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STATE OF NEW HAMPSHIRE [ 8 %
DEPARTMENT OF HEALTH AND HUMAN SERVICES
DIVISION FOR CHILDREN, YOUTH & FAMILIES
Lori A, Weaver 129 PLEASANT STREET, CONCORD, NH 03301-3857

Commissioner 603-271-4451  1-800-852-3345 Ext. 4451
Fax: 603-271-4729 TDD Access: 1-800-735-2964 www.dhhs.ah_gov

Marie Noonan

Director
May 30, 2025
Her Excellency, Governor Kelly A. Ayotte
and the Honorable Council
State House
Concord, New Hampshire 03301
REQUESTED ACTION

Authorize the Department of Health and Human Services, Division for Children, Youth and
Families, to enter into a Sole Source contract with The Home for Little Wanderers, Inc (VC#
318042), Boston, MA, in the amount of $6,653,407 to provide after-hours coverage for the Division
for Children, Youth and Families (DCYF) Central Intake to receive and process reports of child
abuse and neglect, with the option to renew for up to five (5) additional years, effective July 1,
2025, upon Governor and Council approval through June 30, 2030. 100% General Funds.

Funds are anticipated to be available in State Fiscal Years 2026, 2027, 2028, 2029, and
2030, upon the availability and continued appropriation of funds in the future operating budget,
with the authority to adjust budget jine items within the price limitation and encumbrances between
state fiscal years through the Budget Office, if needed and justified.
05-95-042-421010-34430000-HEALTH AND SOCIAL SVS, HEALTH AND HUMAN SVCS
DEPT, HHS: DIV CHILDREN, YOUTH & FAMILIES, CHILD PROTECTION, BCFPS - CHILD &
FAMILY PROG

State Fiscal Year | 1358/ Class Title Job Number | Total Amount
2026 102-500731 | Contracts for Prog Svc TBD~ $1,239,463
2027 102-500731 | Contracts for Prog Sve TBD $1,239,460
2028 102-500731 | Contracts for Prog Svc TBD $1,329,655
2029 102-500731 | Contracts for Prog Svc TBD $1,390,213
2030 102-500731 | Contracts for Prog' Svc 8D _—_$1_tg4616_
Total $6,653,407

EXPLANATION

This request is for the Contractor to provide staffing and a call management system during
DCYF's non-business hours to ensure 24/7 coverage for DCYF Central Intake to answer and
screen all calls, faxes, and emails from anyone who suspects a child is being abused or neglected.
This request is Sole Source because the Contractor has the necessary specialized experience
and qualifications to perform these complex services, and the Depariment determined
significantly more funding and resources would be required to transition to an alternative call
management system and train a new vendor's workforce. Additionally, the Contractor submitted
the only response when the Department competitively bid for these services in 2021. The
Contractor has worked with DCYF since the Central Intake crisis line became a 24/7 hotline in
2017. DCYF has since utilized a considerable amount of time and resources to build a strong
relationship between DCYF and the Contractor, and the Contractor consistently meets
performance expectations for these complicated services. DCYF's Central Intake staff also have
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continuously worked with the Contractor's after-hours staff to onboard new screeners and to work
coliaboratively to establish a smooth transition from daytime to after-hours shifts. The Contractor's
staff serve as a critical extension of DCYF, enabling DCYF to fulfill its mission, vision, and practice
model.

Additionally, the Department estimated the use of DCYF staff to provide after-hours
coverage for this call management system would require 26 positions at a cost of approximately
$2.7 million per year in General Funds, which is a significantly higher amount to the state than
this vendor. o
The Contractor will provide staffing and a call management system during DCYF’s non-
business hours for the DCYF Central Intake to answer and screen all calls, faxes, and emails
during nights, weekends, and holidays from anyone who suspects a child is being abused or
neglected. The Contractor will enter information into the DCYF electronic information system and
take established. action steps designed to ensure the safety of children and promote the well-
being of families, including, as needed, mobilizing Child Protective Service Workers to respond in
person to meet with children and families for urgent child protection matters. DCYF's Central
Intake provides services to children, youth, and families in New Hampshire by assessing and
screening reports received for child abuse and neglect that will be assessed by local district DCYF
offices. Contracted services will be provided weekdays from 6:30 PM to 7:00 AM, and for 24 hours
per day on weekends and holidays. - )

Approximately 35,000 individuals will be served during State Fiscal Years 2026 and 2027.

In addition to providing statewide after-hours coverage for the DCYF Central Intake phone
hotline, the Contractor will also provide child welfare~specific information and referral support
services to the general public, including law enforcement and medical professionals, to ensure all
parties have access to child welfare services, including:

» Placement resources for DCYF On-Call staff and for law enforcement to facilitate
placements for children in immediate need of care due to abuse or neglect.

¢ Information and referral services to support parents and individuals at risk of abusing
or neglecting a child.

* Information and referral services for community-based agencies that provide family
services, as well as the general public. '

The Department will monitor services through the required daily and monthly reports and
meetings.

As referenced in Exhibit A, Revisions to Standard Agreement Provisions, of the attached
agreement, the parties have the option to extend the agreement for up five (5) additional years,
contingent upon satisfactory delivery of services, available funding, agreement of the parties, and
Governor and Council approval. . '

Should the Governor-and Council not authorize this request, the Department would be
unable to continue providing after-hours hotline services, including an inability for Child Protective
Service Workers to respond in person to urgent child protection matters, which would decrease
effective, timely responses to reports of alleged child abuse and neglect throughout the state, to
the detriment of children and families.

Area served: Sta_tewide.

uF' Lori A. Weaver
Commissioner

The Department of Health and Human Services’ Mission is to join communities and families
in providing opportunities for citizens to achieve health and independence.
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FORM NUMBER P-37 (version 2/23/2023)

Subject: After Hours DCYF Cenlral Intake (SS-2025-DCYF-06-AFTER-01)

Notice: This agreement and all of its attachments shall become pubiic upon submission to Governor and
Executive Council for approval. Any information that is private, confidential or proprietary must
be clearly identified to the agency and agreed to in writing prior to signing the contract,

AGREEMENT .
The State of New [Hampshire and the Contractor hereby mutually agree as follows:

GENERAL PROVISIONS ' =

1. IDENTIFICATION.

1.1 State Agency Name

New Hampshire Department of Health and Human Services

1.2 State Agency Address

129 Pleasant Street
Concord, NH 03301-3857

1.3 Contractor Name
The Home for Little Wanderers, Inc

1.4 Contractor Address
72-74 E. Dedham Street, Boston MA 02118

1.6 Account Unit and Class
TBD

1.5 Contractor Phone
Number

617-267-3700

1.8 Price Limitation
$6,653.407

1.7 Completion Date

June 30, 2030

1.9 Contracting Officer for State Agency
Robert W. Moore, Director

1.10 State Agency Tetephone Number
(603) 271-9631

1.11 Contractor Signature

1.12 Name and Title of Contractor Signatory
Jody Holt

— Signed by:
.5/21/2025
jO E H’OU' Date:3/21/ , CFAO
1.13 “State Agency Signature .14 Name and Title of State Agency Signatory
—— DocusSigned by: ) Marie Noonan
: te:5/27/2025 )
Mant Apowan Biate:3y 277 DCYF Director
115 Approval by the N.H. Department of Administration, Division of Personnel (if applicable)
By: Director, On:
1.16 Approval by the Attorney General (Form, Substance and Execution) (if applicable) .
DocuSigned by:
By: oh{jn, QM\';M On:3/31/2025

G&C Item number:‘

1.17 Approval by the Governor and Executive Council (if applicable)

G&C Meeting Date:

Page 1 of 4
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2. SERVICES TO BE PERFORMED. The State of New
Hampshire, acting through the agency identified in block 1.1
{"State™), engages contractor identified in block 1.3 (“Contractor”)
to perform, and the Contractor shall perform, the work or sale of
goods, or both, identified and more particularly described in the
attached EXHIBIT B which is incorporated herein by reference
(“Services”).

3. EFFECTIVE DATE/COMPLETION OF SERVICES.

3.1 Notwithstanding any provision of this Agreement to the
contrary, and subject to the approval of the Govemor and
Executive Council of the State of New Hampshire, if applicable,
this Agreement, and all obligations of the parties hereunder, shall
become effective on the date the Governor and Executive Council
approve this Agreement, unless no such approval ‘is required, in
which case the Agreement shall become effective on the date the
Agreement is signed by the State Agency as shown in block 1.13
(“Effective Date™).

3.2 [f the Contractor commences the Services prior to the Effective
Date, all Services performed by the Contractor prior to the
Effective Date shall be performed at the sole risk of the Contractor,
and in the event that this Agreement does not become effective, the
State shall have no liability to the Contractor, including without
limitation, any obligation to pay the Contractor for any costs
incurred or Services performed.

3.3 Contractor must complete all Services by the Completion Date
specified in block 1.7.

4. CONDITIONAL NATURE OF AGREEMENT. )
Notwithstanding any provision of this Agreement to the contrary,
all obligations of the State hereunder, including, without limitation,
the continuance of payments hereunder, are contingent upon the
availability and continued appropriation of funds. In no event shall
the State be liable for any payments hereunder in excess of such
available appropriated funds. In the event of a reduction or
termination of appropriated funds by any state or federal legislative
or executive action that reduces, eliminates or otherwise modifies
the appropriation or availability of funding for this Agreement and
the Scope for Services provided in EXHIBIT B, in whole or in pan,
the State shall have the right to withhold payment until such funds
become available, if ever, and shalt have the right to reduce or
terminate the Services under this Agreement immediately upon
giving the Contractor notice of such reduction or termination. The
State shall not be required to transfer funds from any othér account
or source to the Account identified in block 1.6 in the event funds
in that Account are reduced or unavailable.

5. CONTRACT PRICE/PRICE LIMITATION/ PAYMENT.
5.1 The contract price, method of payment, and terms of payment
are identified and more particularly described in EXHIBIT C
which is incorporated herein by reference.

5.2 Notwithstanding any provision in this Agreement to the
contrary, and notwithstanding unexpected circumstances, in no
event shall the total of all payments autherized, or actually made
hereunder, exceed the Price Limitation set forth in block 1.8. The

hereof, and shall be the only and the complete compensation to the
Contractor for the Services.

5.3 The State reserves the right to offset from any amounts
otherwise payable to the Contractor under this Agreement those
liquidated amounts required or permitted by N.H. RSA 80:7
through RSA 80:7-c or any other provision of law.

5.4 The State’s liability under this Agreement shall be limited to
monetary damages not to exceed the total fees paid. The Contractor
agrees that it has an adequate remedy at law for any breach of this
Agreement by the State and hereby waives any right to specific
performance or other equitable remedies against the State.

6. COMPLIANCE BY CONTRACTOR WITH LAWS AND
REGULATIONS/EQUAL EMPLOYMENT g
OPPORTUNITY,

6.1 In connection with the performance of the Services, the
Contractor shall comply with all applicable statutes, laws,
regulations, and orders of federal, state, county or municipal
authorities which impose any obligation or duty upon the
Contractor, including, but not limited to, civil rights and equal
employment opportunity laws and the Governor’s order on Respect
and Civility in the Workplace, Executive order 2020-01. In
addition, if this Agreement is funded in any part by monies of the
United States, the Contractor shail comply with all federal

executive orders, rules, regulations and statutes, and with any rules,

regulations and guidelines as the State or the United States issue (o
implement these regulations. The Contractor shall also comply

.with all applicable intellectual property laws.

6.2 During the term of this Agreement, the Contractor shall not
discriminate against employees or applicants for employment
because of age, sex, sexual orientation, race, color, marital status,
physical or mental disability, religious creed, national origin,
gender identity, or’ gender expression, and will take affirmative
action to prevent such discrimination, unless exempt by state or
federal law. The Contractor shall ensure any subcontractors
comply with these nondiscrimination requirements.

6.3 No payments or transfers of value by Contractor or its
representatives in connection with this Agreement have or shall be
made which have the purpose or effect of public or commercial
bribery, or acceptance of or acquiescence in extortion, kickbacks,
or other unlawful or improper means of obtaining business.

6.4. The Contractor agrees to permit the State or United States
access to any of the Contractor’s books, records and accounts for
the purpose of ascertaining compliance with this Agreement and
all rules, regulations and orders pertaining to the covenants, terms
and conditions of this Agreement.

7. PERSONNEL.

7.1 The Contractor shall at its own expense provide all personnet
necessary to perform the Services. The Contractor warrants that all
personnel engaged in'the Services shall be qualified to perform the
Services, and shall be properly licensed and otherwise authorized
to do so under all applicable laws.”

7.2 The Contracting Officer specified in block 1.9, or any
successor, shall be the State’s point of contact pertaining to this

payment by the State of the contract price shall be the only and the Agreement.
complete reimbursement to the Contractor for all expenses, of
whatever nature incurred by the Contractor in the performance e
Page 2 of 4 . l jH’
Contractor Initials

Date5/21/2025
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8. EVENT OF DEFAULT/REMEDIES.

8.1 Any one or more of the following acts or omissions of the
Contractor shall constitute an event of default hereunder (“Event
of Default™):

8.1.1 failure to perform the Services satisfactorily or on schedule;

8.1.2 failure to submit any report required hereunder; and/or

£.1.3 failure to perform-any other covenant, term or condition of
‘this Agreement. '

8.2 Upon the occurrence of any Event of Default, the State may
take any one, or more, or all, of the following actions:

8.2.1 give the Contractor a written notice specifying the Event of
Default and réquiring it to be remedied within, in the absence of a
greater or lesser specification of time, thirty {30) calendar days
from the date of the notice; and if the Event of Default is not timely
cured, terminate this Agreement, effective two (2) calendar days
after giving the Contractor notice of termination;

8.2.2 give the Contractor a written notice specifying the Event of
Default and suspending all payments to be made under this
Agreement and ordering that the portion of the contract price which
would otherwise accrue to the Contractor during the period from
the date of such notice until such time as the State determines that
the Contractor has cured the Event of Default shall never be paid
to the Contractor;

8.2.3 give the Contractor a written notice specifying the Event of
Default and set off against any other obligations the State may owe
1o the Contractor any damages the State suffers by reason of any
Event of Default; and/or

8.2.4 give the Contractor a written notice specifying the Event of
Default, treat the Agreement as breached, terminate the Agreement
and pursue any of its remedies at iaw or in equity, or both.

9. TERMINATION.

9.1 Notwithstanding paragraph 8, the State may, at its sole
discretion, terminate the Agreement for any reason, in whole or in
part, by thirty (30} calendar days written notice to the Contractor
that the State is exercising its option to terminate the Agreement.
9.2 In the event of an early termination of this Agreement for any
reason other than the completion of the Services, the Contractor
shall, at the State’s discretion, deliver to the Contracting Officer,
not later than fifteen (15) calendar days after the date of
termination, a report {“Termination Report™) describing in detail
all Services performed, and the contract price eamed, to and
including the date of termination. In addition, at the State's
discretion, the Contractor shall, within fifteen (15) calendar days
of notice of early termination, develop and submit to the State a
transition plan for Services under the Agreement.

10. PROPERTY OWNERSHIP/DISCLOSURE,
10.1 As used in this Agreement, the word “Property” shall mean
all data, information and things developed or obtained during the

performance of, or acquired or developed by reason of, this

Agreement, including, but not limited to, all studies, reports, files,
formulae, surveys, maps, charts, sound recordings, video
recordings, pictorial reproductions, drawings, analyses, graphic
representalions, computer programs, computer printouts, notes,
letters, memoranda, papers, and documents, all whether finished or
unfinished.

Page 3 of 4

10.2 All data and any Property which has been recejved from the
State, or purchased with funds provided for that purpose under this
Agreement, shall be the property of the State, and shall be returned
io the State upon demand or upon termination of this Agreement
for any reason.

10.3 Disclosure of data, information and other records shall be
governed by N.H. RSA chapter 91-A and/or other applicable law.
Disclosure requires prior written approval of the State.

11. CONTRACTOR’S RELATION TO THE STATE. In the
performance of this Agreement the Contractor is in all respects an
independent contractor, and is neither an agent nor an employee of
the State. Neither the Contractor nor any of its officers, employees,
agents or members shall have authority to bind the State or receive
any benefits, workers™ compensation or other emoluments
provided by the State to its employees.

12. ASSIGNMENT/DELECGATION/SUBCONTRACTS.

12.1 Contractor shall provide the State written notice at teast fifteen
(15) calendar days before any proposed assignment, delegation, or
other transfer of any interest in this Agreement. No such
assignment, delegation, or other transfer shall be effective without
the written consent of the State.

12.2 For purposes of paragraph 12, a Change of Control shall
constitute assignment. “Change of Control” means (a) merger,
consolidation, ot a transaction or series of related transactions in
which a third party, together with its affiliates, becomes the direct
or indirect owner of fifty percent (30%) or more of the voting
shares or similar equity interests, or combined voting power of the’
Contractor, or (b) the sale of all or substantially all of the assets of
the Contractor.

12.3 None of the Services shall be subcontracted by the Contractor
without prior written notice and consent of the State.

12.4 The State is entitled to copies of all subcontracts and
assignment agreements and shall not be bound by any provisions
contained in a subcontract or an assignment agreement to which it
1S not a party.

13. INDEMNIFICATION. The Contractor shall indemnify,
defend, and hold harmless the State, its officers, and employees
from and against all actions, claims, damages, demands,
judgments, fines, liabilities, tosses, and other expenses, including,
without limitation, reasonable attorneys’ fees, arising out of or
relating to this Agreement directly or indirectly arising from death,
personal injury, property damage, intellectual property
infringement, or other claims asserted against the State, its officers,
or employees caused by ‘the acts or omissions of negligence,
reckless or willful misconduct, or fraud by the  Contractor, its
employees, agents, or subcontractors. The State shall not be liable
for any costs incurred by the Contractor arising under this
paragraph 13. Notwithstanding the foregoing, nothing herein
contained shall be deemed to constitute a waiver of the State’s
sovereign immunity, which immunity is hereby reserved to the
State. This covenant in paragraph 13 shall survive the termination

of this Agreement.
| Cﬂm.'
Contractor Initials

Date 5/21/2025



Docusign Envelope 1D: 456F6E29-CFDB-42BB-8FAB-7TB4C 146B551A

14, INSURANCE.

14.1 The Contractor shall, at its sole expense, obtain and
continuously maintain in force, and shall require any subcontractor
or assignee to obtain and maintain in force, the following
insurance:

14.1.1 commercial general liability insurance against all claims of
bodily injury, death or property damage, in amounts of not less than
$1,000,000 per occurrence and $2,000,000 aggregate or excess;
and

14.1.2 special cause of loss coverage form covering all Property
subject to subparagraph 10.2 herein, in an amount not less than
80% of the whole replacement value of the Property.

14.2 The policies described in subparagraph 14.1-herein shall be on
policy forms and endorsements approved for use in the State of
New Hampshire by the N.H. Department of Insurance, and issued
by insurers licensed in the State of New Hampshire.

14.3 The Contractor shall furnish to the Contracting Officer
identified in block 1.9, or any successor, a certificate(s) of
insurance for all insurance required under this Agreement. At the
request of the Contracting Officer, or any successor, the Contractor
_shall provide certificate(s) of insurance for all renewal(s) of
insurance required under this Agreement, The certificate(s) of
insurance and any renewals thereof shall be attached and are
incorporated herein by reference,

15. WORKERS’ COMPENSATION.
15.1 By signing this agreement, the Contractor agrees, certifies and
warrants that the Contractor is in compliance with or exempt from,
the requirements of N.H. RSA- chapter 281-A (“Workers'
Compensation”).
15.2 To the extent the Contractor is subject to the requirements of
N.H. RSA chapter 281-A, Contractor shall maintain, and require
any subcontractor or assignee to secure and -maintain, payment of
Waorkers’ Compensation in connection with activities which the
person proposes to undertake pursuant to this Agreement, The
Contractor shall furnish the Contracting Officer identified in block
1.9, or any successor, proof of Workers” Compensation in the
- manner described in N.H. RSA chapter 281-A and any applicable
renewal(s) thereof, which shall be attached and are incorporated
herein by reference. The State shall not be responsible for payment
of any Workers' Compensation premiums or for any other claim or
benefit for Contractor, or any subcontractor or employee of
Contractor, which might arise under applicable State of New
Hampshire Workers' Compensation laws in connection with the
performance of the Services under this Agreement.

16. WAIVER OF BREACH. A State’s failure to enforce its rights

" with respect to any single or continuing breach of this Agreement
shall not act as a waiver of the right of the State to later enforce any
such rights or to enforce any other or any subsequent breach.

17. NOTICE. Any notice by a party hereto to the other party shall
be deemed to have been duly delivered or given at the time of
mailing by certified mail, postage prepaid, in a United States Post
- Office addressed to the parties at the addresses given in blocks 1.2
and | .4, herein.
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18. AMENDMENT. This Agreement may be amended, waived or
discharged only by an instrument in writing signed by the parties
hereto and only after approval of such amendment, waiver or
discharge by the Governor and Executive Council of the State of
New Hampshire unless no such approval is required under the
circumstances pursuant to State law, rule or policy.

19. CHOICE OF LAW AND FORUM.

19.1 This Agreement shall be govemed, interpreted and construed
in accordance with the laws of the State of New Hampshire except
where the Federal supremacy clause requires otherwise. The
wording used in this Agreement is the wording chosen by the’
parties to express their mutual intent, and no rule of construction
shall be applied against or in favor of any party.

19.2 Any actions arising out of this Agreement, including the
breach or alleged breach thereof, may not be submitted to binding
arbitration, but must, instead, be brought and maintained in the
Merrimack County Superior Court of New Hampshire which shall
have exclusive jurisdiction thereof.

20. CONFLICTING TERMS. In the event of a conflict between
the terms of this P-37 form (as modified in EXHIBIT A) and any
other portion of this Agreement including any attachments thereto,
the terms of the P-37 {as modified in EXHIBIT A) shall coatrol.

21. THIRD PARTIES, This Agreement is being entered into for
the sole benefit of the parties hereto, and nothing herein, express or
implied, is intended to or will confer any legal or equitable right,
benefit, or remedy of any nature upon any other person.

22. HEADINGS. The headings throughout the Agreement are for
reference purposes only, and the words contained therein shall in
no way be held to explain, modify, amplify or aid in the
interpretation, construction or meaning of the provisions of this
Agreement.

23. SPECIAL PROVISIONS. Additional or modifying
provisions set forth in the attached EXHIBIT A are incorporated
herein by reference.

24. FURTHER ASSURANCES. The Contractor, along with its
agents and affiliates, shall, at its own cost and expense, execute any
additional documents and take such further actions as may be
reasonably required to carry out the provisions of this Agreement
and give effect to the transactions contemplated hereby.

25. SEVERABILITY.  In the event any of the provisions of this
Agreement are held by a court of competent jurisdiction to be
contrary to any state or federal law, the remaining provisions of
this Agreement will remain in full force and effect,

26. ENTIRE AGREEMENT. This Agreement, which may be
executed in a number of counterparts, each of which shall be
deemed an original, constitutes the entire agreement and
understanding between the parties, and supersedes all prior
agreements and understandirigs with respect (o the subject matter

hereof.
Cw
Contractor Initials
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New Hampshire Department of Health and Human Services
After Hours DCYF Central Intake

EXHIBIT A

Revisions to Standard Agreement Provisions

1. Revisions to Form P-37, General Provisions

1.1.

1.2

1.3.

$5-2025-DCYF-06-AF TER-01 . A-1.2 Contractor Initials

The Home for Little Wanderers, Inc. Page 1 of 1 Date

7.14.23

Paragraph 3, Subparagraph 3.1., Effective Date/Completion of Services, is
amended as follows: '

3.1. Notwithstanding any provision of this Agreement to the contrary, and
subject to the approval of the Governor and Executive Council of the
State of New Hampshire, this Agreement, and all obligations of the
parties hereunder, shall become effective on July 1, 2025, upon
Governor and Council approval {“Effective Date™).

Paragraph 3, Effective Date/Completion of Services, is amended by deleting
subparagraph 3.3., in its entirety and replacing it as follows:

3.3. Contractor must complete all Services by the Completion Date specified
in block 1.7. The parties may extend the Agreement for up to five (§)
additional years from the Completion Date, contingent upon satisfactory
delivery of services, available funding, agreement of the parties, and
approval of the Governor and Executive Council.

Paragraph 12, Assignment/Delegation/Subcontracts, is amended by adding
subparagraph 12.5., as follows: ' :

12.5. Subcontractors are subject to the same contractual conditions as the
Contractor and the Contractor is responsible to ensure subcontractor
compliance with those conditions. The Contractor shall have written
agreements with all subcontractors, specifying the work to be performed,
and if applicable, a Business Associate Agreement in accordance with
the Health Insurance Portability and Accountability Act. Written
agreements shall specify how corrective action shall be managed. The
Contractor shall manage the subcontractor's performance on an ongoing
basis and take corrective action as necessary. The Contractor shall
annually provide the State with a list of all subcontractors provided for
under this Agreement and notify the State of any inadequate
subcontractor performance.

5/21/2025



Docusign Envelope I1D: 456F6E29-CFDB-42BB-8FA8-7B4C146B551A

New Hampshire Department of Health and H-uman Services

After Hours DCYF Central intake

EXHIBIT B

Scope of Services:

1. Statement of Work

1.1..

1.3.

1.4.

The Contractor must provide after hours coverage for the Division for Children,
Youth and Families (DCYF) Central Intake for child protection services to
answer and screen all calls, faxes, and emails during nights, weekends, and
holidays from anyone who suspects a child is being abused or neglected, and
to enter information into the DCYF electronic case management system and
take established action steps designed to ensure the safety of children and
promote the well-being of families.

The Contractor must ensure services are available statewide.

. The Contractor must ensure a seamless transition to and from the DCYF

Central Intake business hours and the After Hours DCYF Central Intake
business hours described below:

1.3.1. All references to the DCYF Central Intake business hours mean
Monday through Friday from 7:00 AM to 6:30 PM.

1.3.2. All references to the After Hours DCYF Central Intake business hours
mean:

1.3.2.1. Nights: Monday, Tuesdéy. Wednesday, and Thursday from
6:30 PM to 7:00 AM the subsequent day.

1.3.2.2. Weekends: Friday from 6:30 PM through Monday at 7:00 AM.
1.3.2.3. New Hampshire state holidays: 24 hours.

The Contractor must ensure sufficient staff is available to operate the After
Hours DCYF Central Intake, in accordance with required practices described
in the DCYF Policy Manual, 1150 Central Intake Screening, staff positions must
include:

1.4.1. Screeners, who have primary responsibility for answering and
screening all calls, emails, and faxes, and complying with all required
practices including, but not limited to:

1.4.1.1. Identifying the report type.
1.4.1.2. ldentifying the alleged perpetrator and alleged victim.
1.4.1.3. Providing a narrative of the overall details.

1.4.1.4. Determining if the report meets the criteria for abuse or
neglect.

1.4.2. Managers, who have primary responsibility for assisting Screeners
and for ensuring fidelity to DCYF policy described in 1750 Central
Intake Screening.

Cﬁll
55-2025-DCYF-06-AFTER-01 B-2.1 Contractor Initials

The Home for Little Wanderers, Inc Page 1 of 21 Date
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New Hampshire Department of Health and Human Services
After Hours DCYF Central Intake

EXHIBIT B

1.43.

A Program Director, who has primary responsibility for assisting
Managers and for liaising with the Department regarding clinica! and
administrative tasks.

1.5. The Contractor must staff:

1.5.1. Atleast one (1) Screener and one (1) Manager for all shifts.

1.5.2. At least two (2) Screeners and one (1) Manager for weekday shifts,
including weekday holidays, from 6:30 PM to 11:00 PM.

1.5.3. At least two (2) Screeners and one (1) Manager for weekend shifts
from 8:00 AM to 7:00 PM.

1.5.4. At least one (1) Screener and one (1) Manager, plus a Program
Director who is either on call or working to support Screener(s) and
Manager(s) from 11:00 PM to 7:00 AM, as well as during high call-
volume periods between 6:00 PM to 9:00 PM on weekdays and 1:00
PM to 4:00 PM on weekends.

1.6. The Contractor must maintain a call management system or software to
manage calls in a remote work platform that enables staff to operate remotely
on the same call management system or software.

1.6.1. The call management system or software must have an 8x8 queuing
application, allowing callers waiting in a call queue to opt out of the
queue and be called back when staff become available, and which
includes dashboards and reports, providing a real-time view of call

~ activity.

1.7.  The Contractor must have a call management system or software that captures
and reports the following metrics:

1.7.1.  Volume:
1.7.1.1. Informational calls;
1.7.1.2. Reports; and
1.7.1.3. Calls from foster parents.

1.7.2. Efficiency:
1.7.2.1.  Average and median time to process a report;
1.7.2.2. Average hold time for caller/reporter; and
1.7.2.3. Number of dropped calls.

1.7.3. Decision Making:
1.7.3.1.  Screen-In rate (i.e., how frequently reports are screened in

for assessment); and
Initial
| | S
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1.8.

1.9.

1.10.

1.11.

1.12.

1.13.

1.14.

1.7.3.2. Percentage of Screened-In reports at each response priority
level (i.e., how urgently DCYF needs to see the alleged
victim face-to-face).

The Contractor must ensure the call management system or software meet all
requirements specified in Exhibit D-1, DHHS DolT Requirements Workbook,
as approved by the Department.

The Contractor must develop and maintain a comprehensive disaster
preparedness plan to ensure uninterrupted operation of the After Hours DCYF
Central Intake; a current plan must be submitted for Department approval wuthln
fifteen (15) days of the contract effective date. i

The Contractor must ensure that if the DCYF electronic case management
system is unavailable for any reason, such as natural disaster, unforeseen
technical emergencies, or routine system maintenance breaks, calls, faxes,
and emails can still be answered, screened, processed, and documented.

1.10.1. During power outages, such as may be caused by inclement weather
or natural disaster, the Contractor must designate temporary office
space to ensure continued and uninterrupted services via the remote
platform.

The Contractor must contact, or re-contact, a reporter to clarify and/or obtain
additional information in order to completely and accurately document a report,
if needed.

The Contractor must contact collateral parties, such as law enforcement,
healthcare and educational professionals, and foster parents, to ensure
complete reports and to facilitate potential child placement.

The Contractor must contact child protection agencies in other states when
reports are made that may impact foreign (out of state) jurisdictions.

The Contractor must engage in a process currently referred to as “Morning
Hand Off" with DCYF Central Intake staff on weekdays, excluding state
holidays, before 7:00 AM, which must include, but is not limited to:

1.14.1. A discussion with the Contractor and designated DCYF Central Intake
staff at the start and end of each DCYF daytime shift.

1.14.2. Reports for weekends within the Monday daily report.
1.14.3. Reports for state holidays within the subsequent weekday daily report.

1.14.4. All details within the Morning Hand Off, as referenced in Exhibit B-1,
which is attached hereto.

1.14.5. Report of call data that lists the following information:
1.14.5.1. Calendar dates;

C“tw
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1.14.5.2.
1.14.5.3.
1.14.54.
-1.14.5.5.
1.14.5.6.
1.14.5.7.
1.14.5.8.
1.14.5.9.

1.14.5.10.

Total answered calls;

Average ring time for answered calls;
Longest wait time;

Average wait time;

Average talk time;

Total abandoned calls;

Average ring time for abandoned calls;
Busiest call time hour (e.g., 8:00 PM): and
Notes (e.g., “includes July 4" holiday”).

1.14.6. Report of each email and fax received, which lists the following
information:

1.14.6.1.

Calendar dates and day span (for example, 07/03 - 07/05;
Wednesday - Friday);

1.14.6.2. Referral Number, Family's Last Name, and
Reporter/Sender;
1.14.6.3. Screening Determination; and
1.14.6.4. Email or fax.
1.14.7. Report of each Level 1 report, and consults, which lists the following
information:
1.14.7.1. Level 1 region (Region 1, 2, or 3, or Consult);
1.14.7.2. Calendar dates and day span; and
1.14.7.3. Associated District Office (DO), DCYF On-Call Supervisor

(OCS), Referral Number, Family's Last Name, and status
of receipt of the On-Call Supervisor's Report (OCR).

1.15. The Contractor must ensure After Hours DCYF.Central Intake Managers review
and approve all reports.

1.16. The Contractor must receive and respond to Department feedback, which the
Department may provide during the Morning Hand Off and/or through email,
regarding the quality of reports.

1.17. The Contractor must provide child welfare—specific information and referral
services to anyone who contacts the After Hours DCYF Central Intake,
including the general public, law enforcement personnel, and healthcare
professionals, which must include, but is not limited to:

58-2025-DCYF-06-AFTER-01
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1.18.

1.17.1. Placement resources for DCYF On-Call staff or for law enforcement to
facilitate placements for children in immediate need of care due to
abuse or neglect.

1.17.2. Information and referral services to support parents and individuals at
- risk of abusing or neglecting a child or children.

1.17.3. information and referral services regarding Child in Need of Services
(CHINS) services. '

1.17.4. Information and referral services for individuals regarding how to
report potential child abuse and neglect.

1.17.5. Information for individuals who request general information regarding
child abuse and neglect.

1.17.6. Information and referral services for community-based agencies that
provide family services.

The Contractor must participate in meetings with the Department every two (2)
weeks at a minimum, in addition to the Morning Hand Off meetings, or as
otherwise specified by the Department. '

Contractor Hand Off Requirements

1.19.

1.20.

The Contractor must collaborate with DCYF Central Intake staff to share all
pertinent information that may affect the morning hand off from the Contractor's
shift to DCYF's shift, and the evening hand off