ 255 $ 166 $ 89 54 %

(1) New business ARR measures the revenue from recurring services provided to the client for any new business signing. ARR represents the recurring services provided to a customer with the opportunity for renewal at the
end of the contract term.

(2) New business NRR measures the non-recurring revenue for any new business signing, including (i) signing value of any contract with term less than 12 months and (ii) signing value of project based revenue, not expected
to continue long term.

Total signings for 2020 increased, compared to the prior year, primarily due to strong conversion of the pipeline as a result of centralizing the sales organization, new sales
leadership, top-grading and expanding of sales headcount, new sales bidding processes, and a simplified go-to-market strategy, among other initiatives.

Capital Resources and Liquidity
As of December 31, 2020 and 2019, total cash and cash equivalents were $450 million (of which approximately $150 million was cash in foreign locations) and $496 million (of
which approximately $124 million was cash in foreign locations), respectively. The Company also has a $750 million revolving line of credit for its various cash needs, of which $7

million has been utilized for letters of credit as of December 31, 2020.

As of December 31, 2020, there were $1.5 billion outstanding borrowings under our Credit Agreement of which $82 million was due within one year. Refer to Note 12 — Debt to the
Consolidated Financial Statements for additional debt information.

In January 2019, we acquired Health Solution Plus, a software provider of healthcare payer administration solutions for a total base consideration of $90 million. This acquisition is
part of the Commercial Industries segment. Refer to Note 5 — Business Acquisition to the Consolidated Financial Statements for additional information regarding this acquisition.

In February 2019, we reached a settlement agreement and release with the State of Texas ("State") and the Texas Department of Health and Human Services, which was amended
in May 2019 ("Texas Agreement"). Pursuant to the terms of the Texas Agreement, the Company was required to pay the State $236 million, of which $118 million was paid in 2019
and the remaining $118 million paid in January 2020. Refer to Note 17 — Contingencies and Litigation to the Consolidated Financial Statements for additional information regarding
this litigation settlement.

Refer to the Capital Market Activity section below for additional information regarding our capital activity.

Cash Flow Analysis

The following summarizes our cash flows for the two years ended December 31, 2020, as reported in our Consolidated Statements of Cash Flows in the accompanying
Consolidated Financial Statements:

Year Ended December 31, Change
(in_millions), 2020 2019 2020 vs. 2019
Net cash provided by (used in) operating activities $ 161 $ 132 $ 29
Net cash provided by (used in) investing activities (134) (310) 176
Net cash provided by (used in) financing activities (74) (85) 11

Operating Activities
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The net improvement in cash flow from operating activities of $29 million, compared to the prior year, was primarily attributable to the deferral of payroll taxes allowed by the CARES
Act and other COVID-19 related relief of $57 million, lower income tax payments of $47 million and other working capital changes of $44 million, partially offset by the timing of
collection of receivables of $119 million.

Investing Activities

The decrease in cash used in investing activities of $176 million, compared to the prior year, was primarily due to the HSP acquisition in 2019 and decreased spending for capital
expenditures. Spending related to modernizing our IT infrastructure for both customer-facing and internal functions continued but was on a downward trajectory compared to the
higher 2019 and 2018 levels.

Financing Activities

The decrease in cash used in financing activities for 2020, compared to the prior year, was primarily due to lower tax payments related to stock compensation of $10 million for the
year ended December 31, 2020, compared to $21 million for the prior year.

Sales of Accounts Receivable

The net impact from the sales of accounts receivable on net cash provided by (used in) operating activities for the years ended December 31, 2020, 2019 and 2018 was $(22)
million, $51 million and $23 million, respectively. The net impact from the sales of accounts receivable represents the difference between current and prior year fourth quarter
accounts receivable sales adjusted for the effects of: (i) collections prior to the end of the year and (ii) currency.

Financial Instruments
Refer to Note 13 — Financial Instruments to the Consolidated Financial Statements for additional information.
Contractual Cash Obligations and Other Commercial Commitments and Contingencies

At December 31, 2020, we had the following contractual cash obligations and other commercial commitments and contingencies:

(in_millions) 2021 2022 2023 2024 2025 Thereafter
. N —
Total debt, including finance lease obligations $ 0 $ 508 $ 804 $ 6 S —_ s _
@)
Interest on debt 42 41 30 9 5 _
- ) ; ®
Minimum operating lease commitments' 95 71 47 37 27 59
Estimated Purchase Commitments® 67 24 11 3 — —
Total $ 294 % 734 $ 892 $ 85 $ 32 $ 59

(1) Total debt represents principal debt and finance leases. Refer to Note 12 — Debt to the Consolidated Financial Statements for additional information regarding debt.

(2) Refer to Note 12 — Debt in the Consolidated Financial Statements for additional information.

(3) Refer to Note 8 — Leases to the Consolidated Financial Statements for additional information.

(4) We enter other purchase commitments with vendors in the ordinary course of business, generally IT-related expenditures. Our policy with respect to all purchase commitments is to record losses, if any, when they are
probable and reasonably estimable. We currently do not have, nor do we anticipate, material loss contracts.
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Other Contingencies and Commitments

As more fully discussed in Note 17 — Contingencies and Litigation to the Consolidated Financial Statements, we are involved in a variety of claims, lawsuits, investigations and
proceedings concerning: securities law; governmental entity contracting, servicing and procurement law; intellectual property law; employment law; the Employee Retirement Income
Security Act (ERISA); and other laws and regulations. In addition, guarantees, indemnifications and claims may arise during the ordinary course of business from relationships with
suppliers, customers and non-consolidated affiliates. Nonperformance under a contract including a guarantee, indemnification or claim could trigger an obligation of the Company.

We determine whether an estimated loss from a contingency should be accrued by assessing whether a loss is deemed probable and can be reasonably estimated. Should
developments in any of these areas cause a change in our determination as to an unfavorable outcome and result in the need to recognize a material accrual, or should any of these
matters result in a final adverse judgment or be settled for significant amounts, they could have a material adverse effect on our results of operations, cash flows and financial
position in the period or periods in which such change in determination, judgment or settlement occurs.

Off-Balance Sheet Arrangements

As of December 31, 2020, we do not believe we have any off-balance sheet arrangements that have, or are reasonably likely to have, a material current or future effect on financial
condition, changes in financial condition, revenues or expenses, results of operations, liquidity, capital expenditures or capital resources.

In addition, refer to the preceding table for the Company's contractual cash obligations and other commercial commitments and Note 17 — Contingencies and Litigation to the
Consolidated Financial Statements for additional information regarding contingencies, guarantees and indemnifications.
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ITEM 7A. QUANTITATIVE AND QUALITATIVE DISCLOSURES ABOUT MARKET RISK

Market Risk

We are exposed to market risk from foreign currency exchange rates, which could affect operating results, financial position and cash flows. We manage our exposure to this market

risk through our regular operating and financing activities and, when appropriate, through the use of derivative financial instruments. We utilized derivative financial instruments to
hedge economic exposures, as well as reduce earnings and cash flow volatility resulting from shifts in market rates. We also hedge the cost to fund material non-dollar entities by
buying currencies periodically in advance of the funding date. This is accounted for using derivative accounting.

Recent market events have not caused us to materially modify or change our financial risk management strategies with respect to our exposures to foreign currency risk. Refer to
Note 13 — Financial Instruments to the Consolidated Financial Statements for additional discussion on our financial risk management.

Foreign Exchange Risk Management

Assuming a 10% appreciation or depreciation in foreign currency exchange rates from the quoted foreign currency exchange rates at December 31, 2020, the potential change in
the fair value of foreign currency-denominated assets and liabilities in each entity would not be significant because all material currency asset and liability exposures were
economically hedged as of December 31, 2020. A 10% appreciation or depreciation of the U.S. Dollar against all currencies from the quoted foreign currency exchange rates at
December 31, 2020 would have an impact on our cumulative translation adjustment portion of equity of approximately $60 million. The net amount invested in foreign subsidiaries
and affiliates, primarily in the U.K. and Europe, and translated into U.S. Dollars using the year-end exchange rates, was approximately $596 million at December 31, 2020.

Interest Rate Risk Management

The consolidated weighted-average interest rates related to our total debt for 2020 approximated 2.34% for Term A Loan due 2022, 3.82% for Term B Loan due 2023, 10.90% for
Senior Notes due 2024 and 5.29% for finance lease obligations. As of December 31, 2020, $1,470 million of our total debt of $1,528 million carried variable interest rates. The fair
values of our fixed rate financial instruments are sensitive to changes in interest rates and at December 31, 2020, a 10% increase in market interest rates would decrease the fair
values of such financial instruments by less than $1 million. A 10% decrease in market interest rates would increase the fair values of such financial instruments by less than $1
million.
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ITEM 8. FINANCIAL STATEMENTS AND SUPPLEMENTARY DATA

Report of Independent Registered Public Accounting Firm
To the Board of Directors and Shareholders of Conduent Incorporated
Opinions on the Financial Statements and Internal Control over Financial Reporting

We have audited the accompanying consolidated balance sheets of Conduent Incorporated and its subsidiaries (the “Company”) as of December 31, 2020 and 2019, and the related
consolidated statements of income (loss), of comprehensive income (loss), of shareholders' equity and of cash flows for each of the three years in the period ended December 31,
2020, including the related notes and schedule of valuation and qualifying accounts for each of the three years in the period ended December 31, 2020 appearing under Item 15(a)
(2) (collectively referred to as the “consolidated financial statements”). We also have audited the Company's internal control over financial reporting as of December 31, 2020, based
on criteria established in Internal Control - Integrated Framework (2013) issued by the Committee of Sponsoring Organizations of the Treadway Commission (COSO).

In our opinion, the consolidated financial statements referred to above present fairly, in all material respects, the financial position of the Company as of December 31, 2020 and
2019, and the results of its operations and its cash flows for each of the three years in the period ended December 31, 2020 in conformity with accounting principles generally
accepted in the United States of America. Also in our opinion, the Company maintained, in all material respects, effective internal control over financial reporting as of December 31,
2020, based on criteria established in Internal Control - Integrated Framework (2013) issued by the COSO.

Changes in Accounting Principles

As discussed in Note 1 to the consolidated financial statements, the Company changed the manner in which it accounts for leases in 2019 and the manner in which it accounts for
revenues from contracts with customers in 2018.

Basis for Opinions

The Company's management is responsible for these consolidated financial statements, for maintaining effective internal control over financial reporting, and for its assessment of
the effectiveness of internal control over financial reporting, included in Management's Report on Internal Control over Financial Reporting appearing under Item 9A. Our
responsibility is to express opinions on the Company’s consolidated financial statements and on the Company's internal control over financial reporting based on our audits. We are
a public accounting firm registered with the Public Company Accounting Oversight Board (United States) (PCAOB) and are required to be independent with respect to the Company
in accordance with the U.S. federal securities laws and the applicable rules and regulations of the Securities and Exchange Commission and the PCAOB.

We conducted our audits in accordance with the standards of the PCAOB. Those standards require that we plan and perform the audits to obtain reasonable assurance about
whether the consolidated financial statements are free of material misstatement, whether due to error or fraud, and whether effective internal control over financial reporting was
maintained in all material respects.

Our audits of the consolidated financial statements included performing procedures to assess the risks of material misstatement of the consolidated financial statements, whether
due to error or fraud, and performing procedures that respond to those risks. Such procedures included examining, on a test basis, evidence regarding the amounts and disclosures
in the consolidated financial statements. Our audits also included evaluating the accounting principles used and significant estimates made by management, as well as evaluating
the overall presentation of the consolidated financial statements. Our audit of internal control over financial reporting included obtaining an understanding of internal control over
financial reporting, assessing the risk that a material weakness exists, and testing and evaluating the design and operating effectiveness of internal control based on the assessed
risk. Our audits also included performing such other procedures as we considered necessary in the circumstances. We believe that our audits provide a reasonable basis for our
opinions.
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Definition and Limitations of Internal Control over Financial Reporting

A company’s internal control over financial reporting is a process designed to provide reasonable assurance regarding the reliability of financial reporting and the preparation of
financial statements for external purposes in accordance with generally accepted accounting principles. A company’s internal control over financial reporting includes those policies
and procedures that (i) pertain to the maintenance of records that, in reasonable detail, accurately and fairly reflect the transactions and dispositions of the assets of the company;
(i) provide reasonable assurance that transactions are recorded as necessary to permit preparation of financial statements in accordance with generally accepted accounting
principles, and that receipts and expenditures of the company are being made only in accordance with authorizations of management and directors of the company; and (iii) provide
reasonable assurance regarding prevention or timely detection of unauthorized acquisition, use, or disposition of the company’s assets that could have a material effect on the
financial statements.

Because of its inherent limitations, internal control over financial reporting may not prevent or detect misstatements. Also, projections of any evaluation of effectiveness to future
periods are subject to the risk that controls may become inadequate because of changes in conditions, or that the degree of compliance with the policies or procedures may
deteriorate.

Critical Audit Matters

The critical audit matter communicated below is a matter arising from the current period audit of the consolidated financial statements that was communicated or required to be
communicated to the audit committee and that (i) relates to accounts or disclosures that are material to the consolidated financial statements and (ii) involved our especially
challenging, subjective, or complex judgments. The communication of critical audit matters does not alter in any way our opinion on the consolidated financial statements, taken as a
whole, and we are not, by communicating the critical audit matter below, providing a separate opinion on the critical audit matter or on the accounts or disclosures to which it relates.

Goodwill Impairment Assessment

As described in Notes 1 and 9 to the consolidated financial statements, the Company’s consolidated goodwill balance was $1,528 million as of December 31, 2020. The goodwill
associated with the Commercial Industries reportable segment, Government Services reportable segment and Transportation reportable segment was $837 million, $623 million and
$68 million, respectively. Management tests goodwill for impairment annually or more frequently if an event or change in circumstances indicate the asset may be impaired. As
disclosed by management, the annual quantitative impairment test of goodwill was performed as of October 1, 2020. Impairment testing for goodwill is done at the reporting unit
level. The fair value of reporting units is determined using a combination of both an income approach and a market approach. The income approach utilizes a discounted cash flow
analysis based upon the forecasted future business results of reporting units. The market approach utilizes the guideline public company method. If the fair value of a reporting unit
is less than its carrying amount, an impairment charge would be recognized for the amount by which the carrying amount exceeds the reporting unit's fair value, not to exceed the
total amount of goodwill allocated to the reporting unit. There was no impairment identified for the year ended December 31, 2020. As disclosed by management, the most
significant assumptions used in the goodwill analysis relate to the long-term organic growth rates as well as the discount rates.

The principal considerations for our determination that performing procedures relating to the goodwill impairment assessment is a critical audit matter are (i) the significant judgment
by management when determining the fair value measurement of the reporting units; (ii) a high degree of auditor judgment, effort, and subjectivity in performing procedures to
evaluate management’s cash flow projections and significant assumptions related to the long-term organic growth rates and the discount rates; and (iii) the audit effort involved the
use of professionals with specialized skill and knowledge.

Addressing the matter involved performing procedures and evaluating audit evidence in connection with forming our overall opinion on the consolidated financial statements. These
procedures included testing the effectiveness of controls relating to the Company’s goodwill impairment assessment, including controls over the determination of the fair value of the
Company'’s reporting units. These procedures also included, among others, testing management's process for determining the fair value estimate; evaluating the appropriateness of
the discounted cash flow analysis;
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testing the completeness, accuracy and relevance of underlying data used in the estimate; and evaluating the significant assumptions used by management related to the long-term
organic growth rates and the discount rates. Evaluating management’s assumptions related to the long-term organic growth rates involved evaluating whether the assumptions used
were reasonable considering (i) the current and past performance of each reporting unit; (i) the consistency with external market and industry data; and (iii) whether these
assumptions were consistent with evidence obtained in other areas of the audit. Professionals with specialized skill and knowledge were used to assist in the evaluation of the
Company'’s discounted cash flow analysis and certain significant assumptions, including the discount rates.

/s/ PricewaterhouseCoopers LLP
Florham Park, New Jersey
February 24, 2021

We have served as the Company’s auditor since 2016.
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REPORTS OF MANAGEMENT
Management's Responsibility for Financial Statements

Our management is responsible for the integrity and objectivity of all information presented in this annual report. The consolidated financial statements were prepared in conformity
with accounting principles generally accepted in the United States of America and include amounts based on management's best estimates and judgments. Management believes
the consolidated financial statements fairly reflect the form and substance of transactions and that the financial statements fairly represent the Company's financial position and
results of operations.

The Audit Committee of the Board of Directors, which is composed solely of independent directors, meets regularly with the independent registered public accountants,
PricewaterhouseCoopers LLP, the internal auditors and representatives of management to review accounting, financial reporting, internal control and audit matters, as well as the
nature and extent of the audit effort. The Audit Committee is responsible for the engagement of the independent registered public accountants. The independent registered public
accountants and internal auditors have free access to the Audit Committee.

/s/ CLIFFORD SKELTON /s/ BRIAN WEBB-WALSH /sl STEPHEN WOOD

Chief Executive Officer Chief Financial Officer Corporate C & Principal A ing Officer
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CONDUENT INCORPORATED
CONSOLIDATED STATEMENTS OF INCOME (LOSS)

Year Ended December 31,

except per-share data) 2020 2019 2018
Revenue $ 4,163 $ 4,467 $ 5,393
Operating Costs and Expenses
Cost of services (excluding depreciation and amortization) 3,209 3,494 4,182
Selling, general and administrative (excluding depreciation and amortization) 468 479 560
Research and development (excluding depreciation and amortization) 1 8 11
Depreciation and amortization 459 459 460
Restructuring and related costs 67 71 81
Interest expense 60 78 112
Loss on extinguishment of debt — — 108
Goodwill impairment — 1,952 —
Loss on divestitures and transaction costs 17 25 42
Litigation costs, net 20 17 227
Other (income) expenses, net 1 (10) 5
Total Operating Costs and Expenses 4,302 6,573 5,788
Loss Before Income Taxes (139) (2,106) (395)
Income tax expense (benefit) (21) (172) 21
Net Loss $ (118) $ (1934) $ (416)
Basic Loss per Share $ (0.61) $ (9.29) $ (2.06)
Diluted Loss per Share $ (0.61) $ (929 $ (2.06)

The accompanying notes are an integral part of these Consolidated Financial Statements.
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CONDUENT INCORPORATED
CONSOLIDATED STATEMENTS OF COMPREHENSIVE INCOME (LOSS)

Year Ended December 31,

(in_millions), 2020 2019 2018
Net Loss $ (118) $ (1,934) $ (416)
Other Comprehensive Income (Loss), Net®
Currency translation adjustments, net 8 B (31)
Reclassification of currency translation adjustments on divestitures — 15 42
Reclassification of divested benefit plans and other — 1) 62
Unrecognized gains (losses), net — 1 1
Changes in benefit plans, net 1 — —
Other Comprehensive Income (Loss), Net 9 18 74
Comprehensive Loss, Net $ (109) $ (1,916) $ (342)

(1) All amounts are net of tax. Tax effects were immaterial. Refer to Note 20 — Other Comprehensive Income (Loss) for information about pre-tax amounts.

The accompanying notes are an integral part of these Consolidated Financial Statements.
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CONDUENT INCORPORATED
CONSOLIDATED BALANCE SHEETS
December 31,

(in millions, except share data in thousands), 2020 2019
Assets
Cash and cash equivalents $ 450 $ 496
Accounts receivable, net 670 652
Contract assets 151 155
Other current assets 306 283
Total current assets 1,577 1,586
Land, buildings and equipment, net 305 342
Operating lease right-of-use assets 246 271
Intangible assets, net 187 426
Goodwill 1,528 1,502
Other long-term assets 413 387
Total Assets $ 4256 $ 4,514
Liabilities and Equity
Current portion of long-term debt $ 0 $ 50
Accounts payable 182 198
Accrued compensation and benefits costs 237 174
Unearned income 133 108
Other current liabilities 450 647
Total current liabilities 1,092 1,177
Long-term debt 1,420 1,464
Deferred taxes 97 111
Operating lease liabilities 207 229
Other long-term liabilities 108 91
Total Liabilities 2,924 3,072

Contingencies (See Note 17)

Series A convertible preferred stock 142 142
Common stock 2 2
Additional paid-in capital 3,899 3,890
Retained earnings (deficit) (2,313) (2,185)
Accumulated other comprehensive loss (398) (407)

Total Equity 1,190 1,300

Total Liabilities and Equity $ 4,256 $ 4,514
Shares of common stock issued and outstanding 212,074 211,511
Shares of series A convertible preferred stock issued and outstanding 120 120

The accompanying notes are an integral part of these Consolidated Financial Statements.
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CONDUENT INCORPORATED
CONSOLIDATED STATEMENTS OF CASH FLOWS
Year Ended December 31,

(in_millions) 2020 2019 2018
Cash Flows from Operating Activities:
Net income (loss) $ (118) $ (1,934) $ (416)
Adjustments required to reconcile net income (loss) to cash flows from operating
activities:
Depreciation and amortization 459 459 460
Contract inducement amortization 2 3 3
Goodwill impairment — 1,952 —
Deferred income taxes (21) (220) (75)
Loss from investments [©)] 4) )
Amortization of debt financing costs 7 7 11
Loss on extinguishment of debt — — 108
Loss on divestitures and sales of fixed assets, net 6 8 —
Stock-based compensation 20 24 38
Allowance for doubtful accounts 2 3 —
Changes in operating assets and liabilities:
Accounts receivable (14) 107 133
Other current and long-term assets (36) (14) (111)
Accounts payable and accrued compensation 39 (15) (14)
Restructuring liabilities — 10 8
Other current and long-term liabilities 174) (257) 161
Net change in income tax assets and liabilities 8) 3 17)
Other operating, net — — (4)
Net cash provided by (used in) operating activities 161 132 283
Cash Flows from Investing Activities:
Cost of additions to land, buildings and equipment (76) (148) (179)
Proceeds from sale of land, buildings and equipment — 2 13
Cost of additions to internal use software (63) (67) (45)
Payments for acquisitions, net of cash acquired — (90) —
Proceeds (payments) from divestitures, net of cash 5 @) 675
Other investing, net — — (4)
Net cash provided by (used in) investing activities (134) (310) 460
Cash Flows from Financing Activities:
Proceeds from revolving credit facility and other loans 155 — —
Payments on revolving credit facility (150) — —
Payments on debt (55) (54) (519)
Debt issuance fee payments — — ®3)
Premium on debt redemption — — (95)
Payment of contingent consideration related to acquisition 4) — —
Taxes paid for settlement of stock-based compensation (10) (21) (10)
Dividends paid on preferred stock (10) (10) (10)
Net cash provided by (used in) financing activities (74) (85) (637)
Effect of exchange rate changes on cash, cash equivalents and restricted cash — 3 8)
Increase (decrease) in cash, cash equivalents and restricted cash (47) (260) 98
Cash, Cash Equivalents and Restricted Cash at Beginning of Period 505 765 667
Cash, Cash Equivalents and Restricted Cash at End of period® $ 458 $ 505 $ 765

(1) Includes $8 million, $9 million and $9 million of restricted cash as of the years ended December 31, 2020, 2019 and 2018, respectively, that was included in Other current assets on their respective Consolidated Balance
Sheets.

The accompanying notes are an integral part of these Consolidated Financial Statements.
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CONDUENT INCORPORATED
CONSOLIDATED STATEMENTS OF SHAREHOLDERS' EQUITY

Additional Conduent
Paid-in Retained Shareholders’
(in_millions), Common Stock Capital Earnings AOCLY Equity
Balance at December 31, 2017 $ 2 3 3850 $ 171 $ 494) $ 3,529
Dividend - preferred stock, $80/per share — — (10) — (10)
Cumulative effect of accounting change - revenue standard — — 17 — 17
Reclassification of amounts impacted by Tax Reform — — 5 (5) —
Stock option and incentive plans, net — 28 — — 28
Comprehensive Income (Loss):
Net Loss — — (416) — (416)
Other comprehensive income (loss), net — — — 74 74
Total Comprehensive Income (Loss), Net — — (416) 74 (342)
Balance at December 31, 2018 $ 2 3 3878 $ (233) $ (425) $ 3,222
Dividend - preferred stock, $80/per share — — (10) — (10)
Cumulative effect of accounting change - lease standard — — 8) — ()]
Stock option and incentive plans, net — 12 — — 12
Comprehensive Income (Loss):
Net Loss — — (1,934) — (1,934)
Other comprehensive income (loss), net — — — 18 18
Total Comprehensive Income (Loss), Net — — (1,934) 18 (1,916)
Balance at December 31, 2019 $ 2 3 3,890 $ (2,185) $ (407) $ 1,300
Dividend - preferred stock, $80/per share — — (10) — (10)
Stock option and incentive plans, net — 9 — — 9
Comprehensive Income (Loss):
Net Loss — — (118) — (118)
Other comprehensive income (loss), net — — — 9 9
Total Comprehensive Income (Loss), Net — — (118) 9 (109)
Balance at December 31, 2020 $ 2 $ 3899 $ (2313) $ (398) $ 1,190

(1) AOCL - Accumulated other comprehensive loss.

The accompanying notes are an integral part of these Consolidated Financial Statements.
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CONDUENT INCORPORATED
NOTES TO CONSOLIDATED FINANCIAL STATEMENTS

Note 1 - Basis of Presentation and Summary of Significant Accounting Policies
References herein to “we,” “us,” “our,” the “Company” and “Conduent” refer to Conduent Incorporated and its consolidated subsidiaries unless the context suggests otherwise.
Description of Business

As one of the largest business process services companies in the world, Conduent delivers mission-critical services and solutions on behalf of businesses and governments —
creating exceptional outcomes for its clients and the millions of people who count on them. Through people, process, expertise in transaction-intensive processing and technology
such as analytics and automation, Conduent's services and solutions create value by improving efficiencies, reducing costs and enabling revenue growth. A majority of Fortune 100
companies and over 500 government entities depend on Conduent every day to manage their business processes and essential interactions with their end-users. The Company's
portfolio includes industry-focused solutions in attractive growth markets such as healthcare and transportation, as well as solutions that serve multiple industries such as transaction
processing, customer care, human resource solutions and payment services.

Basis of Presentation

The Company's Consolidated Financial Statements included the historical basis of assets, liabilities, revenues and expenses of the individual businesses of the Company, including
joint ventures and partnerships over which the Company has a controlling financial interest. The Company has prepared the Consolidated Financial Statements pursuant to the rules
and regulations of the SEC. Certain reclassifications have been made to prior years' amounts to conform to the current year presentation. All intercompany transactions and
balances have been eliminated.

The Company has evaluated subsequent events through February 24, 2021 and no material subsequent events were identified.

Conduent Incorporated is a New York corporation, organized in 2016. Our common stock began trading on January 3, 2017, on the New York Stock Exchange, under the ticker
"CNDT". In December 2019, Conduent changed the listing of its publicly traded common stock from the New York Stock Exchange to the NASDAQ Global Select Market (NASDAQ),
where it remains listed under the ticker "CNDT".

Use of Estimates

The Company prepared the Consolidated Financial Statements using financial information available at the time of preparation, which requires it to make estimates and assumptions
that affect the amounts reported. The Company's most significant estimates pertain to the intangible assets, valuation of goodwill, contingencies and litigation and income taxes.
These estimates are based on management's best knowledge of current events, historical experience, and on various other assumptions that are believed to be reasonable under
the circumstances. As a result, actual results may be different from these estimates.

As of December 31, 2020, the impact of the outbreak of the COVID-19 pandemic continues to unfold. As a result, many of our estimates and assumptions required increased
judgment and carry a higher degree of variability and volatility. As events continue to evolve and additional information becomes available, our estimates may change materially in
the future.
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New Accounting Standards

Income Taxes: In December 2019, the Financial Accounting Standards Board (FASB) issued final guidance that simplifies the accounting for income taxes by eliminating some
exceptions to the general approach in Accounting Standards Codification (ASC) 740, Income Taxes. The Company has analyzed the guidance and this guidance is not expected to
have a material impact on the Company's income tax provision. The Company is not early adopting the guidance; as such, the guidance will be effective beginning in tax year 2021.
Reference Rate Reform: In March 2020, the FASB issued updated guidance relating to the accounting for the discontinuation of the London Inter-bank Offered Rate (LIBOR),
referred to as the reference rate reform. This guidance provides practical expedients and exceptions for applying U.S. GAAP to contracts, hedging relationships and other
transactions affected by the reference rate reform if certain criteria are met. This guidance is applicable to contract modifications that replace a reference LIBOR rate affected by
reference rate reform. The amendments may be applied through December 31, 2022. The Company is currently evaluating the impact of the new guidance on its

consolidated financial statements.

Recently Adopted Accounting Standards

Credit Losses: In June 2016, the FASB updated the accounting guidance related to measurement of credit losses on financial instruments, which requires financial assets
measured at amortized cost to be presented at the net amount expected to be collected. The guidance replaces the incurred loss model with an expected loss model referred to as
current expected credit loss (CECL). The CECL model requires us to measure lifetime expected credit losses for financial instruments held at the reporting date using historical
experience, current conditions and reasonable supportable forecasts. The Company adopted the new guidance as of January 1, 2020 and the adoption of the new guidance did not
have a material impact on its Consolidated Financial Statements.

Summary of Accounting Policies

Cash and Cash Equivalents

Cash and cash equivalents consist of cash on hand, including money market funds and investments with original maturities of three months or less.

Receivable Sales

In 2020, 2019 and 2018, the Company sold certain accounts receivable and derecognized the corresponding receivable balance. Refer to Note 6 — Accounts Receivable, Net for
more details on the Company's receivable sales.

Land, Buildings and Equipment

Land, buildings and equipment are recorded at cost. Buildings and equipment are depreciated over their estimated useful lives. Leasehold improvements are depreciated over the
shorter of the lease term or the estimated useful life. Significant improvements are capitalized and maintenance and repairs are expensed when incurred.

Refer to Note 7 — Land, Buildings, Equipment and Software, Net for further discussion.
Internal Use and Product Software
Internal Use Software: The Company capitalizes direct costs associated with developing, purchasing or otherwise acquiring software for internal use and amortizes these costs on

a straight-line basis over the expected useful life of the software, beginning when the software is implemented. Costs for upgrades and enhancements that will not result in additional
functionality are expensed as incurred. Amounts incurred for Internal Use Software are included in Cash Flows from Investing Activities.
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Product Software: The Company also capitalizes certain costs related to the development of software solutions to be sold to its customers upon reaching technological feasibility.
These costs are amortized on a straight-line basis over the estimated economic life of the software. Amounts incurred for Product Software are included in Cash Flows from
Operations. The Company performs annual reviews to ensure that unamortized Product Software costs remain recoverable from estimated future operating profits (net realizable
value or NRV). Costs to support or service licensed software are charged to Costs of services as incurred.

Internal use and Product software are included in Other long-term assets on the Company's Consolidated Balance Sheets. Refer to Note 7 — Land, Buildings, Equipment and
Software, Net for further information.

Cloud Computing Arrangements

The Company incurs costs to implement cloud computing arrangements that are hosted by third party vendors. Implementation costs associated with cloud computing arrangements
are capitalized when incurred during the application development phase. Amortization is calculated on a straight-line basis over the contractual term of the cloud computing
arrangement, which includes renewal options that are reasonably certain to be exercised. Capitalized amounts related to such arrangements are recorded within Other current
assets and Other long-term assets in the Consolidated Balance Sheets. The amortization expense and the associated hosting fees are included in Cost of services and Selling,
general and administrative expenses, depending on the nature of the underlying use of the cloud computing arrangement, in the Company’s Consolidated Statements of Income
(Loss).

Refer to Note 7 — Land, Buildings, Equipment and Software, Net for further information.

Leases

The Company adopted the new lease guidance as of January 1, 2019, using the cumulative-effect adjustment transition method, which applies the provisions of the standard at the
effective date without adjusting the comparative periods presented. The Company determines if an arrangement is a lease at the inception of the contract and whether that lease
meets the classification criteria of a finance or operating lease. The Company has operating and finance leases for real estate and equipment. Operating leases are included in
Operating lease ROU assets, Other current liabilities, and Operating lease liabilities in our Consolidated Balance Sheets. Finance leases are included in Land, buildings and
equipment, net, Current portion of long-term debt, and Long-term debt in the Company's Consolidated Balance Sheets.

ROU assets represent the Company's right to use an underlying asset for the lease term and lease liabilities represent the Company's obligation to make lease payments arising
from the lease. ROU assets and liabilities are recognized at the commencement date based on the net present value of lease payments over the lease term using the Company’s
incremental borrowing rates or implicit rates. The Company's lease terms may include options to extend or terminate the lease when it is reasonably certain that the Company will
exercise that option based on economic factors. The Company recognizes operating fixed lease expense and finance lease depreciation on a straight-line basis over the lease term.
Variable lease expense is recognized in the period in which the obligation for those payments is incurred. The Company accounts for lease and non-lease components separately for
its equipment leases, based on the estimated standalone price of each component, and combines lease and non-lease components for its real estate leases.

Refer to Note 8 — Leases for further information.

Goodwill

For acquired businesses, the Company records the acquired assets and assumed liabilities based on their relative fair values at the date of acquisitions (commonly referred to as the
purchase price allocation). Goodwill represents the excess of the purchase price paid in excess of the fair value of net tangible and intangible assets acquired. For the Company’s

business acquisitions, the purchase price is allocated to identifiable intangible assets separate from goodwill if they are from contractual or other legal rights, or if they could be
separated from the acquired business and sold, transferred, licensed, rented or exchanged.
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The Company tests goodwill for impairment annually or more frequently if an event or change in circumstances indicate the asset may be impaired. Impairment testing for goodwill is
done at the reporting unit level. The Company determined the fair value of its reporting units utilizing a combination of both an Income Approach and a Market Approach. The
Income Approach utilizes a discounted cash flow analysis based upon the forecasted future business results of its reporting units. The Market Approach utilizes the guideline public
company method. If the fair value of a reporting unit is less than its carrying amount, an impairment charge would be recognized for the amount by which the carrying amount
exceeds the reporting unit's fair value, not to exceed the total amount of goodwill allocated to the reporting unit

Refer to Note 9 — Goodwill and Intangible Assets, Net for further information.
Other Intangible Assets

Other intangible assets primarily consist of assets acquired through business combinations, primarily installed customer base. Other intangible assets are amortized on a straight-
line basis over their estimated economic lives unless impairment is identified.

Refer to Note 9 — Goodwill and Intangible Assets, Net for further information.
Impairment of Long-Lived Assets

The Company reviews the recoverability of its long-lived assets, including buildings, equipment, internal use software, product software, right-of-use assets and other intangible
assets, when events or changes in circumstances occur that indicate that the carrying value of the asset may not be recoverable. The assessment of possible impairment is based
on the Company's ability to recover the carrying value of the asset from the expected future cash flows (undiscounted and without interest charges) of the related operations. If these
cash flows are less than the carrying value of such asset, an impairment loss is recognized for the difference between estimated fair value and carrying value. The Company's
primary measure of fair value is based on forecasted cash flows.

Income Taxes

The Company accounts for income taxes under the asset and liability method. Deferred tax assets and liabilities are based on differences between U.S. GAAP reporting and tax
bases of assets or liabilities and based on current tax laws, regulations and rates.

The recognition of deferred tax assets requires an assessment to determine the realization of such assets. Management establishes valuation allowances on deferred tax assets
when it is determined “more-likely-than-not” that some portion or all of the deferred tax assets may not be realized. Management considers positive and negative evidence in
evaluating the ability of the Company to realize its deferred tax assets, including its historical results and forecasts of future ability to realize its deferred tax assets, including
projected future taxable income, the expected timing of the reversals of existing temporary differences and tax planning strategies.

The Company is subject to ongoing tax examinations and assessments in various jurisdictions. The Company has unrecognized tax benefits for uncertain tax positions. The
Company follows U.S. GAAP which prescribes a recognition threshold and measurement attribute for the financial statement recognition and measurement of a tax position taken or
expected to be taken in a tax return. The Company's ongoing assessments of the more-likely-than-not outcomes of the examinations and related tax positions require judgment and
can materially increase or decrease its effective tax rate, as well as impact its operating results.
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On December 22, 2017, the U.S. enacted the Tax Cuts and Jobs Act (Tax Reform). The Tax Reform includes a tax on global intangible low-taxed income (“GILTI"), which imposes a
U.S. tax on certain income earned by the Company’s foreign subsidiaries. The Company elected to treat the tax on GILTI as a period cost when incurred and therefore, no deferred
taxes for GILTI were recognized for the year ended December 31, 2020.

On December 27, 2020, the Consolidated Appropriations Act, 2021, was signed into law, which provides for coronavirus related tax relief as well as an omnibus appropriations
package that extends various expiring tax provisions. The work opportunity tax credit has been extended through December 31, 2025, and a 100% deduction for the cost of
business meals is allowed for 2021 and 2022, which will provide a permanent benefit. The Consolidated Appropriations Act is not expected to have a material impact on the
Company's income tax provision.

Refer to Note 16 — Income Taxes for further discussion.
Foreign Currency Translation and Re-measurement

The functional currency for most foreign operations is the local currency. Net assets are translated at current rates of exchange and income, expense and cash flow items are
translated at average exchange rates for the applicable period. The translation adjustments are recorded in Accumulated other comprehensive loss.

The U.S. Dollar is used as the functional currency for certain foreign subsidiaries that conduct their business in U.S. Dollars. A combination of current and historical exchange rates
is used in re-measuring the local currency transactions of these subsidiaries and the resulting exchange adjustments are recorded in Currency (gains) and losses within other
expenses, net together with other foreign currency re-measurements.

Revenue Recognition

The Company adopted the new revenue standard as of January 1, 2018, using the modified retrospective method. The Company recognizes revenue when control of the promised
goods or services is transferred to its customers, in an amount that reflects the consideration that the Company expects to receive in exchange for those goods or services.

The Company's contracts with customers often include promises to transfer multiple products and services to a customer. Determining whether products and services are
considered distinct performance obligations that should be accounted for separately, versus together, may require judgment. Typically, the Company’s contracts include performance
obligation(s) to stand-ready on a daily or monthly basis to provide services to the customers. Under a stand-ready obligation, the evaluation of the nature of our performance
obligation is focused on each time increment rather than the underlying activities. Accordingly, the promise to stand-ready is accounted for as a single-series performance obligation.

Once the Company determines the performance obligations, the Company determines the transaction price, which is based on fixed and variable consideration. Typical forms of
variable consideration include variable pricing based on the number of transactions processed or usage-based pricing arrangements. Variable consideration is also present in the
form of volume discounts, tiered and declining pricing, penalties for service level agreements, performance bonuses and credits. In circumstances where the Company meets certain
requirements to allocate variable consideration to a distinct service within a series of related services, it allocates variable consideration to each distinct period of service within

the series. In limited circumstances, if the Company does not meet those requirements, it includes an estimate of variable consideration in the transaction price to the extent it is
probable that a significant reversal of cumulative revenue recognized will not occur when the uncertainty is resolved. For contracts with multiple performance obligations, the
transaction price is allocated to the separate performance obligations on a relative standalone selling price basis. The Company generally determines standalone selling prices
based on the prices charged to customers or by using expected cost plus margin.

The Company typically satisfies its performance obligations over time as the services are provided. A time-elapsed output method is used to measure progress because the nature
of the Company’s promise is a stand-ready service and efforts are expended evenly throughout the period. In limited circumstances, such as contracts for implementation or
development projects, the Company also uses a cost-to-cost based input method. The Company has determined that the above methods provide a faithful depiction of the transfer
of services to the customer.
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Estimates of revenue expected to be recognized in future periods exclude unexercised customer options to purchase additional services that do not represent material rights to the
customer. Customer options that do not represent a material right are only accounted for when the customer exercises its option to purchase additional goods or services. The
Company recognizes revenue for non-refundable upfront implementation fees on a straight-line basis over the period between the initiation of the services through the end of the
contract term.

When more than one party is involved in providing services to a customer, the Company evaluates whether it is the principal, and reports revenue on a gross basis, or an agent, and
reports revenue on a net basis. In this assessment, the Company considers the following: if it obtains control of the specified services before they are transferred to the customer; is
primarily responsible for fulfilment and inventory risk; and has discretion in establishing price.

The Company reports revenue net of any revenue-based taxes assessed by governmental authorities that are imposed on and concurrent with specific revenue-producing
transactions. The primary revenue-based taxes are sales tax and value-added tax (VAT).

The Company's payment terms vary by type of services offered. The time between invoicing and when payment is due is not significant. For certain services and customer types, the
Company requires payment before services are rendered.

From time to time, the Company's contracts are modified to account for additions or changes to existing performance obligations. The Company's contract modifications related to
stand-ready performance obligations are generally accounted for prospectively.

Refer to Note 2 — Revenue for further discussion.
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Note 2 - Revenue
Disaggregation of Revenue

During the first quarter of 2020, the Company changed how it presents its disaggregated revenue by major service offering. This change had no impact on disaggregated revenue by
reportable segments or the timing of revenue recognition. All prior periods presented have been revised to reflect this change.

The following table provides information about disaggregated revenue by major service offering, the timing of revenue recognition and a reconciliation of the disaggregated revenue
by reportable segments. Refer to Note 3 — Segment Reporting for additional information on the Company's reportable segments.

Year Ended December 31,

(in millions) 2020 2019 2018
Commercial Industries:
Customer experience management $ 648 $ 669 $ 710
Business operations solutions 566 632 716
Commercial healthcare solutions 431 482 445
Human resource and learning services 518 602 679
Total Commercial Industries 2,163 2,385 2,550
Government Services:
Government healthcare solutions 603 675 727
Government services solutions 678 588 624
Total Government Services 1,281 1,263 1,351
Transportation:
Roadway charging & management services 318 327 300
Transit solutions 248 254 226
Curbside management solutions 72 107 109
Public safety solutions 73 83 79
Commercial vehicles 8 10 15
Total Transportation 719 781 729
Other:
Divestitures — 36 752
Education — 2 11
Total Other — 38 763
Total Consolidated Revenue $ 4,163 $ 4,467 $ 5,393

Timing of Revenue Recognition:

Point in time $ 110 $ 144 $ 142
Over time 4,053 4,323 5,251
Total Revenue $ 4,163 $ 4,467 3 5,393

The Company's contracts with customers are broadly similar in nature throughout the Company's major service offerings. The following is a description of the major service offerings:

Customer Experience Management: The Company offers a range of services that help its clients support their end-users. This includes in-bound and out-bound call support for
both simple and complex transactions, technical support and patient assistance. The Company also provides multi-channel communication support (both print and digital) across a
range of industries.

Business Operations Solutions: The Company helps its clients improve communications with their customers and constituents, whether it is on paper, on-line or through other
communication channels. The Company also offers a broad array of flexible transaction processing services that include data entry, scanning, image processing, enroliment
processing, claims processing, high volume offsite print and mail services and file indexing. The
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Company serves clients by managing their critical finance, accounting and procurement processes. These services include general accounting and reporting, billing and accounts
receivable and purchasing, accounts payable and expense management services. The Company also offers wholesale and retail lockbox services and process auto and mortgage
loans in the United States.

Commercial Healthcare Solutions: The Company delivers administration, clinical support and medical management solutions across the health ecosystem to reduce costs,
increase compliance and enhance utilization, while improving health outcomes and experience for members and patients. The Company's solutions span: trials, sales, access, and
adherence to pharmaceutical clients; case management, performance management and patient safety for hospital clients; medical bill review, claim processing, care integration,
subrogation and payment integrity solutions to managed care companies; and workers compensation medical bill review, mailroom/data capture and medical management services
to claims payers and third-party administrators.

Human Resource and Learning Services: The Company helps its clients support their employees at all stages of employment from initial on-boarding through retirement. The
Company delivers mission-critical, technology-enabled HR services and solutions that improve business processes across the employee journey to maximize business performance,
while increasing employee satisfaction, engagement and overall well-being. These solutions span health, benefits, payroll, onboarding and learning administration, annual
enrollment, wealth & retirement, HR, talent, and workforce management.

Government Healthcare Solutions: The Company provides medical management and fiscal agent care management services, eligibility and enroliment services and support to
Medicaid programs and federally funded U.S. government healthcare programs. The Company's services include a range of innovative solutions such as Medicaid management,
provider services, Medicaid business intelligence, pharmacy benefits management, eligibility and enrollment support, contract center services, application processing, premium
billing, disease surveillance and outbreak management and case management solutions.

Government Services Solutions: The Company is a leader in government payment disbursements for federally sponsored programs like SNAP, commonly known as food stamps
and Women, Infant and Children (WIC) as well as government-initiated cash disbursements such as child support and unemployment benefits.

Roadway Charging & Management Services: The Company's electronic tolling, urban congestion management and mileage-based user solutions help clients keep up with an
ever-changing environment and get more travelers where they need to go while generating revenue for much-needed infrastructure improvements. The Company's solutions include
vehicle passenger detection systems, electronic toll collection, automated license plate recognition and congestion management solutions.

Transit Solutions: The Company aims to make journeys more personalized and convenient while increasing capacity and profitability for authorities and agencies. The Company
combines the latest in fare collection and intelligent mobility so that clients can get the added efficiency of having a single point of contact for all their transit solutions.

Curbside Management Solutions: The Company delivers intelligent curbside management systems that simplify parking programs and deliver convenient and hassle-free
experience for drivers. The Company's curbside solutions include citation and permit administration, parking enforcement and curbside demand management.

Public Safety Solutions: The company provides data analytics, automated photo enforcement and other public safety solutions to make streets and communities safer. Photo
enforcement systems include red light, fixed and mobile speed, school bus, work zone, school zone, bus lane only, high occupancy and other forms of photo enforcement systems.

Commercial Vehicles: The Company provides computer-aided dispatch/automatic vehicle location technology to help customers manage their fleet operations.
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Contract Balances

The Company receives payments from customers based upon contractual billing schedules. Accounts receivable are recorded when the right to consideration becomes
unconditional. Contract assets are the Company’s rights to consideration for services provided when the right is conditioned on something other than passage of time (for example,
meeting a milestone for the right to bill under the cost-to-cost measure of progress). Contract assets are transferred to Accounts receivable, net when the rights to consideration
become unconditional. Unearned income includes payments received in advance of performance under the contract, which are realized when the associated revenue is recognized
under the contract.

The following table provides information about the balances of the Company's contract assets, unearned income and receivables from contracts with customers:

(in millions) December 31, 2020 December 31, 2019
Contract Assets (Unearned Income)

Current contract assets $ 151 $ 155
Long-term contract assets® 13 10
Current unearned income (133) (108)
Long-term unearned income® (29) (21)
Net Contract Assets (Unearned Income) $ 2 3 36
Accounts receivable, net $ 670 $ 652

(1) Presented in Other long-term assets in the Consolidated Balance Sheets
(2) Presented in Other long-term liabilities in the Consolidated Balance Sheets

Revenues of $101 million and $101 million were recognized during the years ended December 31, 2020 and 2019, respectively, related to the Company's unearned income at
December 31, 2019 and January 1, 2019. The Company had no material asset impairment charges related to contract assets for the year ended December 31, 2020.

Transaction Price Allocated to the Remaining Performance Obligations

Estimated revenue expected to be recognized in the future related to performance obligations that are unsatisfied or partially satisfied at December 31, 2020, was approximately
$1.2 billion. The Company expects to recognize approximately 82% of this revenue over the next 2 years and the remainder thereafter.

Costs to Obtain and Fulfill a Contract

The Company capitalizes commission expenses paid to internal sales personnel that are incremental to obtaining customer contracts. The net book value of these costs, which was
$23 million and $18 million as of December 31, 2020 and 2019, respectively, are included in Other long-term assets. The judgments made in determining the amount of costs
incurred include whether the commissions are incremental and directly related to a successful acquisition of a customer contract. These costs are amortized in Depreciation and
amortization over the term of the contract or the estimated life of the customer relationship, if renewals are expected and the renewal commission is not commensurate with the initial
commission. The Company expenses sales commissions when incurred if the amortization period of the sales commission is one year or less.

In addition, the Company may provide inducement payments to secure customer contracts. These inducement payments are capitalized and amortized as a reduction of revenue
over the term of the customer contract. The net book value of these costs totaled $21 million and $21 million as of December 31, 2020 and 2019, respectively, and are included in
Other long-term assets.

Also, the Company capitalizes costs incurred to fulfill its contracts that (i) relate directly to the contract, (ii) are expected to generate resources that will be used to satisfy the
Company’s performance obligation under the contract and (iii) are expected to be recovered through revenue generated under the contract. The net book value of
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these costs, which comprise set-up/transition activities, was $32 million and $45 million as of December 31, 2020 and 2019, respectively, and are classified in Other long-term assets
on the Consolidated Balance Sheets. Contract fulfilment costs are expensed to Depreciation and amortization as the Company satisfies its performance obligations by transferring
the service to the customer. These costs are amortized on a systematic basis over the expected period of benefit.

These costs are periodically reviewed for impairment.

The amortization of costs incurred to obtain and fulfill a contract, excluding contract inducements, for the years ended December 31, 2020, 2019 and 2018, were $41 million, $42
million and $50 million, respectively.

The expected amortization expense for the next five years and thereafter for these costs is as follows:

2021 2022 2023 2024 2025 Thereafter

Note 3 - Segment Reporting

The Company's reportable segments correspond to how it organizes and manages the business, as defined by the Company's Chief Executive Officer, who is also its Chief
Operating Decision Maker (CODM), and are aligned to the industries in which the Company's clients operate. The Company's segments involve the delivery of business process
services and include service arrangements where it manages a customer's business activity or process.

In 2020, the Company realigned its sales organization and certain shared IT and other allocated functions and reallocated certain costs that were previously included in the Shared
IT/Infrastructure and Corporate Costs (now referred to as Unallocated Costs) to each of the reportable segments. All prior periods presented have been recast to reflect these
changes.

The Company's financial performance is based on Segment Profit/(Loss) and Segment Adjusted EBITDA for its three reportable segments (Commercial Industries, Government
Services and Transportation), Other and Unallocated Costs. The Company's CODM does not evaluate operating segments using discrete asset information.

¢« Commercial Industries: The Commercial Industries segment provides business process services and customized solutions to clients in a variety of industries. Across the
Commercial Industries segment, the Company operates on its clients’ behalf to deliver mission-critical solutions and services to reduce costs, improve efficiencies and enable
revenue growth for the Company's clients and their consumers and employees.

¢ Government Services: The Government Services segment provides government-centric business process services to U.S. federal, state and local and foreign governments for
public assistance program administration, transaction processing and payment services. The solutions in this segment help governments respond to changing rules for eligibility
and increasing citizen expectations.

« Transportation: The Transportation segment provides systems and support, as well as revenue-generating services, to government clients. On behalf of government agencies
and authorities in the transportation industry, the Company delivers mission-critical mobility and payment solutions that improve automation, interoperability and decision-making
to streamline operations, increase revenue and reduce congestion while creating safer communities and seamless travel experiences for consumers.

Other includes the Company's divestitures and the Student Loan business, which the Company exited in the third quarter of 2018.

Unallocated Costs includes IT infrastructure costs that are shared by multiple reportable segments, enterprise application costs and certain corporate overhead expenses not directly
attributable or allocated to the reportable segments.
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Selected financial information for our reportable segments was as follows:

Year Ended December 31,

(in_millions) Commercial Industries Government Services Transportation Other Unallocated Costs Total

2020 Divestitures Other

Revenue $ 2,163 $ 1281 $ 719 $ — 3 — 3 — % 4,163

Segment profit (loss) $ 150 $ 372 $ 82 $ — 3 9 3 (348) $ 265

Segment depreciation and amortization $ 108 $ 25 $ 35 $ — 3 — 3 54 $ 222

Adjusted EBITDA $ 258 $ 397 $ 117 $ — % 2 3 (294) $ 480

2019

Revenue $ 2,385 $ 1263 $ 781 % 36 $ 2 8 — 8 4,467

Segment profit (loss) $ 270 $ 279 $ 69 $ 1 3 @ $ (345) $ 273

Segment depreciation and amortization $ 106 $ 31 % 35 $ — 3 — 3 4 3 216

Adjusted EBITDA $ 376 $ 311 $ 108 $ 18 @ $ (301) $ 494

2018

Revenue $ 2,550 $ 1351 $ 729 $ 752 % 1 3 — 3 5,393

Segment profit (loss) $ 346 $ 296 $ 61 $ 98 % @ $ (375) $ 422

Segment depreciation and amortization $ 108 $ 35 % 38 % 7 $ 2 8 31 % 221

Adjusted EBITDA $ 454 $ 328 $ 99 $ 105 $ 2 $ (344) $ 640

The following is a reconciliation of segment profit (loss)/adjusted EBITDA to income (loss) before income taxes:

(in_millions) Year Ended December 31,

Segment Profit (Loss) Reconciliation to Pre-tax Income (Loss) 2020 2019 2018

Loss Before Income Taxes $ (139) $ (2,106) $ (395)

Reconciling_items:
Amortization of acquired intangible assets 239 246 242
Restructuring and related costs 67 71 81
Interest expense 60 78 112
Loss on extinguishment of debt — — 108
Goodwill impairment — 1,952 —
Loss on divestitures and transaction costs 17 25 42
Litigation costs, net 20 17 227
Other (income) expenses, net 1 (10) 5

Segment Pre-Tax Income (Loss) $ 265 $ 273 $ 422
Segment depreciation and amortization 222 216 221
NY MMIS/HE charge (credit) — 1 ®3)
CA MMIS charge (credit) 7) — —
Other adjustments $ — 3 4 % —

Adjusted EBITDA $ 480 $ 494  $ 640
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Geographic area data is based upon the location of the subsidiary reporting the revenue or long-lived assets and is as follows for each of the years ended December 31:

Revenues Long-Lived Assets
(in_millions) 2020 2019 2018 2020 2019
United States $ 3,748 % 4,000 $ 4,748 $ 628 $ 612
Europe 357 386 497 44 53
Other areas 58 81 148 114 137
Total Revenues and Long-Lived Assets $ 4163 $ 4,467 3 5393 $ 786 3 802

(1) Long-lived assets are comprised of (i) Land, buildings and equipment, net, (ii) Internal use software, net, (iij) Product software, net and (iv) Operating lease right-of-use assets.

Note 4 - Divestiture
In February 2019, the Company completed the sale of a portfolio of select standalone customer care contracts to Skyview Capital LLC. During 2019, the Company recorded

additional losses and transaction costs of $17 million on the sale of this portfolio, reflecting certain changes in estimates that were made when recording the initial charge in 2018.
The revenue generated from this business was $36 million for the three months ended March 31, 2019 and $439 million for the year ended December 31, 2018.

Note 5 - Business Acquisition

In January 2019, the Company completed the acquisition of Health Solutions Plus (HSP), a software provider of healthcare payer administration solutions, for a total base
consideration of $90 million and a maximum contingent consideration payment of $8 million based on a cumulative achievement over 2 years. Revenue recorded for the year ended
December 31, 2019, was $20 million. Pre-tax income for the year ended December 31, 2019, was $6 million.

The Company’s final purchase price allocation for HSP as of the acquisition date was as follows:

(in_millions)
Fair Value of Consideration Transferred:
Cash paid $ 90
Contingent consideration payable 7
Total Consideration $ 97
Allocation of Purchase Price:
Net tangible assets $ 10
Developed technology 19
Costs Assigned to Intangible Assets
Customer relationships 18
Trademarks and trade names 1
Goodwill 49
Total Intangible Assets 68
Total Assets $ 97

The weighted average amortization periods are 7 years, 15 years and 1.5 years for Developed technology, Customer relationships and Trademarks and trade names, respectively.
The acquired goodwill is associated with the Company's Commercial Industries segment. This acquired goodwill, while tax deductible, includes $7 million related to contingent
consideration payable that was not tax deductible until it was earned and paid. During the third quarter of 2020, the contingent consideration payable was settled. The goodwill
recognized is attributable primarily to
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expected synergies and the assembled workforce of HSP. The Developed technology is classified as Product Software within Other long-term assets on the Consolidated Balance

Sheets.

The Company has not presented separate results of operations or combined pro forma financial information of the Company and the acquired business because the results of

operations of the acquired business are considered immaterial.

Note 6 — Accounts Receivable, Net

The Accounts receivable, net balance of $670 million and $652 million at December 31, 2020 and 2019, respectively, included allowance for doubtful accounts of $2 million and $2

million at December 31, 2020 and 2019, respectively.

The Company enters into factoring agreements in the normal course of business as part of our cash and liquidity management, to sell certain accounts receivable without recourse
to third-party financial institutions. These transactions are treated as a sale and are accounted for as a reduction in accounts receivable because the agreements transfer effective
control over, and risk related to, the receivables to the buyers. Cash proceeds from these arrangements are included in cash flow from operating activities in the Consolidated

Statements of Cash Flows.

Accounts receivable sales for the years ended December 31, 2020 and 2019 were as follows:

(in_millions),
Accounts receivable sales

Note 7 - Land, Buildings, Equipment and Software, Net

Land, buildings and equipment, net was as follows:

(in_millions except as noted)

Land

Building and building equipment
Leasehold improvements

IT, other equipment and office furniture
Other

Construction in progress

Subtotal

Accumulated depreciation

Land, Buildings and Equipment, Net

Year Ended December 31,

2020 2019
$ 529 $ 204
Estimated Useful Lives December 31,

(Years) 2020 2019
$ 1 s 1
2510 50 7 7
Varies 268 267
3to 15 869 964
410 20 2 3
35 50
1,182 1,292
(877) (950)
$ 305 $ 342

Depreciation expense for the years ended December 31, 2020, 2019 and 2018 was $125 million, $123 million and $121 million, respectively.
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Internal Use and Product Software

Internal use and Product software are included in Other long-term assets on the Company's Consolidated Balance Sheets. Additions to Internal Use and Product Software as well as
year-end balances for these assets were as follows:

(in millions), Year Ended December 31,

Additions to: 2020 2019 2018

Internal use software $ 63 $ 70 $ 47
Product software 36 9 8

December 31,

(in_millions), 2020 2019

Internal use software, at cost $ 524 $ 508
Accumulated amortization (361) (358)
Internal use software, net® $ 163 $ 150
Product software, at cost $ 144 % 104
Accumulated amortization (72) (64)
Product software, net® $ 72 % 40

Useful lives of our Internal use and Product software generally vary from one to seven years. Amortization expense for Internal use and Product software for the years ended
December 31, 2020, 2019 and 2018 was $54 million, $48 million and $46 million, respectively.

Cloud Computing Arrangements

Cloud computing implementation costs are included in Other current assets and Other long-term assets on the Company's Consolidated Balance Sheets. Additions to Cloud
computing implementation costs as well as year-end balances for these assets were as follows:

(in millions), Year Ended December 31,

Additions to: 2020 2019 2018

Cloud computing implementation costs $ 3 3 39 % 5]
(in_millions) December 31,

Capitalized Costs, Net 2020 2019

Cloud computing implementation costs, at cost $ 47 8 44
Accumulated amortization (6) (2
Cloud computing implementation costs, net® $ 41 $ 42

(1) Refer to Note 11 — Supplementary Financial Information for additional information on the current and long-term portions of this asset.

Useful lives of Cloud computing implementation costs are three to five years. Amortization expense for Cloud computing implementation costs for the years ended December 31,
2020, 2019 and 2018 were $4 million, $2 million and $0 million, respectively.

CNDT 2020 Annual Report
72



Table of Contents

Note 8 - Leases

The Company adopted the new lease guidance as of January 1, 2019, using the cumulative-effect adjustment transition method, which applies the provisions of the standard at the
effective date without adjusting the comparative periods presented. The Company has elected the package of practical expedients, which allows the Company not to reassess (1)
whether any expired or existing contracts as of the adoption date are, or contain, leases, (2) lease classification for any expired or existing leases as of the adoption date and (3)
initial direct costs for any existing leases as of the adoption date. The Company did not elect to apply the hindsight practical expedient. Additionally, the Company has elected not to
include short-term leases, with a term of 12 months or less, on its Consolidated Balance Sheets.

The components of lease costs were as follows:

Year Ended December 31,

(in millions) 2020 2019
Finance Lease Costs:
Amortization of right of use assets $ 8 % 10
Interest on lease liabilities 1 1
Total Finance Lease Costs $ 9 3 11
Operating lease costs:
Base rent $ 9% $ 112
Short-term lease costs 5 12
Variable lease costs® 26 30
Sublease income (3) (7)
Total Operating Lease Costs $ 123 $ 147

(1) Primarily related to taxes, insurance and common area and other maintenance costs for real estate leases.
Supplemental cash flow information related to leases was as follows:

Year Ended December 31,

(in millions) 2020 2019

Cash paid for the amounts included in the measurement of lease liabilities:
Operating cash flows from operating leases $ 117 $ 137
Operating cash flows from finance leases 1 1

Total Cash Flow from Operating Activities $ 118 $ 138
Financing cash flow from finance leases $ 1 % 11

Supplemental non-cash information on right of use assets obtained in exchange for new lease obligations:
Operating leases
Finance leases

73 $ 32
14 3 2

®» &+

Supplemental balance sheet information related to leases was as follows:
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(in millions)
Operating lease assets:
Operating lease right-of-use assets
Operating lease liabilities:
Other current liabilities
Operating lease liabilities
Total Operating Lease Liabilities

Finance lease assets:
Land, buildings and equipment, net
Finance lease liabilities:
Current portion of long-term debt
Long-term debt

Total Finance Lease Liabilities

December 31,

2020 2019

$ 246 $ 271
$ 81 $ 91
207 229

$ 288 $ 320
$ 19 $ 14
$ 8 $ 7
12 10

$ 20 $ 17

The Company's leases generally do not provide an implicit rate; therefore, the Company uses its incremental borrowing rate as the discount rate when measuring operating lease
liabilities. The incremental borrowing rate represents an estimate of the interest rate that the Company would incur at lease commencement to borrow an amount equal to the lease

payments on a collateralized basis over the term of a lease within a particular currency environment.

The weighted average discount rates and weighted average remaining lease terms for operating and finance leases as of December 31, 2020 and 2019 were as follows:

December 31, 2020

December 31, 2019

Operating Leases

Finance Leases

Operating Leases

Finance Leases

Weighted average discount rates 6.1 % 5.3 % 55 % 4.8 %
Weighted average remaining lease term (in years) 5 3 5 3
Maturities of operating and finance lease liabilities as of December 31, 2020 were as follows:
December 31, 2020

(in millions) Operating Lease Payments Finance Lease Payments

2021 $ 9%5 $ 8
2022 71 7
2023 47 4
2024 37 2
2025 27 —
Thereafter 59 —
Total undiscounted lease payments 336 21
Less imputed interest 48 1
Present value of lease liabilities $ 288 3 20
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Note 9 - Goodwill and Intangible Assets, Net

Goodwill

The following table presents the changes in the carrying amount of goodwill, by reportable segment:

_(in_millions), Commercial Industries Government Services Transportation Total

Balance at December 31, 2018 1,391 1,376 641 3,408
Foreign currency translation — 1) 1) )
Acquisitions 49 — — 49
Impairment (618) (754) (580) (1,952)
Other (1) — — (1)
Balance at December 31, 2019 821 621 60 1,502
Foreign currency translation 16 2 8 26
Balance at December 31, 2020 837 623 68 1,528
Gross goodwill 2,390 1,377 648 4,415
Accumulated impairment (1,553) (754) (580) (2,887)
Balance at December 31, 2020 837 623 68 1,528

The Company performed its annual goodwill impairment test for the year ended December 31, 2020 as of October 1, 2020. This testing did not identify any goodwill impairment and,
accordingly, no impairment charge was recorded.

To the extent the COVID-19 pandemic continues to disrupt the economic environment, such as a decline in the performance of the reporting units or loss of a significant contract or
multiple significant contracts, the fair value of one or more of the reporting units could fall below their carrying value, resulting in a goodwill impairment charge.

2019 Goodwill Impairment Charge

In the first quarter of 2019, the Transportation reporting unit experienced unanticipated losses of certain customer contracts, lower than expected new customer contracts and higher
costs of delivery, and as a result, the growth of this reporting unit decreased resulting in its fair value being below its carrying value by an estimated $284 million. Accordingly, the
Company recorded a pre-tax impairment charge of $284 million for the three months ended March 31, 2019.

In the second quarter of 2019, there were further unanticipated losses of certain customer contracts, lower potential future volumes and lower than expected new customer
contracts. This led to actual results being below budget and a further downward revision of the long-term forecast across all the Company's reporting units. As a consequence of the
business performance and the strategy pivot due to changes in management that occurred in the second quarter of 2019, the Company performed an interim goodwill impairment
assessment for all its reporting units which resulted in a pre-tax impairment charge of $1.1 billion for the three months ended June 30, 2019.

As of December 31, 2019, the Company performed an interim impairment assessment due to a triggering event caused by further unanticipated contract losses within the
Government Services reporting unit, and as result, management performed a goodwill impairment assessment for this reporting unit as of December 31, 2019, which resulted in a
pre-tax impairment charge of $512 million.

In addition, in the fourth quarter of 2019, the Company recorded an immaterial correction to the impairment charges recorded in the first and second quarters to properly reflect the
impact of tax-deductible goodwill on the previous impairments as well as the related income tax benefit. The cumulative impairment charge for the year ended December 31, 2019
was approximately $2.0 billion.
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Intangible Assets, Net

Net intangible assets were $187 million at December 31, 2020 of which $176 million, $8 million and $3 million relate to our Commercial Industries, Government Services and
Transportation segments, respectively. Intangible assets were comprised of the following:

December 31, 2020 December 31, 2019

Weighted Average 02:%?39 Accumulated Net C?i:roysiﬁg Accumulated Net
(in_millions except years) Amortization Amount Amortization Amount Amount Amortization Amount
Customer relationships 12 years $ 2890 $ 2,703 $ 187 $ 2,920 $ 2,494 $ 426
Technology, patents and non-compete 0 years — — — 1 1 —
Total Intangible Assets $ 2,890 $ 2,703 $ 187 $ 2,921 $ 2495 $ 426

Amortization expense related to intangible assets was $239 million, $246 million and $242 million for the years ended December 31, 2020, 2019 and 2018, respectively. Amortization
expense is expected to approximate $134 million in 2021, $13 million in 2022, $7 million in 2023, $6 million in 2024 and $4 million in 2025.
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Note 10 - Restructuring Programs and Related Costs

The Company engages in a series of restructuring programs related to downsizing its employee base, exiting certain activities, outsourcing certain internal functions and engaging in
other actions designed to reduce its cost structure and improve productivity. The implementation of the Company's operational efficiency improvement initiatives have reduced the
Company's real estate footprint across all geographies and segments resulting in lease right-of-use asset impairments and other related costs. Also included in Restructuring and
Related Costs are incremental, non-recurring costs related to the consolidation of the Company's data centers, which totaled $23 million, $21 million and $4 million for the years
ended December 31, 2020, 2019 and 2018, respectively. Management continues to evaluate the Company's business and, in the future, there may be additional provisions for new
plan initiatives and/or changes in previously recorded estimates as payments are made, or actions are completed.

Costs associated with restructuring, including employee severance and lease termination costs, are generally recognized when it has been determined that a liability has been
incurred, which is generally upon communication to the affected employees or exit from the leased facility. In those geographies where we have either a formal severance plan or a
history of consistently providing severance benefits representing a substantive plan, we recognize employee severance costs when they are both probable and reasonably
estimable. Asset impairment costs related to the reduction of our real estate footprint include impairment of operating lease right-of-use (ROU) assets and associated leasehold
improvements.

A summary of the Company's restructuring program activity during the two years ended December 31, 2020 is as follows:

(in_millions) Severance and Related Costs Termination and Other Costs Asset Impairments Total

Balance at December 31, 2018 $ 13 % 36 $ — % 49
Provision 33 30 15 78
Changes in estimates (5) (6) = (11)

Total Net Current Period Charges® 28 24 15 67
Charges against reserve and currency (26) (32) (15) (73)
Reclassification to operating lease ROU assets® — (22) —_ (22)

Balance at December 31, 2019 $ 15 $ 6 $ — 3 21
Provision 13 27 15 55
Changes in estimates 1 3 — 4

Total Net Current Period Charges® 14 30 15 59
Charges against reserve and currency (26) (33) (15) (74)

Balance at December 31, 2020 $ 3 % 3 % — % 6

(1) Represents amounts recognized within the Consolidated Statements of Income (Loss) for the years shown.
(2) Relates to the adoption of the new lease guidance.

We also recorded costs related to professional support services associated with the implementation of certain strategic transformation programs of $8 million, $4 million and $3
million during the years ended December 31, 2020, 2019 and 2018, respectively.

The following table summarizes the total amount of costs incurred in connection with these restructuring programs by reportable and non-reportable segments:
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(in_millions)

Commercial Industries
Government Services
Transportation

Other

Unallocated Costs

Total Net Restructuring Charges

78

Year Ended December 31,

2020 2019 2018
11 24 $ 26
1 1 1
2 2 3
— — 6
45 40 42
59 67 $ 78
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Note 11 - Supplementary Financial Information

The components of Other assets and liabilities were as follows:

(in millions)

Other Current Assets

Prepaid expenses

Income taxes receivable

Value-added tax (VAT) receivable
Restricted cash

Current portion of capitalized cloud computing implementation costs, net
Net receivable from buyers of divested businesses
Other

Total Other Current Assets

Other Current Liabilities

Accrued liabilities

Litigation related accruals

Current operating lease liabilities
Restructure reserves

Income tax payable

Other taxes payable

Other

Total Other Current Liabilities

Other Long-term Assets

Internal use software, net

Deferred contract costs, net®

Product software, net

Cloud computing implementation costs, net
Other

Total Other Long-term Assets

Other Long-term Liabilities

Deferred payroll tax related to the CARES Act®
Income tax liabilities

Unearned income

Restructuring reserves

Other

Total Other Long-term Liabilities

December 31,

2020 2019
73 $ 70
48 38
21 20

8 9

8 5
53 52
95 89
306 $ 283
229 $ 309
73 178
81 91
1 15
16 11
16 16
34 27
450 $ 647
163 $ 150
76 84
72 40
33 37
69 76
413 $ 387
24 3 —
15 20
29 21
5 6
35 44
108 $ o1

(1) The CARES Act allows for deferred payment of the employer-paid portion of social security taxes through the end of 2020, with 50% due on December 31, 2021 and the remainder due on December 31, 2022. The current

portion of this liability is included in Accrued compensation and benefits costs.

(2) Represents capitalized costs associated with obtaining or fulfilling a contract with a customer. The balances at December 31, 2020 and 2019 are expected to be amortized over a weighted average remaining life of

approximately 11 and 12 years, respectively. See Note 2 — Revenue for more information.
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Note 12 - Debt

The Company classifies its debt based on the contractual maturity dates of the underlying debt instruments or as of the earliest put date available to the debt holders. The Company
defers costs associated with debt issuance over the applicable term. These costs are amortized as interest expense in the Consolidated Statements of Income (Loss).

Long-term debt was as follows:

December 31,

Weighted Average Interestd)?ates at

(in_millions) December 31, 2020 2020 2019
Term loan A due 2022 234% $ 654 $ 664
Term loan B due 2023 3.82% 816 824
Senior notes due 2024 10.90 % 34 34
Finance lease obligations 5.29 % 20 17
Other loans 4 —
Principal Debt Balance $ 1528 $ 1,539
Debt issuance costs and unamortized discounts (18) (25)
Less: current maturities (90) (50)
Total Long-term Debt $ 1420 $ 1,464
WS weighted average effective interest rate which includes the effect of discounts and premiums on issued debt.
Scheduled principal payments due on long-term debt for the next five years are as follows:

2021 2022 2023 2024 2025 Total
$ 0 $ 598 $ 804 $ 36 $ — 8 1,528

Credit Facility

On December 7, 2016, the Company entered into a senior secured credit agreement (Credit Agreement) among the Company, its subsidiaries: Conduent Business Services, LLC
(CBS), Affiliated Computer Services International B.V. and Conduent Finance, Inc. (CFl), the lenders party thereto and JP Morgan Chase Bank, N.A., as the administrative agent.
The Credit Agreement contains senior secured credit facilities (Senior Credit Facilities) consisting of:

(i) Senior Secured Term Loan A (Term Loan A) with an aggregate principal amount of $700 million;

(ii) Senior Secured Term Loan B (Term Loan B) with an aggregate principal amount of $850 million;

(i)  Senior Revolving Credit Facility (Revolving Credit Facility) with an aggregate available amount of $750 million including a sub-limit for up to $300 million available for the
issuance of letters of credit.

During the first quarter of 2020, the Company borrowed $150 million of its $750 million Revolving Credit Facility, which was subsequently fully repaid in December 2020. As of
December 31, 2020, the Company has utilized $7 million of its revolving credit facility capacity to issue letters of credit. The net amount available to be drawn upon under the Credit
Agreement as of December 31, 2020 was $743 million.

The Credit Agreement permits the Company to incur incremental term loan borrowings and /or increase commitments under the revolving credit facility, subject to certain limitations
and satisfaction of certain conditions. Currently additional term loans of up to $300 million are permitted.
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All obligations under the Credit Agreement are unconditionally guaranteed by the Company, CBS, Conduent Finance, Inc. (CFl) and the existing and future direct and indirect wholly
owned domestic subsidiaries of CBS (subject to certain exceptions). All obligations under the Credit Agreement, and the guarantees of those obligations, are secured, subject to
certain exceptions, by substantially all of the assets of CBS and the guarantors under the Credit Agreement (other than the Company and CFl), including a first-priority pledge of all
the capital stock of CBS and the subsidiaries of CBS directly held by CBS or the guarantors (other than the Company and CFI) under the Credit Agreement (which pledges, in the
case of any foreign subsidiary, will be limited to 65% of the capital stock of any first-tier foreign subsidiary).

The Credit Agreement contains certain customary affirmative and negative covenants, restrictions and events of default. The Credit Agreement requires the total net leverage ratio
for December 31, 2020 and thereafter not to exceed 3.75 to 1.00.

Senior Notes

The Senior Notes are jointly and severally guaranteed on a senior unsecured basis by the Company and each of the existing and future domestic subsidiaries of CFI or CBS that
guarantee the obligations under the Senior Credit Facilities.

Interest is payable semi-annually. The Issuers may redeem the Senior Notes, in whole or in part, at any time on or after December 15, 2020, at the redemption prices specified in the
Indenture, plus accrued and unpaid interest, if any, to but excluding the redemption date. No Senior Notes were redeemed between December 15, 2020 and December 31, 2020.

Interest

Interest paid on short-term and long-term debt amounted to $51 million, $69 million, $100 million for the years ended December 31, 2020, 2019 and 2018, respectively.

Interest expense and interest income were as follows:

Year Ended December 31,

(in_millions) 2020 2019 2018
Interest expense $ 60 $ 78 $ 112
Interest income® 2 6 7

(1) Included in Other (income) expenses, net on the Consolidated Statements of Income (LosS).
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Note 13 - Financial Instruments

The Company is exposed to market risk from changes in foreign currency exchange rates and interest rates, which could affect operating results, financial position and cash flows.
The Company manages its exposure to these market risks through regular operating and financing activities and, when appropriate, through the use of derivative financial
instruments. These derivative financial instruments are utilized to hedge economic exposures, as well as to reduce earnings and cash flow volatility resulting from shifts in market
rates. The Company enters into limited types of derivative contracts to manage foreign currency exposures that it hedges. The primary foreign currency market exposures include
the Philippine Peso and Indian Rupee. The fair market values of all the Company's derivative contracts change with fluctuations in interest rates or currency exchange rates and are
designed so that any changes in their values are offset by changes in the values of the underlying exposures. Derivative financial instruments are held solely as risk management
tools and not for trading or speculative purposes. The related cash flow impacts of all derivative activities are reflected as cash flows from operating activities.

The Company does not believe there is significant risk of loss in the event of non-performance by the counterparty associated with its derivative instruments because these
transactions are executed with a major financial institution. Further, the Company's policy is to deal only with counterparties having a minimum investment grade or better credit
rating. Credit risk is managed through the continuous monitoring of exposures to such counterparties.

Summary of Foreign Exchange Hedging Positions

At December 31, 2020 and 2019, the Company had outstanding forward exchange with gross notional values of $180 million and $207 million, respectively. At December 31, 2020,
approximately 77% of these contracts mature within three months, 9% in three to six months, 11% in six to twelve months and 3% in greater than 12 months.

The following is a summary of the primary hedging positions and corresponding fair values:

December 31, 2020 December 31, 2019
Gross Fair Value Gross Fair Value
Notional Asset Notional Asset

(in millions) Value (Liability)® Value (Liability)®
Currencies Hedged (Buy/Sell)
Philippine Peso/U.S. Dollar $ 53 $ 1 3 57 $ 1
Indian Rupee/U.S. Dollar 52 1 85 1
Euro/U.S. Dollar 17 — — —
Mexican Peso/U.S. Dollar 2 — — —
All Other 56 — 65 —
Total Foreign Exchange Hedging $ 180 $ 2 3 207 $ 2

1) Represents the net receivable (payable) amount included in the Consolidated Balance Sheet.
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Note 14 - Fair Value of Financial Assets and Liabilities

Fair value represents the price that would be received to sell an asset or paid to transfer a liability in an orderly transaction between market participants at the measurement date.
U.S. GAAP established a hierarchy framework to classify the fair value based on the observability of significant inputs to the measurement. The levels of the fair value hierarchy are
as follows:

Level 1: Fair value is determined using an unadjusted quoted price in an active market for identical assets or liabilities.

Level 2: Fair value is estimated using inputs other than quoted prices included within Level 1 that are observable, either directly or indirectly.

Level 3: Fair value is estimated using unobservable inputs that are significant to the fair value of the assets or liabilities.

Summary of Financial Assets and Liabilities Accounted for at Fair Value on a Recurring Basis

The following table represents assets and liabilities measured at fair value on a recurring basis. The basis for the measurement at fair value in all cases was Level 2.

(in millions), December 31, 2020 December 31, 2019
Assets:

Foreign exchange contract - forward $ 2 $ 2
Total Assets $ 2 3 2
Liabilities:

Foreign exchange contracts - forward $ — 3 =
Total Liabilities $ — 3 —

Summary of Other Financial Assets and Liabilities

The estimated fair values of other financial assets and liabilities were as follows:

December 31, 2020 December 31, 2019
Carrying Fair Carrying Fair
(in millions), Amount Value Amount Value
Liabilities:
Long-term debt $ 1,420 $ 1378 % 1,464 $ 1,449
Contingent consideration payable $ — 3 — 3 4 $ 4

The fair value amounts for Cash and cash equivalents, Restricted cash, Accounts receivable, net and Short-term debt approximate carrying amounts due to the short-term maturities
of these instruments.

The fair value of the contingent consideration payable related to the HSP acquisition was measured using a Monte Carlo simulation model and calibrated to management’s financial
projections of the acquired business. The value of the contingent consideration payable was then estimated to be the arithmetic average of all simulation paths, discounted to the
valuation date (Level 3). During the third quarter of 2020, the contingent consideration payable was settled.

The fair value of Long-term debt was estimated based on the current rates offered to the Company for debt of similar maturities (Level 2).
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Note 15 - Employee Benefit Plans
Defined Benefit Plans

In 2018, all the U.S. and the majority of the international plan assets and obligations were sold as part of the divestiture of the U.S. human resource consulting and actuarial

business and the human resource consulting and outsourcing business located in Canada and the U.K. The Company's remaining benefit obligations and plan assets at December

31, 2020 were $13 million and $2 million, respectively. The Company's remaining benefit obligations and plan assets at December 31, 2019 were $14 million and $2 million,
respectively.

Defined Contribution Plans

The Company has post-retirement savings and investment plans in several countries, including the U.S., U.K. and Canada. In many instances, employees from those defined benefit
pension plans that have been amended to freeze future service accruals were transitioned to an enhanced defined contribution plan. In these plans employees are allowed to
contribute a portion of their salaries and bonuses to the plans, and the Company matches a portion of the employee contributions. Beginning in 2019, the Company suspended its
match to the 401(k) plan for all U.S. salaried employees and extended the suspension to all U.S. hourly employees in the second quarter of 2020. However, the match was

reinstated for all U.S. employees in November of 2020.

The Company recorded charges related to its defined contribution plans of $6 million in 2020, $9 million in 2019 and $28 million in 2018.
Note 16 - Income Taxes

Loss before income taxes (pre-tax income (loss)) was as follows:

Year Ended December 31,

(in_millions), 2020 2019 2018
Domestic loss $ (186) $ 2177) $ (411)
Foreign income 47 71 16
Loss Before Income Taxes $ (139) $ (2,106) $ (395)
Provision (benefit) for income taxes were as follows:
Year Ended December 31,
(in_millions), 2020 2019 2018
Federal Income Taxes
Current $ 22 $ ®3) $ 35
Deferred 17) (170) (62)
Foreign Income Taxes
Current 18 47 41
Deferred 4) 8) (6)
State Income Taxes
Current 5 5 20
Deferred (1) (43) (7)
Total Provision (Benefit) $ 1) $ (172) $ 21
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A reconciliation of the U.S. federal statutory income tax rate to the consolidated effective income tax rate was as follows:

Year Ended December 31,

2020 2019 2018

U.S. federal statutory income tax rate 21.0% 21.0 % 21.0%
Nondeductible expenses (2.1)% 0.2)% B.7)%
Change in valuation allowance for deferred tax assets 0.6 % 1.2)% @.7%
State taxes, net of federal benefit (2.1)% 1.8% (2.3)%
Tax-exempt income, credits and incentives 51 % 0.3 % 22%
Foreign rate differential adjusted for U.S. taxation of

foreign profits® (0.9)% (0.2)% 1.6 %
Divestitures® — % 0.2 % (20.3)%
Goodwill impairment® — % (14.1)% — %
Unrecognized tax benefits 1.2)% (0.3)% (1.9)%
Audit and other tax return adjustments (5.3)% 0.1% 0.2 %
Other — % 0.8 % 0.4)%
Effective Income Tax Rate 151 % 82% (5.3)%

(1) The “Foreign rate differential adjusted for U.S. taxation of foreign profits” includes the U.S. tax, net of foreign tax credits, associated with actual and deemed repatriations of earnings from our non-U.S. subsidiaries.
(2) 2018 divestitures include nondeductible goodwill allocated to divested businesses.
(3) Goodwill impairment represents adjustments for impairment of non-deductible component of goodwill.

On a consolidated basis, the Company received a refund of $(1) million and paid a total of $46 million and $108 million in income taxes to federal, foreign and state jurisdictions
during the three years ended December 31, 2020, 2019 and 2018, respectively.

Unrecognized Tax Benefits and Audit Resolutions

The Company recognizes tax liabilities when, despite its belief that its tax return positions are supportable, the Company believes that certain positions may not be fully sustained
upon review by tax authorities. Each period the Company assesses uncertain tax positions for recognition, measurement and effective settlement. Benefits from uncertain tax
positions are measured at the largest amount of benefit that is greater than 50 percent likely of being realized upon settlement. Where the Company has determined that its tax
return filing position does not satisfy the more-likely-than-not recognition threshold, the Company has recorded no tax benefits.

The Company is also subject to ongoing tax examinations in numerous jurisdictions due to the extensive geographical scope of its operations. Ongoing assessments of the more-
likely-than-not outcomes of the examinations and related tax positions require judgment and can increase or decrease the Company's effective tax rate, as well as impact its
operating results. The specific timing of when the resolution of each tax position will be reached is uncertain.

As of December 31, 2020, the Company had $23 million of unrecognized tax benefits, of which $21 million, if recognized, would impact the Company's effective tax rate. Due to
expected settlements, the Company estimates that $14 million of the total unrecognized tax benefits will reverse within the next twelve months.
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A reconciliation of the beginning and ending amount of unrecognized tax benefits was as follows:

(in_millions) 2020 2019 2018

Balance at January 1 $ 24 20 $ 15
Additions related to current year — 1 3
Additions related to prior years positions 3 7 5
Reductions related to prior years positions — 3) —
Settlements with taxing authorities® @) @) @)
Currency — (2)
Balance at December 31 $ 23 24 $ 20

(1) 2020 and 2019 settlement resulted in $4 million and $1 million cash paid, respectively.

The Company maintains offsetting benefits from other jurisdictions of $15 million, $16 million and $15 million, at December 31, 2020, 2019 and 2018, respectively. The Company
recognized interest and penalties accrued on unrecognized tax benefits within income tax expense. The Company had $13 million, $14 million and $10 million accrued for the
payment of interest and penalties associated with unrecognized tax benefits at December 31, 2020, 2019 and 2018, respectively. In the U.S., the Company is no longer subject to

U.S. federal income tax examinations for years before 2015. With respect to major foreign jurisdictions, the years generally remain open back to 2003.

Deferred Income Taxes

The Company is indefinitely reinvested in the undistributed earnings of its foreign subsidiaries with respect to the U.S. These foreign subsidiaries have aggregate cumulative
undistributed earnings of $280 million as of December 31, 2020. For years after 2017, the Tax Reform does allow for certain earnings to be repatriated free from U.S. Federal taxes.
However, the repatriation of earnings could give rise to additional tax liabilities. The Company has also not provided for deferred taxes on outside basis differences in its investments
in its foreign subsidiaries. A determination of the unrecognized deferred taxes related to these other components of our outside basis differences is not practicable. The Company
has provided for deferred taxes with respect to certain unremitted earnings of foreign subsidiaries that are not indefinitely reinvested between foreign subsidiaries outside of the U.S.
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The tax effects of temporary differences that give rise to significant portions of the deferred taxes were as follows:

December 31,

(in_millions), 2020 2019
Deferred Tax Assets

Net operating losses and capital loss carryforward $ % $ 122
Operating reserves, accruals and deferrals 57 33
Deferred compensation 7 11
Settlement reserves 17 44
Operating lease liabilities 68 78
Tax credits 42 14
Other 7 7
Subtotal 294 309
Valuation allowance (83) (72)
Total $ 211 $ 237

Deferred Tax Liabilities

Unearned income $ 27 $ 53
Intangibles and goodwill 100 143
Depreciation 75 47
Operating lease right-of-use assets 57 65
Other 26 23
Total $ 285 $ 331
Total Deferred Taxes, Net $ 74) $ (94)

The deferred tax assets for the respective periods were assessed for recoverability and, where applicable, a valuation allowance was recorded to reduce the total deferred tax asset
to an amount that will, more-likely-than-not, be realized in the future. The net change in the total valuation allowance for the years ended December 31, 2020 and 2019 was an
increase of $11 million and an increase of $28 million, respectively. The valuation allowance relates primarily to certain net operating loss carryforwards, tax credit carryforwards and
deductible temporary differences for which we have concluded it is more-likely-than-not that these items will not be realized in the ordinary course of operations.

Although realization is not assured, we have concluded that it is more-likely-than-not that the deferred tax assets, for which a valuation allowance was determined to be
unnecessary, will be realized in the ordinary course of operations based on the available positive and negative evidence, including scheduling of deferred tax liabilities and projected
income from operating activities. The amount of the net deferred tax assets considered realizable, however, could be reduced in the near term if actual future income or income tax
rates are lower than estimated, or if there are differences in the timing or amount of future reversals of existing taxable or deductible temporary differences.

At December 31, 2020, we had tax credit carryforwards of $42 million available to offset future income taxes which will expire between 2027 and 2040 if not utilized. We also had net
operating loss carryforwards for income tax purposes of $634 million that will expire between 2021 and 2040, if not utilized; and $189 million available to offset future taxable income
indefinitely. We had $8 million of capital loss carryforwards for income tax purposes that will expire in 2024, if not utilized, and $11 million available to offset future capital gains
income indefinitely.
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Note 17 - Contingencies and Litigation

As more fully discussed below, the Company is involved in a variety of claims, lawsuits, investigations and proceedings concerning a variety of matters, including: governmental
entity contracting, servicing and procurement law; intellectual property law; employment law; commercial and contracts law; the Employee Retirement Income Security Act (ERISA);
and other laws and regulations. The Company determines whether an estimated loss from a contingency should be accrued by assessing whether a loss is deemed probable and
can be reasonably estimated. The Company assesses its potential liability by analyzing its litigation and regulatory matters using available information. The Company develops its
view on estimated losses in consultation with outside counsel handling its defense in these matters, which involves an analysis of potential results, assuming a combination of
litigation and settlement strategies. Should developments in any of these matters cause a change in the Company's determination as to an unfavorable outcome and result in the
need to recognize a material accrual, or should any of these matters result in a final adverse judgment or be settled for significant amounts in excess of any accrual for such matter
o