GLOBO'’s Proposal to Region 4 ESC for Interpretation and Translation Services and Related Solutions

TAB 1

Draft Contract and Offer and Contract Signature Form

GLOBO has enclosed a signed copy of Appendix A along with a few
proposed deviations outlined in Appendix B.
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APPENDIX A
DRAFT CONTRACT

This Contract (“Contract”) is made as of , 202X by and between
(“Contractor”) and Region 4 Education Service Center
(“Region 4 ESC") for the purchase of Interpretation and Translation Services and Related
Solutions(“the products and services”).

RECITALS

WHEREAS, Region 4 ESC issued Request for Proposals Number R for (“RFP™),
to which Contractor provided a response (“Proposal”); and

WHEREAS, Region 4 ESC selected Contractor's Proposal and wishes to engage Contractor in
providing the services/materials described in the RFP and Proposal,

WHEREAS, both parties agree and understand the following pages will constitute the Contract
between the Contractor and Region 4 ESC, having its principal place of business at 7145 West
Tidwell Road, Houston, TX 77092.

WHEREAS, Contractor included, in writing, any required exceptions or deviations from these
terms, conditions, and specifications; and it is further understood that, if agreed to by Region 4
ESC, said exceptions or deviations are incorporated into the Contract.

WHEREAS, this Contract consists of the provisions set forth below, including provisions of all
attachments referenced herein. In the event of a conflict between the provisions set forth below
and those contained in any attachment, the provisions set forth below shall control.

WHEREAS, the Contract will provide that any state and local governmental entities, public and
private primary, secondary and higher education entities, non-profit entities, and agencies for the
public benefit (“Public Agencies”) may purchase products and services at prices indicated in the
Contract upon the Public Agency’s registration with OMNIA Partners.

1) Term of agreement. The term of the Contract is for a period of three (3) years unless
terminated, canceled or extended as otherwise provided herein. Region 4 ESC shall have the
right to renew the Contract for two (2) additional one-year periods or portions thereof. Region
4 ESC shall review the Contract prior to the renewal date and notify the Contractor of Region
4 ESC's intent renew the Contract. Contractor may elect not to renew by providing three
hundred sixty-five days’ (365) notice to Region 4 ESC. Notwithstanding the expiration of the
initial term or any subsequent term or all renewal options, Region 4 ESC and Contractor may
mutually agree to extend the term of this Agreement. Contractor acknowledges and
understands Region 4 ESC is under no obligation whatsoever to extend the term of this
Agreement.

2) Scope: Contractor shall perform all duties, responsibilities and obligations, set forth in this
agreement, and described in the RFP, incorporated herein by reference as though fully set
forth herein.
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3)

4)

5)

6)

7

8)

9)

Form of Contract. The form of Contract shall be the RFP, the Offeror’s proposal and Best and
Final Offer(s).

Order of Precedence. In the event of a conflict in the provisions of the Contract as accepted
by Region 4 ESC, the following order of precedence shall prevail:

i.  This Contract

ii.  Offeror's Best and Final Offer
iii.  Offeror’s proposal
iv. RFP and any addenda

Commencement of Work. The Contractor is cautioned not to commence any billable work or
provide any material or service under this Contract until Contractor receives a purchase order
for such work or is otherwise directed to do so in writing by Region 4 ESC.

Entire Agreement (Parol evidence). The Contract, as specified above, represents the final
written expression of agreement. All agreements are contained herein and no other
agreements or representations that materially alter it are acceptable.

Assignment of Contract. No assignment of Contract may be made without the prior written
approval of Region 4 ESC. Contractor is required to notify Region 4 ESC when any material
change in operations is made (i.e. bankruptcy, change of ownership, merger, etc.).

Novation. If Contractor sells or transfers all assets or the entire portion of the assets used to
perform this Contract, a successor in interest must guarantee to perform all obligations under
this Contract. Region 4 ESC reserves the right to accept or reject any new party. A change
of name agreement will not change the contractual obligations of Contractor.

Contract Alterations. No alterations to the terms of this Contract shall be valid or binding
unless authorized and signed by Region 4 ESC.

10) Adding Authorized Distributors/Dealers. Contractor is prohibited from authorizing additional

distributors or dealers, other than those identified at the time of submitting their proposal, to
sell under the Contract without notification and prior written approval from Region 4 ESC.
Contractor must notify Region 4 ESC each time it wishes to add an authorized distributor or
dealer. Purchase orders and payment can only be made to the Contractor unless otherwise
approved by Region 4 ESC. Pricing provided to members by added distributors or dealers
must also be less than or equal to the Contractor’s pricing.

11) TERMINATION OF CONTRACT

a) Cancellation for Non-Performance or Contractor Deficiency. Region 4 ESC may terminate
the Contract if purchase volume is determined to be low volume in any 12-month period.
Region 4 ESC reserves the right to cancel the whole or any part of this Contract due to
failure by Contractor to carry out any obligation, term or condition of the contract. Region
4 ESC may issue a written deficiency notice to Contractor for acting or failing to act in any
of the following:

i. Providing material that does not meet the specifications of the Contract;

ii. Providing work or material was not awarded under the Contract;

iii. Failing to adequately perform the services set forth in the scope of work and
specifications;
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b)

d)

iv. Failing to complete required work or furnish required materials within a reasonable
amount of time;

v. Failing to make progress in performance of the Contract or giving Region 4 ESC
reason to believe Contractor will not or cannot perform the requirements of the
Contract; or

vi. Performing work or providing services under the Contract prior to receiving an
authorized purchase order.

Upon receipt of a written deficiency notice, Contractor shall have ten (10) days to provide
a satisfactory response to Region 4 ESC. Failure to adequately address all issues of
concern may result in Contract cancellation. Upon cancellation under this paragraph, all
goods, materials, work, documents, data and reports prepared by Contractor under the
Contract shall immediately become the property of Region 4 ESC.

Termination for Cause. If, for any reason, Contractor fails to fulfill its obligation in a timely
manner, or Contractor violates any of the covenants, agreements, or stipulations of this
Contract Region 4 ESC reserves the right to terminate the Contract immediately and
pursue all other applicable remedies afforded by law. Such termination shall be effective
by delivery of notice, to the Contractor, specifying the effective date of termination. In such
event, all documents, data, studies, surveys, drawings, maps, models and reports
prepared by Contractor will become the property of the Region 4 ESC. If such event does
occur, Contractor will be entitled to receive just and equitable compensation for the
satisfactory work completed on such documents.

Delivery/Service Failures. Failure to deliver goods or services within the time specified, or
within a reasonable time period as interpreted by the purchasing agent or failure to make
replacements or corrections of rejected articles/services when so requested shall
constitute grounds for the Contract to be terminated. In the event Region 4 ESC must
purchase in an open market, Contractor agrees to reimburse Region 4 ESC, within a
reasonable time period, for all expenses incurred.

Force Majeure. If by reason of Force Majeure, either party hereto shall be rendered unable
wholly or in part to carry out its obligations under this Agreement then such party shall
give notice and full particulars of Force Majeure in writing to the other party within a
reasonable time after occurrence of the event or cause relied upon, and the obligation of
the party giving such notice, so far as it is affected by such Force Majeure, shall be
suspended during the continuance of the inability then claimed, except as hereinafter
provided, but for no longer period, and such party shall endeavor to remove or overcome
such inability with all reasonable dispatch.

The term Force Majeure as employed herein, shall mean acts of God, strikes, lockouts, or
other industrial disturbances, act of public enemy, orders of any kind of government of the
United States or the State of Texas or any civil or military authority; insurrections; riots;
epidemics; landslides; lighting; earthquake; fires; hurricanes; storms; floods; washouts;
droughts; arrests; restraint of government and people; civil disturbances; explosions,
breakage or accidents to machinery, pipelines or canals, or other causes not reasonably
within the control of the party claiming such inability. It is understood and agreed that the
settlement of strikes and lockouts shall be entirely within the discretion of the party having
the difficulty, and that the above requirement that any Force Majeure shall be remedied
with all reasonable dispatch shall not require the settlement of strikes and lockouts by
acceding to the demands of the opposing party or parties when such settlement is
unfavorable in the judgment of the party having the difficulty.

Standard Cancellation. Region 4 ESC may cancel this Contract in whole or in part by
providing written notice. The cancellation will take effect 30 business days after the other
party receives the notice of cancellation. After the 30th business day all work will cease
following completion of final purchase order.
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12) Licenses. Contractor shall maintain in current status all federal, state and local licenses, bonds
and permits required for the operation of the business conducted by Contractor. Contractor
shall remain fully informed of and in compliance with all ordinances and regulations pertaining
to the lawful provision of services under the Contract. Region 4 ESC reserves the right to stop
work and/or cancel the Contract if Contractor’s license(s) expire, lapse, are suspended or
terminated.

13) Survival Clause. All applicable software license agreements, warranties or service
agreements that are entered into between Contractor and Region 4 ESC under the terms and
conditions of the Contract shall survive the expiration or termination of the Contract. All
Purchase Orders issued and accepted by Contractor shall survive expiration or termination of
the Contract.

14) Delivery. Conforming product shall be shipped within 7 days of receipt of Purchase Order. If
delivery is not or cannot be made within this time period, the Contractor must receive
authorization for the delayed delivery. The order may be canceled if the estimated shipping
time is not acceptable. All deliveries shall be freight prepaid, F.O.B. Destination and shall be
included in all pricing offered unless otherwise clearly stated in writing.

15) Inspection & Acceptance. If defective or incorrect material is delivered, Region 4 ESC may
make the determination to return the material to the Contractor at no cost to Region 4 ESC.
The Contractor agrees to pay all shipping costs for the return shipment. Contractor shall be
responsible for arranging the return of the defective or incorrect material.

16) Payments. Payment shall be made after satisfactory performance, in accordance with all
provisions thereof, and upon receipt of a properly completed invoice.

17) Price Adjustments. Should it become necessary or proper during the term of this Contract to
make any change in design or any alterations that will increase price, Region 4 ESC must be
notified immediately. Price increases must be approved by Region 4 ESC and no payment for
additional materials or services, beyond the amount stipulated in the Contract shall be paid
without prior approval. All price increases must be supported by manufacturer documentation,
or a formal cost justification letter. Contractor must honor previous prices for thirty (30) days
after approval and written notification from Region 4 ESC. It is the Contractor’s responsibility
to keep all pricing up to date and on file with Region 4 ESC. All price changes must be
provided to Region 4 ESC, using the same format as was provided and accepted in the
Contractor’s proposal.

Price reductions may be offered at any time during Contract. Special, time-limited reductions
are permissible under the following conditions: 1) reduction is available to all users equally; 2)
reduction is for a specific period, normally not less than thirty (30) days; and 3) original price
is not exceeded after the time-limit. Contractor shall offer Region 4 ESC any published price
reduction during the Contract term.

18) Audit Rights. Contractor shall, at its sole expense, maintain appropriate due diligence of all
purchases made by Region 4 ESC and any entity that utilizes this Contract. Region 4 ESC
reserves the right to audit the accounting for a period of three (3) years from the time such
purchases are made. This audit right shall survive termination of this Agreement for a period
of one (1) year from the effective date of termination. Region 4 ESC shall have the authority
to conduct random audits of Contractor’s pricing at Region 4 ESC's sole cost and expense.
Notwithstanding the foregoing, in the event that Region 4 ESC is made aware of any pricing
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being offered that is materially inconsistent with the pricing under this agreement, Region 4
ESC shall have the ability to conduct an extensive audit of Contractor’s pricing at Contractor’s
sole cost and expense. Region 4 ESC may conduct the audit internally or may engage a third-
party auditing firm. In the event of an audit, the requested materials shall be provided in the
format and at the location designated by Region 4 ESC.

19) Discontinued Products. If a product or model is discontinued by the manufacturer, Contractor
may substitute a new product or model if the replacement product meets or exceeds the
specifications and performance of the discontinued model and if the discount is the same or
greater than the discontinued model.

20) New Products/Services. New products and/or services that meet the scope of work may be
added to the Contract. Pricing shall be equivalent to the percentage discount for other
products. Contractor may replace or add product lines if the line is replacing or supplementing
products, is equal or superior to the original products, is discounted similarly or greater than
the original discount, and if the products meet the requirements of the Contract. No products
and/or services may be added to avoid competitive procurement requirements. Region 4 ESC
may require additions to be submitted with documentation from Members demonstrating an
interest in, or a potential requirement for, the new product or service. Region 4 ESC may reject
any additions without cause.

21) Options. Optional equipment for products under Contract may be added to the Contract at
the time they become available under the following conditions: 1) the option is priced at a
discount similar to other options; 2) the option is an enhancement to the unit that improves
performance or reliability.

22) Warranty Conditions. All supplies, equipment and services shall include manufacturer's
minimum standard warranty and one (1) year labor warranty unless otherwise agreed to in
writing.

23) Site Cleanup. Contractor shall clean up and remove all debris and rubbish resulting from their
work as required or directed. Upon completion of the work, the premises shall be left in good
repair and an orderly, neat, clean, safe and unobstructed condition.

24) Site Preparation. Contractor shall not begin a project for which the site has not been prepared,
unless Contractor does the preparation work at no cost, or until Region 4 ESC includes the
cost of site preparation in a purchase order. Site preparation includes, but is not limited to:
moving furniture, installing wiring for networks or power, and similar pre-installation
requirements.

25) Reqistered Sex Offender Restrictions. For work to be performed at schools, Contractor
agrees no employee or employee of a subcontractor who has been adjudicated to be a
registered sex offender will perform work at any time when students are or are reasonably
expected to be present. Contractor agrees a violation of this condition shall be considered a
material breach and may result in the cancellation of the purchase order at Region 4 ESC’s
discretion. Contractor must identify any additional costs associated with compliance of this
term. If no costs are specified, compliance with this term will be provided at no additional
charge.

26) Safety measures. Contractor shall take all reasonable precautions for the safety of employees
on the worksite and shall erect and properly maintain all necessary safeguards for protection
of workers and the public. Contractor shall post warning signs against all hazards created by
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its operation and work in progress. Proper precautions shall be taken pursuant to state law
and standard practices to protect workers, general public and existing structures from injury
or damage.

27) Smoking. Persons working under the Contract shall adhere to local smoking policies.
Smoking will only be permitted in posted areas or off premises.

28) Stored materials. Upon prior written agreement between the Contractor and Region 4 ESC,
payment may be made for materials not incorporated in the work but delivered and suitably
stored at the site or some other location, for installation at a later date. An inventory of the
stored materials must be provided to Region 4 ESC prior to payment. Such materials must be
stored and protected in a secure location and be insured for their full value by the Contractor
against loss and damage. Contractor agrees to provide proof of coverage and additionally
insured upon request. Additionally, if stored offsite, the materials must also be clearly identified
as property of Region 4 ESC and be separated from other materials. Region 4 ESC must be
allowed reasonable opportunity to inspect and take inventory of stored materials, on or offsite,
as necessary. Until final acceptance by Region 4 ESC, it shall be the Contractor's
responsibility to protect all materials and equipment. Contractor warrants and guarantees that
title for all work, materials and equipment shall pass to Region 4 ESC upon final acceptance.

29) Funding Out Clause. A Contract for the acquisition, including lease, of real or personal
property is a commitment of Region 4 ESC'’s current revenue only. Region 4 ESC retains the
right to terminate the Contract at the expiration of each budget period during the term of the
Contract and is conditioned on a best effort attempt by Region 4 ESC to obtain appropriate
funds for payment of the contract.

30) Indemnity. Contractor shall protect, indemnify, and hold harmless both Region 4 ESC and its
administrators, employees and agents against all claims, damages, losses and expenses
arising out of or resulting from the actions of the Contractor, Contractor employees or
subcontractors in the preparation of the solicitation and the later execution of the Contract.
Any litigation involving either Region 4 ESC, its administrators and employees and agents will
be in Harris County, Texas.

31) Marketing. Contractor agrees to allow Region 4 ESC to use their name and logo within
website, marketing materials and advertisement. Any use of Region 4 ESC name and logo
or any form of publicity, inclusive of press releases, regarding this Contract by Contractor must
have prior approval from Region 4 ESC.

32) Certificates of Insurance. Certificates of insurance shall be delivered to the Region 4 ESC
prior to commencement of work. The Contractor shall give Region 4 ESC a minimum of ten
(10) days’ notice prior to any modifications or cancellation of policies. The Contractor shall
require all subcontractors performing any work to maintain coverage as specified.

33) Legal Obligations. It is Contractor’s responsibility to be aware of and comply with all local,
state, and federal laws governing the sale of products/services and shall comply with all laws
while fulfilling the Contract. Applicable laws and regulation must be followed even if not
specifically identified herein.
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OFFER AND CONTRACT SIGNATURE FORM

The undersigned hereby offers and, if awarded, agrees to furnish goods and/or services in strict
compliance with the terms, specifications and conditions at the prices proposed within response

unless noted in writing.

Company Name

Address

City/State/Zip

Telephone No.

Email Address

Printed Name

Title

Authorized signature

Accepted by Region 4 ESC.:

Contract No.

GLOBO Language Solutions, LLC

145 Greenwood Ave.

Wyncote PA 19095

(800) 555-3010

alison@helloglobo.com

Alison Walsh

Vice President, Legal

e (ath—

Initial Contract Term to

Region 4 ESC Authorized Board Member Date
Print Name

Region 4 ESC Authorized Board Member Date

Print Name



Appendix B

TERMS & CONDITIONS ACCEPTANCE FORM

Signature on the Offer and Contract Signature form certifies complete acceptance of the terms
and conditions in this solicitation and draft Contract except as noted below with proposed
substitute language (additional pages may be attached, if necessary). The provisions of the
RFP cannot be modified without the express written approval of Region 4 ESC. If a proposal
is returned with modifications to the draft Contract provisions that are not expressly approved
in writing by Region 4 ESC, the Contract provisions contained in the RFP shall prevail.

Check one of the following responses:

71 Offeror takes no exceptions to the terms and conditions of the RFP and draft Contract.

(Note: If none are listed below, it is understood that no exceptions/deviations are taken.)

\yf Offeror takes the following exceptions to the RFP and draft Contract. All exceptions must
be clearly explained, reference the corresponding term to which Offeror is taking exception
and clearly state any proposed modified language, proposed additional terms to the RFP
and draft Contract must be included: Please see attachment.

(Note: Unacceptable exceptions may remove Offeror's proposal from consideration for
award. Region 4 ESC shall be the sole judge on the acceptance of exceptions and
modifications and the decision shall be final.

If an offer is made with modifications to the contract provisions that are not expressly

approved in writing, the contract provisions contained in the RFP shall prevail.)

Section/Page

Term, Condition, or
Specification

Exception/Proposed Modification

Accepted
(For Region 4
ESC's use)




Attachment to Appendix B

Document

Section/Page

Term, Condition, or
Specification

Exception/Proposed Modification: additions in italics
and sections to be removed are identified by a
strikethrough

subsection 2 (a)
Onsite Services and
Pricing, Page 17

RFP 21-06 Section IV. Evaluation | Cancelation term for | For a request for onsite interpretation that is cancelled

Interpretation and Process and Criteria, | on-site services with less than twenty-four (24) hours’ notice, Region 4 or

Translation subsection Participating Public Agency shall be required to pay the
subsection 2 (a) Contractor the longer of two (2) hour minimum billable
Onsite Services and time, or the entire confirmed job duration including any
Pricing, Page 17 administrative fees.

RFP 21-06 Section IV. Evaluation [ Billing increments If the assignment is for an identified timeframe that is

Interpretation and Process and Criteria, | and fees less lunch greater than two (2) hours, the billing will proceed at

Translation subsection 140tk 1/4 of an hour increments for the entire duration

in excess of two hours, less a reasonable meal period
(i.e., 30, 40 or 60 minutes) if request is received with an
identifiable lunch break. Requests received without an
identified lunch break will be interpreted to mean
services are required for the duration of the time frame.

Appendix A: Draft
Contract

Page 3, Paragraph 11
(e)

Standard
Cancellation

Standard Cancellation. Region 4 ESC may cancel this
Contract in whole or in part by providing written notice.
The cancellation will take effect 30 business days after
the other party receives the notice of cancellation. After
the 30th business day all work will cease following
completion of final purchase order. Contractor may
cancel this contract in whole or in part if it becomes
commercially impractical or responsible by providing
ninety (90) days written notice to REgion 4 ESC.

(@s9)




Appendix A: Draft
Contract

Page 4, Paragraph 18

Audit Rights

Contractor shall, at its sole expense, maintain
appropriate due diligence of all purchases made by
Region 4 ESC and any entity that utilizes this Contract.
Region 4 ESC reserves the right to audit the accounting
for a period of three (3) years from the time such
purchases are made. This audit right shall survive
termination of this Agreement for a period of one (1)
year from the effective date of termination. Region 4
ESC shall have the authority

to conduct random audits of Contractor’s pricing at
Region 4 ESC's sole cost and expense, but not more
than one in every twelve month period.

SFace—aw Ee—OTahv1 EHYE e e—€ et 3 S

expense: Region 4 ESC may conduct the audit internally
or may engage a third-

party auditing firm. In the event of an audit, the
requested materials shall be provided in the format and

at the location agreed to by the parties. desigratec-by
Region4E£S€:
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Appendix A: Draft
Contract

Page 3, Paragraph 11
(e)

Standard
Cancellation

Standard Cancellation. Region 4 ESC may cancel this
Contract in whole or in part by providing written notice.
The cancellation will take effect 30 business days after
the other party receives the notice of cancellation. After
the 30th business day all work will cease following
completion of final purchase order. Contractor may
cancel this contract in whole or in part if it becomes
commercially impractical or responsible by providing
ninety (90) days written notice to REgion 4 ESC.

Exhibit B:
Administration
Agreement Example

PAge 3, Terms and
Conditions,
Paragraph 8

Warranties and
Representations

WITHOUT LIMITING THE GENERALITY OF THE
FOREGOING, OMNIA PARTNERS EXPRESSLY
DISCLAIMS ALL EXPRESS OR IMPLIED
REPRESENTATIONS AND WARRANTIES
REGARDING OMNIA PARTNERS’ PERFORMANCE AS
A CONTRACT ADMINISTRATOR OF THE MASTER
AGREEMENT. OMMNAPARTNERSFHEPARTES
SHALL NOT BE LIABLE IN ANY WAY FOR ANY
SPECIAL, INCIDENTAL, INDIRECT,
CONSEQUENTIAL, EXEMPLARY, PUNITIVE, OR
RELIANCE DAMAGES, EVEN IF THE PARTYOMMNA
PARTNERS IS ADVISED OF THE POSSIBILITY OF
SUCH DAMAGES.

(@s0)




GLOBO

Interpretation and Translation Services for Region 4

GLOBO's Proposal to Provide Region 4 with a Comprehensive Language
Management Solution to support its stated goal: “helping educators solve
instructional challenges, build and reinforce sustainable infrastructures, and
support school leaders in their mission to provide the highest quality
education to all students.”

V
=

Improve Student Operate More Support Gain a Partner to
Performance Efficiently Compliance Ensure Program
Initiatives Success

August 31, 2021

Response to Solicitation Number 21-06 for Interpretation and Translation
Services and Related Solutions.

Daniel Crabtree

CEO, GLOBO Crabtree
daniel@crabtreeinterpreting.com
281.849.8506

GLOBO Language Solutions, LLC
145 Greenwood Ave

Wyncote, PA 19095
helloglobo.com



Cover Letter

Dear Crystal Wallace,

GLOBO Language Solutions, LLC (GLOBO) is pleased to submit this o

Improve Student
proposal in response to Solicitation Number 21-06 for Interpretation = s
and Translation Services and Related Solutions. Through our parent
company, GLOBO, we at Crabtree Interpreting (now Crabtree GLOBO,
LLC) are excited to continue to offer the same, high-quality ASL

interpreting that Region 4 and your students, faculty, and parents have é:@:} Operate More
come to expect. Since being acquired by GLOBO, our integrated Efficiently
solution can meet all of Region 4's language needs via our
state-of-the-art, cloud-native platform, GLOBO HQ.

. - : 11 Implement State
By continuing to partner with GLOBO, Region 4 will: {;EE e

° Ensure service continuity on RDSPD campuses, enabling
Region 4 to effectively communicate with, support, and serve
all of your students and parents in an equal manner.

%Q?Xf Gain a Partner to

Ensure Program

e  Leverage a secure, scalable, unified language solution, capable
Success

of supporting all of the Region 4 member districts.

e  Reduce costs with competitive pricing and increased
efficiencies.

° Continue to expand access to real time, critical data and
cross-service-line visibility.

° Reduce administrative burden on administrators and staff with
one, simple platform to order, manage and track all services.

Should you have any questions about our proposal, please
don't hesitate to reach out to me. We are grateful for this
opportunity to live out our mission alongside Region 4.

Sincerely,

Dancel Crabtice

Daniel Crabtree, CEO, GLOBO Crabtree
daniel@crabtreeinterpreting.com
281.849.8506

GLOBO Response to Region 4 ESC | Solicitation Number 21-06



GLOBO'’s Proposal to Region 4 ESC for Interpretation and Translation Services and Related Solutions

TAB 2

Products and Pricing

.........................................................................................................................................................

. GLOBO's upfront, transparent pricing has no hidden fees and eliminates
| surprises. When factoring in our pricing, we encourage the evaluation

: committee to consider the long term value in partnering with GLOBO,

. including:

e Knowledge and understanding of your needs through the
continued partnership with Crabtree for ASL interpreting

e Access to the most qualified pool of linguists and GLOBO's simple,
unified, web-based platform

e Centralized language services, a simplified user experience, and
access to actionable data insights

In addition to pricing, this section includes an Executive Summary of our
. solution and an equipment catalog.

GLOBO © GLOBO, 2021 Solicitation Number 21-06



Executive Summary

Region 4's trusted American Sign Language partner, Crabtree Interpreting, has
been acquired by GLOBO as of May of 2021. Now with GLOBO and Crabtree's
specialties combined, Region 4 will continue to access the same high-quality
American Sign Language interpreting services managed by the same team familiar
with Region 4. Additionally, Region 4 will gain access to GLOBO's comprehensive
suite of language services, all through one unified platform.

A key differentiator, GLOBO HQ functions as a unified hub for
all of our language solutions - including those covered by this

request and any needs that may arise in the future. In addition,
GLOBO HQ provides instant access to real-time data, and
metrics, facilitating transparency and accountability.

GLOBO is uniquely equipped to support Region 4 in its stated
founding purpose: Excellence in Service for Children.

O Improve Student Performance
P Support English Learner students and their families
with the most accessible, most highly-qualified
interpreting and translation services.

Operate More Efficiently

Improve efficiencies with easy access to language
services and real-time visibility into usage, spend,
utilization, and trends in addition to competitive
pricing.

Implement State Initiatives

Gain a partner in implementing state and other
compliance initiatives to ensure meaningful access.
Leverage GLOBO HQ and reporting to gather data
and report on outcomes.

GLOBO Response to Region 4 ESC | Solicitation Number 21-06

"I am excited to continue our
working relationship with
Region 4 to serve Deaf and
Hard of Hearing students,
parents, and faculty in the
Greater Houston area. We look
forward to maintaining the
level of service you deserve
and to exceed expectations
with expanded service
offerings through our
partnership with GLOBO."

Whitney Douglass
Director, Crabtree

“The entire Crabtree team that
you've come to know is
pleased to continue providing
support to Region 4's
communication access efforts.
Excellence in educational
interpreting is the cornerstone
of our work and we hope to
continue walking alongside
Region 4 for many years to
come.”

Daniel Crabtree

CEO & Founder, Crabtree



Gain Unprecedented Visibility

® 50 (Jaoceores

Vldeo Interpr u hq

0. Nl

With GLOBO HQ, Region 4 and its campuses will leverage
one platform to manage all language services. Through
GLOBO HQ, Region 4 will gain the ability to track Usage,
Quality, Service Levels and other metrics with customizable
dashboards. Your Customer Success Team will partner with
you during Implementation to understand the metrics that
will impact Program Performance and surface these in real
time.

“GLOBO welcomes this opportunity to build upon
Crabtree’s existing relationship with Region 4 and to
offer a more robust, full-service language solution.
GLOBO is committed to maintaining Crabtree’s ability
to continue serving Region 4 as they have for the past
three years. In the future, when opportunities for
further integration, increased efficiencies, and
optimized performance can be leveraged, GLOBO and
Crabtree will work closely with Region 4 stakeholders
to incrementally implement any such enhancements.
Above all, Region 4 can be assured of the same great
service you've come to expect from Crabtree, but with
access to a wider range of language technology
offerings through GLOBO.”

Dipak Patel

@‘ COO & President, GLOBO

}

Our Shared Commitment
to Transparency

As a 26-time recipient for the
Certificate of Achievement for
Excellence in Financial
Reporting and the Certificate of
Excellence in Financial
Reporting from the
Government Finance Officers
Association and Association of
School Business Officials
International, respectively, it's
clear that Region 4 values
comprehensive data and a
spirit of transparency. GLOBO
shares this commitment to
transparency with a solution
designed to provide the most
comprehensive reporting and
analytics in the language
support industry.

During Implementation,
GLOBO will work with Region 4
to design custom dashboards to
provide critical visibility into
Region 4's program success
metrics and drive continued
understanding to each campus.
This can include, but is not
limited to:

Usage Metrics
Demographic Metrics
Student Survey Reporting
Interpreting and Translation
Quality Metrics



Improving Learning Outcomes for Students with Limited English Proficient Parents

Region 4's population is highly linguistically diverse, in
some cases exceeding the national average by 20%, in
the number of people who speak a language other than
English at home. Rest assured with a provider that
ensures program success for your unique community.

At GLOBO, we know that easy access to language support and culturally competent resources for

English Learners and their families is an indicator of student success. Ensuring this cohort is not only

able to meaningfully participate, but is also supported by a community or parents and teachers who

can understand each other and provide support is critical, especially as language access impacts
about one third of Region 4's population. With GLOBO, leverage comprehensive analytics to track

key outcomes for your community and rest assured that your provider is informed and equipped to

serve your volume and languages for this growing cohort.

Leverage Analytics to Improve Access and
Track Program Success

By tracking language support usage with GLOBO HQ,
Region 4 and the school districts it serves will improve
utilization, create efficiencies, track effectiveness, and,
most critically, increase parent engagement and
ultimately improve English Language Learners’ key
learning outcomes.

Leverage a Provider who is Familiar with your
Unique Language Demographics

GLOBO has extensive experience in providing language
services throughout Southeast Texas, through our
contracts with Region 4 as well as Harris Health and
Community Health Choice. As Region 4's current
provider of ASL interpreting services, GLOBO is
intimately familiar with your needs and expectations,
as well as your staff, structure, and process flow. We
are well-prepared to leverage this knowledge and our
technology to activate Telephone Interpreting, Video
Remote Interpreting, On-site Interpreting, and
Document Translation solutions - all without any
interruption of your current service.

In addition to continuity of service, the continuity of
our staffing plan is a major benefit to Region 4, as the
team'’s institutional knowledge of both GLOBO and
Region 4 would be difficult for another vendor to
replicate. The Qualification and Experience section of
our proposal provides additional detail into our staffing

County

Percent of the

Population who speak a
language other than
English at Home

Harris County 44.46% (’
Liberty County | 21.4% (\
Chambers 17.9% ‘
County ( ‘
T 4
Galveston 20.1%
County |
N : /“‘
Brazoria 26.5% A
County |
L 4
Fort Bend 39.5% (’
Waller County 26.4% (“
T 4

plan for this engagement. GLOBO is also the primary provider for

Source: U.S. Census Bureau

and, as such,
has proven experience serving this linguistically diverse community for remote interpreting services.




Products and Pricing

GLOBO is pleased to present Region 4 with a competitive price proposal. Our
upfront, transparent pricing has no hidden fees and eliminates surprises. When
factoring in our pricing, we encourage the evaluation committee to consider
the long term value in partnering with GLOBO.

GLOBO's technology and comprehensive Customer Success Program means a
seamless implementation, a reduction of performance issues, and the
cultivation of a long term partnership where GLOBO aligns and adapts to your
language needs.

As per the RFP, GLOBO's pricing will remain valid for One Hundred Twenty (120)
days after the proposal due date and time.

On-Site Interpreting

Legacy Pricing
(Interpretation Contract #18-07, specifically Region 4 ESC)

We are pleased to continue offering best value pricing to our legacy customers who were procuring
services under Region 4 and OMNIA Partners agreement #18-07 for Interpretation Services. Legacy
Customer prices are listed below and fall below the not-to-exceed threshold as stated above.

Certified ASL Interpreter Hourly Rate Per Interpreter

Regular Request

Rush Fee Differential

After Hours Differential

Administrative Fee

ASL Communication Facilitator Hourly Rate Per Interpreter

Regular Request

Rush Fee Differential

After Hours Differential

Administrative Fee
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TypeWell Transcription Services = Hourly Rate Per Transcriber

Regular Request

Rush Fee Differential

After Hours Differential

Administrative Fee

Terms:

e Minimums: All requests are billed a one-hour minimum service time, plus the administrative fee per
assignment.

¢ Incremental Billing: All time will be billed in 15 minute increments after the first service hour
e Time Extensions: Time extensions will incur a rush fee

e Cancelations: Assignments cancelled with less than one business days' notice will be billed in full.

Definitions:

e Regular Request: Requests placed with more than one business day notice for an assignment
occurring during the hours of 8am-5pm, M-F.

¢ Rush Differential: All requests placed with less than one business day notice for an assignment
occurring between the hours of 8am-5pm, M-F.

e  After-Hours Differential: Requests placed with more than one business days’ notice for an
assignment occurring during the hours of 5pm-8am, or during weekends.

e Administrative Fee: Each unique request will incur an administrative fee equal to one hour plus any
applicable differentials per interpreter.

Spoken Language Interpreting and ASL Interpreting for New Customers

Consecutive Interpreting Simultaneous Interpreting

Spanish (US/Latin)
*American Sign Language
Group1

Group 2

Group 3

The language contained in each group are set forth in the attached language list
Every hour past 8 hours will be charged at 1.5 times the hourly fee

All on-site appointments require a 2-hour minimum
e 1 Hour of Travel time will be charged for all ASL appointments in addition to the 2 hour minimum
referenced above'
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Additional On-Site Terms

Scenario

Multi-day events require a
Rush Notice minimum 1 week’ notice to
avoid rush charges

Telephone Interpretation Services

The prices reflected in this Scope of Work are based upon the discussions and negotiations by and between
the Parties upon entering into this Agreement. GLOBO shall have the right to negotiate a change in these
rates in the event that the language mix of Spanish is at least 65% or greater, GLOBO's cost to provide the
services increases significantly, and/or to reflect consumer price index fluctuations.

Language Volume Rate

All Languages 0 - 4,000 minutes / month ]

All Languages 4,000 - 9,000 minutes / month | || G

All Languages 9,000 - 35,000 minutes / month [ NG
All Languages 35,000+ minutes / month ]

*Deeper discounted pricing can be negotiated if volume of use is over 70,000 minutes a month.

Additional Telephone Interpreting Terms

Service Cost

Toll Free Number

Audio Recording +1year of retention/storage

Audio Recording + 6 years of retention/storage

Third Party Dial-out

International Calls
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GLOBO maintains a redundant, clustered architecture that is designed to ensure reliable,
high-availability service. We have configured “fallback” URLs on incoming phone numbers that
ensure connectivity and serve as backups in the event of a significant error while executing a call.
We also use multiple telephone carriers to ensure redundancy of service. As a final failsafe
measure, GLOBO has formed strategic partnerships with backup service providers that can handle
our full volume of calls in the event of an unexpected loss of service.

GLOBO has a number of monitoring, testing and routing capabilities to ensure continuity of
service and maintain efficient connection times:

e  GLOBO's platform infrastructure ensures stability by completing over 100,000 automated
tests per day to detect and resolve anomalies

e  GLOBO's telephony infrastructure has multiple interconnections into the carrier network
for each region, allowing for instant failover

e  GLOBO' dedicated talent management team conducts continual recruitment and
expansion of our network of qualified linguists

e  GLOBO's smart routing ensures calls are specifically routed a network of thousands of
industry specialized interpreters

e  GLOBO's operations team employs automated visibility into call flow data to determine
resource allocation

e  GLOBO performs ongoing analysis of historical call data and seasonal trends to predict
the likelihood and volatility of future call flows

e  GLOBO's platform maintains the ability to aggregate and route calls through multiple
providers in the event of unforeseen spikes in volume

e  GLOBO conducts daily proactive internal contingency planning meetings
In the rare event that an interpreter is not available in the requested language, GLOBO's
telephony system will automatically connect the caller to a customer support agent who

can assist the caller in connecting to an interpreter

Please see the attachment titled, Secure and Reliable Language Services for additional
information.

xiii. Describe past litigation, bankruptcy, reorganization, state investigations of
entity or current officers and directors.

There is no past or pending litigation or material claims or judgments against GLOBO within the
past 10 years.

xiv. Is your company compliant with HIPAA requirements? How is data security
monitored and protected? (Patient names, SSN, credit card info, etc.)

As part of our ISO 9001-2015 certified Quality Management System, HIPAA compliance is
factored into every step of GLOBO's service offering, including data storage and transmission,
training, monitoring, ongoing education, and system security.
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GLOBO staff is trained on the importance of data classification and handling through quality policies
and HIPAA training programs. Our translators, interpreters and agents maintain the confidentiality of
all interactions and protect the integrity of Personal Health Information (PHI) and Personally
Identifiable Information (PII).

In addition, to protect data integrity and privacy for applicants and users,

e  GLOBO operates under the principle of least privilege (POLP). User roles are set with
minimal access required for job functionality.

e  All regulated information (including PHI) must be encrypted at all times (in motion and at
rest).

e  Data is processed and housed in a secure environment that employs SSL and AES-256
encryption for data in transit and at rest, and two-factor authentication.

e  Security audits and penetration tests are carried out monthly to identify potential application
risks, particularly OWASP top 10 vulnerabilities.

Please refer to the Secure and Reliable Language Services attachment, located at the end of this
tabbed section.

xv. Is your company compliant with Board for Evaluation for Interpreters (BEI) and/or
Registry of Interpreters for the Deaf (RID) requirements? If so, please provide all
certification levels. If not, what is your plan and timeframe to become BEI and/or RID
certified?

Crabtree GLOBO was founded by Daniel Crabtree, a BEl-certified Master Sign Language
Interpreter: we take this certification seriously. As such, we only place certified (BEI or RID)
interpreters on all requests unless the client specifies an alternative requirement. When needed,
advanced-level certifications such as the BEI Advanced and BEI Master are also available. In
addition, all of Crabtree GLOBO's support staff are certified interpreters themselves with years of
industry experience. Specialized skill sets including Deafblind Interpreting, Interveners, Trilingual
Interpreters and Certified Deaf Interpreters are also available.

To demonstrate the kinds of credentials and experience that Region 4 can anticipate, we have
included the Resume of BEl-certified Master Nikki Boehme in the Supporting Materials section of
this tab.

xvi. Explain your privacy, confidentiality, and security practices including encryption,
nondisclosure information and/or agreement documents(s), server locations, and
breach protocols.

As described in our response to Item xiv, GLOBO staff is trained on the importance of data
classification and handling through quality policies and HIPAA training programs. Our translators,
interpreters and agents maintain the confidentiality of all interactions and protect the integrity of
Personal Health Information (PHI) and Personally Identifiable Information (Pl).
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In addition, GLOBO's Information Technology Policy establishes policies for access control,
acceptable use, data sensitivity, and employee responsibilities, and outlines best practices for
using Information Technology systems.

e  GLOBO conducts background checks on all personnel including linguists, technical
professionals and operational staff.

e  As part of the onboarding process, all linguists must sign-off on and adhere to interpreter
ethics principles, including patient confidentiality and HIPAA-related privacy guidelines.

e  GLOBO staff is trained on the importance of data classification and handling through
quality policies and HIPAA training programs and tested annually.

e  To protect data integrity and privacy for applicants and users, GLOBO operates under the
principle of least privilege (POLP). User roles are set with minimal access required for job
functionality.

e  Physical locations are governed by GLOBO's Premise Security Policies including “clean
desk” protocols, call center video surveillance and key fob monitoring and access
controls.

e  All GLOBO personnel must use protected applications and devices and must adhere to
strict password complexity rules and expiration cycles.

° Users must not place GLOBO material (software, internal memos, etc.) on any publicly
accessible Internet computer that supports anonymous file transfer protocol (FTP) or
similar services.

e  All agents and linguists must maintain the confidentiality of all interpretations/translations
and protect the integrity of Personal Health Information (PHI) and Personally Identifiable
Information (PII).

. GLOBO personnel are required to report Fraud, Waste, and Abuse or any misuse of data
immediately.

xvii. Provide a minimum of 5 customer references relating to the products and
services within this RFP. Include entity name, contact name and title, contact
phone and email, city, state, years serviced, description of services and annual
volume.

GLOBO has a proven track record of providing language access solutions to a wide range of
clients. Among GLOBO's 350+ customers, the following are most directly applicable to this
engagement. As we greatly value the time and privacy of our customers, we respectfully ask
Region 4 to please facilitate all correspondence with our selected references in concert with
GLOBO.

(Please see the following pages for references.)
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Customer

Duration

August 2018 to Present

Contact

J——

Services Provided

On-site and remote ASL interpreting, CART and Typewell transcription
services

Scope of Work R ——
high-quality instructional programming and equal access to
educational opportunities for students who are deaf or hard of
hearing

. Since 2018 Crabtree Interpreting (now Crabtree GLOBO)
provides ASL interpreter services as well as transcription
services on ongoing schedules for students, faculty, and
families who require interpretation services

e  Provides substitute and itinerant interpreting services when
district employees require time away

. 99.9% successful fill rate of more than 5,300 unique requests in
2020-2021 School Year

e  Contract recently renewed until 2023

Duration December 2018 to Present

Contact

Services Provided

On-site and remote ASL interpreting, CART and Typewell transcription
services

Scope of Work

. I : t sroest school
district in Texas

. Since 2018 Crabtree Interpreting (now Crabtree GLOBO)
provides ASL interpreter services as well as transcription
services for ongoing and ad-hoc requests

e  Provides substitute and itinerant interpreting services when
district employees require time away

o 99.9% successful fill rate of more than 700 unique requests in
2020-2021 school year; including high volume of “emergency
requests” placed less than 24 hours in advance

e  Successful management of year-over-year increase in volume of
requests
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Duration August 2019 to Present

Contact

Services Provided On-site and remote ASL interpreting
Scope of Work

supports Deaf and hard of hearing
students in

Since 2019 Crabtree Interpreting (now Crabtree GLOBO)
provides ASL interpreter services on ongoing schedules for
students, faculty, and families who require interpretation
services

Provides substitute and itinerant interpreting services when
district employees require time away

99.9% successful fill rate of all requests since 2019

Contract has been renewed annually with increase in requests
year over year

Duration August 2017 to Present

Contact

Services Provided On-site and remote ASL interpreting, CART and Typewell transcription
services

Scope of Work _ is a leading public educational institution

Since 2017 Crabtree Interpreting (now Crabtree GLOBO)
provides ASL interpreter services on-site in and

along with remote services. In 2019 transcription
services were added

Provides ongoing services for semester-long courses, and
substitute services when University personnel are out

Place subject-matter expert interpreters in various upper-level
course loads such as Animal Reproduction and Physiology, US
Government, Math, Political Science, Etc

Able to confirm services for the entire semester with less than
48 hours notice until class start dates
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Customer

Duration July 2017 to Present

Contact

Services Provided Telephone Interpreting, Video Remote Interpreting, On-site
Interpreting, Translation and Localization

Scope of Work Initially selected in 2017 as a primary language services

provider for 35 agencies and departments.

GLOBO is them comprehensive language
support partner, providing telephone interpreting, video
remote interpreting, document translation, on-demand text
translation and more.

As the city transformed during the Covid-19 pandemic, GLOBO
supported the city’s daily Covid-19 briefings by providing
simultaneous interpreting. GLOBO was also able to successfully
support the transition to fully remote home visits and meetings
that required interpreters via GLOBO's Multi-participant Video
Remote Interpreting solution, which was rolled out in March
2020.

Re-awarded a new contract in 2021 following a competitive bid
process; in selecting GLOBO, the City cited our, “Superior prior
experience of Applicant and staff” and “Superior skill and
reputation, including timeliness and demonstrable results.”

Additionally, GLOBO has performed interpreting and translation services for a wide range of schools,
government agencies, and other public agencies, including:

In total, GLOBO supports more than 65 education, government, and other public customers.
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GLOBO’s Proposal to Region 4 ESC for Interpretation and Translation Services and Related Solutions

TAB 4

Supporting Materials

Project Team Resumes
Interpreter and Translation Quality Assurance
GLOBO's Recruiting and Hiring Process
GLOBO's Secure Floor Policy
Secure and Reliable Language Services

Resume of BEI-certified Master Nicky Boehme
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Gene Schriver
Founder and CEO

Professional Experience

GLOBO
Founder and CEO September 2009 - Present

e Provide overall leadership, vision, and direction
e Oversee all business operations and execute corporate strategy

Language Services Associates, Inc.
Executive VP and General Counsel September 2000 - September 2009

e Led development and served as de facto CEO
Developed and executed vision, corporate strategy and business plan
Oversaw operations functions

Direct responsibility for LSA's largest accounts, including AIG, Farmer’s Insurance,
GMAC, Nissan, Cirque du Soleil, Harrah's Hotel Group, AstraZeneca, Merck, Johnson
& Johnson, McNeil Consumer Products, FEMA, U.S. Department of Justice, State of
Texas, and the majority of agencies of the U.K. government

CelebsSites, Inc. / Motion Picture
Corporation Of America

Director of Business and Legal Affairs March 1999 - September 2000

e Responsible for and concentrated on New Media legal matters, licensing, intellectual
property rights, and e-commerce related issues

e Managed general corporate governance and transactions

e Involved with strategic planning, business development, fundraising and writing
business and financial plans.

e Negotiated and executed deal memos and contracts for motion pictures

M.R.S. Associates, Inc.

Gene Schriver, 1



General Counsel September 1997 - December 1998

e Responsible for all major legal functions of the corporation, including contract
drafting and review, employment, licensing and bonding, litigation management,
insurance, compliance and creditor's rights

e Involved in strategic planning, including support in mergers & acquisitions and due
diligence

Margolis Edelstein, LLP
Associate Attorney May 1995 - November 1997

e Handled shareholder disputes, employment, misappropriation of trade secrets,
intellectual property, officer and director liability, insurance coverage, creditor's
rights, execution of judgments, foreclosures, and breach of warranties

e Concentrated primarily in litigation, but supported selected transactions

e Experienced in state and federal jury trials, arbitration and appellate practice

Villanova University School of Law
Law Clerk for Professor Henry H. Perritt February 1994 - May 1995

e Conducted extensive research and drafting for several practitioners' legal texts,
authored by Professor Henry H. Perritt, Jr. (current Dean of Chicago-Kent School of
Law)

e Published materials include sample contracts, jury instructions, discovery forms and
text in employment law, internet and healthcare policy

Education

e Villanova University School Of Law, JD
e Temple University, BS, Economics

Awards, Publications, and Presentations
e 2019 EY Entrepreneur of the Year in Philadelphia winner

e Featured Speaker, Globalization and Localization Association Conference: Anatomy of
Translation for Social Media, Monaco Monte-Carlo

e Localization World Silicon Valley: Driving Global Growth: A Marketing Roundtable,
Santa Clara, CA

e Featured Speaker, European Language Industry Association Conference: Translation in
Social Media, Stockholm, Sweden

e Featured Speaker, Vendor Management Conference: Online is the new On-Site -
Tracking Linguist Performance Remotely, Las Vegas, NV

e Inc.com — Growth In Translation — profiled and interviewed for story on language
industry and executives

Gene Schriver, 2



e Common Sense Advisory - Moving One Step Closer to On-Demand Interpreting
Innovations — Featured profile in the leading industry trade publication

e European Language Industry Association: Telephone Interpreting and the Future of on
Demand Communication, Istanbul, Turkey

e Featured Speaker, Think Latin America: On-Demand Language Services and the future
of Technology for LSPs, Buzios, Brazil

e Featured Speaker, Globalization and Localization Association: On-Demand Language
Solutions, Cancun, Mexico

e Localization Latin America: Supporting Software in Emerging Markets, Buenos Aires,
Argentina

e Call Center Week: Contact Centers Go Global, Opening Remarks, Las Vegas, NV ¢
Speaker, Title VI and Executive Order 13166: What Your Agency’s Federal Obligations
Are to Non-English Speakers, Albany, New York

e Moderator, Panel Discussion on Contact Center Issues, Call Center for Financial
Institutions, Chicago, IL

e Panelist, Judicial Workshop II: Issues and Solutions in Dealing with the Immigrant Party
in The Courtroom - Panel Discussion, Hispanic National Bar Association Annual
Convention, Atlanta, GA

e Brad Pitt Sells Insurance in Ohio: The Realities of Cybersquatting, CelebSites client
publication

e Effective Due Diligence in Mergers and Acquisitions, The Collections Industry Mergers
And Acquisitions Institute

e Speaker and Faculty Member, The Collections Industry Mergers and Acquisitions
Institute, Chicago, IL

e Contributor, Civil Rights in The Workplace, Employment Law Update, Law and the
Information Superhighway, and Health Care Reform, authored by Henry H. Perritt, Jr.
1994-1996

Volunteer Experience

e Serves on Advisory Committee to the Pennypack Ecological Restoration Trust
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Daniel Crabtree
CEO, GLOBO Crabtree

Professional Experience

GLOBO Crabtree (formerly Crabtree Interpreting)
CEO and Founder 2013 - Present

e Coordinated services, contract bidding, and special interpreting assignments
including medical

Crabtree, Inc.
Sign Language Interpreter, Owner 2010 - 2013

e Coordinated scheduling, daily use of Quickbooks, and daily invoicing

Freelance Interpreter
Sign Language Interpreter 2002 - 2013

e Provided medical, professional and educational interpreting

Sorenson Video Relay
Sign Language Interpreter 2006 - 2009

e Provided video interpreting

Texas Tech University

Sign Language Interpreter 2005 - 2008
e Provided interpreting and transliterating in a post secondary educational classroom
setting
Education

e Southwest Collegiate Institute for the Deaf, AAS, Sign Language Interpreting

Certifications

e Board of Evaluators of Interpreters (BEI) Master Sign Language Interpreter
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Volunteer Work

e Professional interpreter at TSID state conference in 2010

e Statewide Conference for Educators of the Deaf (SWCED) interpreter in 2008, 2010,
2012
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Ed Regan

Director, Sales

Professional Experience

GLOBO
Director of Sales November 2019 - Present

e Leads GLOBO's sales and sales operations functions

e Assists account executives in identifying language technology solutions for
prospective customers

e Provides an additional layer of support to customers, serving as an executive sponsor
for select accounts

Excel Micro/ j2 Global Cloud Services
Senior Sales Director October 2016 - November 2019

e Supervised 15 direct reports who were charged with strategically selling
Cybersecurity Saa$S solutions to Channel and Direct customers with an emphasis in
business Email Security, Endpoint Security, Archiving and Encryption services

e Managed a base of $27M in annual billing and drove upsell/cross-sell opportunities
within this existing base

e Developed and maintained key relationships with customers and prospects
Broadview Networks

Senior Sales Director December 2010 - October 2016

e Supervised a team of seven account executives and three account managers
e Grew large enterprise accounts
e Tracked sales activity metrics, and implemented and tracked sales KPlIs

Zonare Medical Systems, Inc.
Senior Account Executive March 2008 - December 2010

e Managed four indirect reports—two clinical application specialists and two junior
sales representatives

e Sold healthcare IT software solutions to existing and expanding ultrasound facilities at
the top Healthcare Systems within territory
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Century Fiber, LLC
Founder/Owner/Operator December 2005 - January 2008

e Built underground-construction and fiber installation start up
e Oversaw 23+ employees

e Grew company to annual gross revenues of $800K+ per year and negotiated/secured
all company contracts

Hill-Rom
Account Executive September 2003 - December 2005

e Sold capital equipment and asset management solutions to hospitals, labs, nursing
homes, etc.

Qwest Communications
Global Accounts Manager September 2000 - September 2003

e Marketed and sold IT and telecommunications solutions to Fortune 100 accounts in
the Philadelphia and South Jersey markets

Abbott Laboratories
Account Executive February 1996 - September 2000

e Sold medical laboratory equipment and services for $13B Fortune 100 healthcare
company

Mediq PRN
Account Executive January 1993 - February 1996

e Reported to senior vice president of sales as a key accounts manager and corporate
sales director

Education

e Drexel University, Coursework in MBA, Marketing Finance
e Embry Riddle University, BS, Aeronautical Studies & Business Management
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Whitney Douglass

Director, Business Development, GLOBO Crabtree

Professional Experience

GLOBO Crabtree (formerly Crabtree Interpreting)

Director, Business Development March 2017 - Present

Contributes to the mission and vision of the company through development and
delivery of key growth strategies

Manages new contract negotiation and contract kick-off

Acts as account manager and point of contact on strategic key accounts (including
Region 4 ESC)

Reports to the CEO with P&L responsibilities and develops staffing plans to support
growth forecasts

Manages adjacent operational units such as accounting, human resources, and sales
and marketing

MasterWord Services Inc.

Director, Language Access Solutions - Compliance and Jan 2015 - March 2017
Quality Assurance

Reporting to the CEO, advanced the mission through developing the strategic vision
and holds P&L responsibility for the Healthcare and Government, Energy, and
Insurance and Finance verticals with over 20 million in revenue

Performed change management leadership and project management for mission
critical initiatives

Worked with cross-functional teams to align resources and deliver solutions to the
portfolio of key clients including more than 300 accounts across 50 countries
Acted as the escalation point for key accounts

Managed more than 30 direct employees and worked across business units to drive
the adoption of new technologies, improve organizational efficiency, and ensure each
division is mission-aligned

Manager, Compliance and Quality Assurance Divisions Jan 2014 - Dec 2015

With overall responsibility for company-wide compliance and quality programs,
developed and implemented a cross functional quality management system
compliant with the ISO 9001:2008 standard for Quality Management Systems

Accountable for all internal and third party audits to the system
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e Led company and teams through a culture of quality-first mentality, customer-focused
processes, and record breaking quality metrics over a two-year period

e Successfully led MasterWord through program design, deployment and certification
processes resulting in MasterWord awarded the first company certified in
conformance to ISO 13611:2014 Guidelines for Community Interpreting standard

e Ensured ongoing relevance, suitability, and continual improvement of quality
management systems

Training and Development Specialist Nov 2013 - Dec 2014

e Internationally requested speaker and panelist facilitating discussions on topics such
as the changing role of the healthcare interpreter, systems thinking, reducing
disparities in healthcare for patients with limited-English proficiency, and Title VI
compliance

e Developed and delivered more than 15 interpreter and translator training courses on
language professional standards of practice, codes of ethics, skills based modules,
and healthcare specific terminology

Education
e University of Northern Colorado, Graduate Coursework in Interpreting Systems:
Leadership and Supervision
e Texas A&M University, BS, Psychology and Neuroscience

Volunteer Work

e President-Elect, Texas Society of Interpreters for the Deaf, 2017-Present

e Chairperson, Texas Legislative Advisory Committee on Qualifications for Healthcare
Translators and Interpreters, 2014-2017

e Chair, Professional Development Texas Association of Healthcare Translators and
Interpreters, 2014-2017
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Nathan L. Strohkirch

Senior Account Executive

Professional Experience

GLOBO
Senior Account Executive October 2020 - Present
e Collaborate and consult with prospects and customers to understand their foreign

language needs and how GLOBO's solution can help

e Serve as primary point of contact for new customers throughout the onboarding
process to ensure expectations are exceeded
e Conduct Zoom meeting demos of GLOBO HQ platform to executives and end users
Lingotek
Regional Sales Executive March 2017 - October 2020
e Prospected and managed cloud-based translation service sales for medium to
Fortune 500 / Global 1000 customers
e Managed a territory spanning 13 states & 3 Canadian provinces
e Conduct business reviews, Proof of Concepts, and manage RFP/RFI responses
e Specialized in online SaaS and application connectors for automation of translation
services
e Oversaw inside sales representative
Transperfect
Director Business Development December 2014 - March 2017
e Conducted global sales focused on interpreting and translation OPI services & SaaS.
e Managed prospect/customer evaluations, proof of concepts, and RFP/RFls
e Specialized in Over-the-Phone Interpretation, On-Site Interpreting, Document
Translation sales
e Managed 2 direct reports
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Various Employers
Various Business Development Roles October 2005 - October 2014

e Managed sales and customer relationships for several, industry-leading companies,
including Optis, CareerBuilder, and Infusionsoft

e Developed marketing campaigns, increased operational efficiencies, and exceeded
sales goals

Education
e Michigan State University, BA, Advertising

Nathan L. Strohkirch, 2



Alec N. Kissell

Director, Customer Experience

Professional Experience

GLOBO
Director, Customer Experience January 2021 - Present

e Responsible for GLOBO's Customer Success, Customer Solutions, and Customer
Service teams

e Develop customer growth and retention strategies
e Act as an internal customer advocate for product development and enhancement

e Support multiple complex health systems to develop successful language access
programs

Customer Solutions Manager September 2019 - December 2020

Responsible for new client onboarding and implementation

e Designed custom solutions based on the client needs
e Developed and managed GLOBO's helpdesk software
e Managed customer feedback process and resolution
Sales Operations Manager December 2016 - September 2019

e Responsible for measuring and tracking sales department KPls
e Implemented and managed CRM (Hubspot)

e Provided Solutions Analyst support during the sales process

Business Analyst May 2015 - December 2016

e Evaluated key business processes and determined areas of improvement
e Developed reports for review by senior management
e Provided reoccurring and ad hoc analysis to clients

Education

e Temple University, Fox School of Business, BBA, Economics
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William Putney
Customer Solutions Specialist

Professional Experience

GLOBO
Customer Solutions Specialist April 2019 - Present
e Serves as a primary point of contact for operational communications with existing
clients
e Supports the sales team by taking a client-facing role in implementation and
onboarding processes
e Executes omnichannel implementation programs to facilitate new client onboarding
and expansion of services across existing clients
e Participation in cross-departmental communication for successful service delivery to
meet client expectations
e Manage GLOBO Inventory Program including device set up, allocation, and ordering
Call Center Manager October 2017 - April 2019
e Managed and supervised daily operations and personnel for our 24 hour, 7 days a
week, 365 days a year call center
e Oversaw the weekly scheduling, payroll and quality assurance program for a 15
person team
e Supervised and managed GLOBO's relationships with three offshore call centers, with
a workforce of approximately 50 interpreters in multiple Central American countries
Implementation Manager December 2016 - October 2017
e Created go-live budgets, timelines, and plans for several of GLOBO's largest
healthcare clients
[ J

Sourced, provisioned, programmed, and installed various forms of equipment used
for audio and video interpretation services

Developed, organized, and arranged in-person and virtual client training

Worked alongside the GLOBO design team to create and distribute training and
support collateral materials
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North American Machinery Sales
Assistant Vice President & Partner April 2005 - October 2016

e Responsible for 90% of inside and outside sales and sales support (including 100% of
new customer sales) and 60% of machinery purchased for inventory since 2005

e Successfully created new business relationships and maintained existing business
relationships

e Implemented new, modern ways to market and advertise machinery that decreased
the company's annual advertising budget by 40%

e Proficient in setting up and maintaining office technology and software

e Attended industry trade shows and conferences to maintain knowledge and network

Worship Recordings
Label Manager March 2000 - April 2005

e Handled all aspects of day to day operations of an independent record label and
music studio, including scheduling, A&R, accounting, marketing, and promotions

e Experienced in all the various processes in the manufacturing and distribution of
records and compact discs

e Created effective and successful marketing and promotional campaigns for (13) 12"
single releases and (2) full length mix-CD compilations

Education
e Temple University, BA, Psychology
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Maria Agustina Gomez Beret
Vice President, Finance

Professional Experience

GLOBO

Vice President, Finance January 2018 - Present

Manage all financial planning and controls

Design departmental budgets and oversee accounting integration within the
organization

Lead executive monthly finance reviews

Determine accounting and financial management framework in order to monitor and
enhance reporting performance

Analyze and recommend operational and strategic direction based on modeling and
forecasting

Lead sales and operational teams to identify weaknesses and potential areas of
improvements through efficiency studies

LearnQuest

Director of Finance June 2017 - January 2018

Responsible for all financial and HR matters including banking relations, cash
management, vendor negotiations, accounting, client services, billing, compensation
and benefits, and selection of health insurance plan

Directed and developed financial and pricing models to improve profitability
Analyzed and recommended operational and strategic direction based on modeling
and forecasting

e Designed departmental budgets and oversaw accounting integration within the
organization
Finance Manager May 2015 - June 2017
e Managed full accounting cycle for 14 entities in North and South America, Europe
and Asia, including multi- currency general ledger transactions and reconciliations
e Responsible for contributing accounting information and recommendations for

strategic plans and reviews; implementing productivity, and quality and
customer-service standards; resolving problems; completing audits; identifying
trends; determining system improvements; implementing change
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e Met accounting financial objectives by forecasting requirements; preparing annual
budget; scheduling expenditures; analyzing variances; initiating corrective actions.
Reduced monthly close cycle from eight months to one month

e Recruited, trained, coached and managed finance team employees; communicated
job expectations; reviewed compensation; enforced policies and procedures

Language Service Associates
Accounting and Finance Manager July 2011 - December 2014

e Prepared company financial statements and analyzed sales revenue, cost, expenses
and tax liability

e Responsible for development and analysis of pricing models, contract profitability,
product mix, divisional profitability, and identifying trends and developments in the
company’s competitive environment

e Worked with department heads to develop annual operating budget and analyze
expenses. Compared department and company performance versus budget,
including analysis of budget variances

e Supervised hiring, training, and coaching of three Accounting Representatives; led
team of four Accounting Representatives and determined monthly and yearly
department goals

Project Manager November 2010 - July 2011

e Focused the development requirements of different business units on overall business
objectives and tracked progress to ensure project milestones were completed on
time, on budget, and with the desired results

e Identified processes and tools best suited for each project. Anticipated and managed
change
e Supervised daily tasks of three developers and two IT support representatives

Assistant Budget Officer March 2010 - November 2010

e Planned and managed the opening of an international call center located in
Argentina

e Provided financial reports for annual forecast preparation. Prepared ad-hoc reports
for Executive Team

e Reported key financial indicators to lending bank
e Engaged in several internal and external company audits
e Performed account reconciliations and general ledger journal entries
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Proctor and Gamble
Account Executive November 2009 - March 2010

e Developed and maintained working relationships with purchasing decision makers
e Prepared presentations and met with potential clients

e Negotiated pricing and contract terms, and closed sales

e Worked toward exceeding predetermined quotas

FLHO CONSULTING GROUP
Assistant Business Consultant April 2008 - July 2009

e Participated in two small businesses Mergers & Acquisitions projects

e Assisted with due diligence and business valuation

United Airlines

Customer service and marketing roles November 1999 - August 2007

Education

e New York University, Stern Graduate School of Business, MBA
e Universidad de Palermo (Argentina), BS, Business Administration
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Mark Rockford
Vice President, Linguistic Quality

Professional Experience

GLOBO
Vice President, Linguistic Quality March 2017 - Present

e Provides overall responsibility for ensuring linguistic quality across all of GLOBO's
interpreters

e Designed and implemented wholistic quality program across 265 languages
e Created and led training and cultural programs

CERTIFIED Translators and
Interpreters, Inc.

Founder and CEO August 2012 - March 2017

e Created a company from the ground up (acquired by GLOBO)
® Recruited, trained and led team members, both employees and contractors

e Responsible for the development and implementation of innovative language
technology

e |ed sales and client services
Saint Matthews Independent Catholic
Church
Assistant Director of Administration June 2011 - August 2012

e Responsible for daily operation of entire Cathedral staff, budgets, and programs

e Created additional volunteer programs, as well as overhauled existing Food Bank
assistance program

State of Texas Advisory Committee for
Qualifications for Healthcare
Interpreters and Translators

Chair of Existing Qualifications December 2009 - May 2011
Sub-committee

e Responsible for the development of standards and qualifications for healthcare
translators and interpreters
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e Tasked with recommending the necessary measures to the legislature for the
implementation and enforcement of these standards

e Responsible for the creation of measurement / assessment tools for the
recommended standards

MasterWord Services, Inc

Manager, Training and Assessments January 2008 - May 2011
Division
e Built the department from the ground up — mission, vision, core values, processes,

procedures, etc.

e Headed up the recruitment process for new vendors for an interpreting program
involving several hundred languages with a need to place interpreters onsite in both
domestic and international locations

e Actively improved the available ongoing training for existing vendors across various
disciplines and in multiple languages

e Created, taught, and led new training, including seminars and professional
development opportunities for Interpreters and Translators

Houston Interpreters and Translators
Association (HITA)
Director of Professional Development January 2009 - September 2010

e Actively improved the available ongoing training for existing vendors across various
disciplines and in multiple languages

e Scheduled new training, including seminars and professional development
opportunities for Interpreters and Translators
Cbeyond
Sales Executive May 2007 - January 2008

e Sourced and developed relationships with potential clients

e Responsible for the sole management of sales territory

Klein Forest High School

Spanish Teacher and Assistant August 2006 - May 2007
Wrestling Coach

e Managed classroom discipline and learning environment

e Taught upper and lower level Spanish courses to high school students of varying ages
and abilities

e Created an atmosphere of teamwork and academic excellence
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e Fostered competitiveness, discipline, responsibility, and work ethic through coaching

Instituto Bilinglie Rebsamen (Mexico)

Middle School Coordinator - English September 2003 - July 2006
Department Chair

e Responsible for the creation of new programs and curriculum development

e Overhauled technology infrastructure

e Hired, supervised and trained new teachers

e Interviewed and conducted entrance examinations for prospective students

e Taught English grammar, spelling, physical science, pre-algebra, and other subjects
Education

e Benedictine College, BA, Secondary Education & Spanish with Minors in
Economics, English Literature, and Philosophy
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Jonathan De Jong
Vice President of Engineering

Professional Experience

GLOBO
Vice President of Engineering January 2017 - Present

e Responsible for product ownership and development of many internal products
including multiple web applications, telephony integration, Android and iOS
applications

e Manage engineering team

e Responsible for general technology and information security oversight of company

Sparknet Technologies
President and CEO March 2006 - January 2017

e Managed software development process

e Designed and documented application specifications

e Provided infrastructure design for software applications

e Designed and implemented IT infrastructure implementations
e Manage team of engineers, project manager, and support staff

Facecrunch
Co-founder/CTO February 2014 - December 2016
e Architected advertising spend optimization platform
e Researched and prototyped facial recognition model and training data per industry
Unisys Corporation

Software Engineer April 2001 - March 2006

e Prototyped and designed management software product

e Developed and supported management software product

e Supported and maintained lab systems owned by our group
e Managed development and release of products
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JD Computers

Owner January 1999 - March 2006
e Provided support for network and phone equipment
e Provided Windows server and desktop support and upgrade
e Provided application setup and support

Designed and developed applications in various language
e Designed and developed SQL schemas

Education

e Drexel University/College, BS, Computer Science
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Elizabeth Robeck

Vice President, Operations

Professional Experience

GLOBO

Vice President, Operations April 2021 - Present
e Lead all operational departments
e Facilitate the development and execution of GLOBO's long-term operational strategy
e Oversee automation opportunities for the call center

Manage all aspects of GLOBO's on-demand operations for its Tl and VRI services

Forecast supply and demand trends to develop team and company KPIs using both
historical and projected data

Go4Gold Skating Academy

Operations Director January 2019 - Present

Facilitate the launch of a startup company to train athletes to premier National-level
competitors

Head all new product and program ideation, market assessment, and launch
Analyze existing programs and policies for financial viability

Establish and analyze company key performance metrics to identify process
improvements and maintain excellence throughout the organization

Establish vision, mission, and values

Define internal operating procedures

Create HR function and train the corporate leadership team on company culture
Define annual budget and P&L

Prepare and execute staff employment contracts and oversee payroll

Negotiate multi-year contracts, track all expenses, and manage partner relationships

UnitedHealth Group

Senior Program Director May 2012 - March 2021

Drove culture technology organization transformation

Directed programs to revolutionize business and technology processes using Agile
methods across call center and desktop services operations

Managed global staff of 400 in three departments
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e P&L oversight of $45M budget
Director March 2006 - April 2012

e Oversaw technology infrastructure centralization, with capital infrastructure budget of
$100M and a matrix team of 35 plus 12 direct reports

Project Manager March 2000 - March 2006

e Coordinated infrastructure implementation for multiple projects, with project budgets
up to $2.2M and cross-functional teams up to 45

Various Firms

IT Roles June 1992 - February 2000

e Roles include Web Developer and IT Project Manager

Education
e lllinois State University, BS, Computer Science with a minor in Mathematics
e Stanford University, Business Executive Education Program
e University of Minnesota, UnitedHealth Group Executive Development Program

University of Minnesota, UnitedHealth Group Data Science Executive Program
e UnitedHealth Group, Executive Development Program

Certifications
e Certified Trust Edge Facilitator

Volunteer Work

e US Figure Skating (national figure skating governing body)
e President of Go4Gold Shakopee Skating Academy
e Frequent presenter at UnitedHealth executive and management programs
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Meg Ruthenburg

Senior Director, Operations

Professional Experience

GLOBO
Senior Director, Operations April 2018 - Present

e Manages scheduled video interpreting, onsite interpreting, and translation service
lines

e Oversees quality assurance policy and ensured adherence to service level agreements

e Forms an active part of GLOBO's leadership team, making decisions about the
growth and development of the company and service offerings

CyraCom
Director of Translation and Localization May 2012 - November 2017

® Recruited and mentored a streamlined localization team capable of handling an 180%
increase in the number of projects completed

e Restructured the organization to add several new job roles that created a more
efficient division of labor, increased productivity, and provided paths for advancement
that helped retain talented employees

e Crafted a project management scorecard to track productivity and created better
accountability of Project Managers

e Negotiated lower rates from primary vendors which led to more competitive
customer pricing

Senior Project Manager January 2010 - May 2012

e Managed 31% of the department’s total revenue in 2011 by self-learning PM software
to more efficiently manage large multi-phase eLearning projects

e Chaired sales meetings, new customer implementations, and trainings

e Assigned to mentor other PMs to give them the tools and training to move them from
small transactional work to handling larger, more complex projects

Language Learning Enterprises
Translation Project Manager September 2007 - December 2009

e Managed $1 million in revenue as part of a two-person team until the firm was
acquired by CyraCom
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Self-Employed
Translation Consultant January 2002 - January 2010

e Used medical knowledge and Spanish-language skills to translate a broad range of
medical and healthcare-related material as well as acted as a interpreter for limited
English speaking patients

e Clients included Children’s National Medical Center, University of Michigan Health
System, the VA's National Center for Health Promotion and Disease Prevention (NCP),
USDA Office of Civil Rights, and The Timberland Group

Woodrow Wilson Center For International Scholars

Program Associate January 2002 - December 2005

e Developed and administered research projects on economic development and
democracy in Latin America, including procuring and managing grants

e Authored and edited conference reports, newsletters, and other in-house publications

e Mentored student interns and junior colleagues leading many to pursue successful
careers in government and the non-profit sector

Education

e University of Michigan, MA, Anthropology
e Macalester College, BA, Spanish and Anthropology

Volunteer Work
e Court Appointed Special Advocate for Children (CASA), use Spanish language skills to
advocate for the best interests of Spanish-speaking children in the foster care system

e DONA International-trained birth doula, use Spanish language skills and medical
knowledge to support low-income Spanish-speaking clients through childbirth and
postpartum care
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Francesca Mayr
Director, Marketing & Product

Professional Experience

GLOBO
Director, Marketing & Product April 2021 - Present

e Manages Voice of the Customer Program, generating actionable insights to improve
GLOBO's offering, product, and service
Manages Customer Engagement and Education Programs
Establishes product goals, success metrics, KPls, and critical metrics to monitor

product performance
e Accountable for Design, Documentation, Prioritization, and Communication of

product features
Director, Marketing & Engagement September 2019 - April 2021

® Responsible for GLOBO’s marketing vision and strategy

e Determined ideal target markets, buying personas in these markets, value
proposition, communications at different levels of the demand funnel, optimal
channels, and delivered quality leads to our sales team

e Led initiative to establish baseline Net Promoter Score, collaborating with Customer
Success to establish process for consistent measurement. Increased customer reply
rate by 30% and increased Net Promoter Score by 25% from 2019 to 2020

Design Director March 2018 - October 2018

e |ed GLOBO's Design Center of Excellence, facilitating the creation of digital
experiences for prospects, clients, and internal users from concept through
execution

Art Director December 2016 - March 2018

e Established and maintained Brand Identity Standards and Asset Library. Worked
with Executive stakeholders to execute on high-value educational and promotional
campaigns

Designer February 2016 - December 2016

e Created compelling, empathetic visual experiences, partnering with diverse
stakeholders throughout the organization
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Education

e Arcadia University, College of Global Studies, BA, Global Media, Visual Journalism and
Design, Summa Cum Laude

Certifications
e |IDEO U Leading for Creativity Certified

e Certified Product Owner, Scrum Alliance

e General Assembly User Experience Design Certified
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Melissa Rodgers
Operations Manager, GLOBO Crabtree

Professional Experience

GLOBO Crabtree (formerly Crabtree Interpreting)
Operations Manager 2018 - Present

e Manage personnel and HR matters

e Coordinate professional development events with presenters to qualify for Continuing
Education Units (CEUs)

e Supporte Business Development Manager and Agency President to grow and
strengthen the company’s presence in the language industry

e Provide ASL interpreting services in K-12, post-secondary, and community settings

e Provide captioning services via TypeWell platform in various settings

MasterWord Services
Assistant Manager -- Remote Interpreting Services 2015 - 2016

e Scheduled and managed contracted interpreters providing over-the-phone and video
remote interpreting

e Managed administrative team responsible for recruiting contract interpreters
e Created productivity and expense reports
e Provided customer service and client management

Lone Star College

Sign Language Interpreter 2012 - Present

e Interpret in college classes, including a range of subjects in both academic and
technical fields

e Team with other interpreters to provide services and facilitate effective
communications

Contract Interpreter
Sign Language Interpreter -- Community and Educational 2004 - Present

e Complete assignments in K-12, post-secondary, medical, community, and religious
settings
e Maintain current skills through ongoing professional development activities
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e Continue skills development through attendance at professional training and
instructional events

e Presented at professional organization conferences

AT&T (formerly SBC / SWBT) 1975 - 2013 (retired)

Sr. Tech Support -- Network 2006 - 2013

e Support Network Reliability Centers (NRC) on network monitoring applications --
Network Monitoring and Analysis (NMA) and SMARTS (U-verse monitoring)

|ll

e Served as chair of the Transport Automation project to reduce manual “touch points”
and work content in the monitoring centers, conducted team meetings, documented
discussion, tracked progress, removed roadblocks, and filed periodic reports to the
management team on milestones and accomplishments

e Managed conversion projects to integrate non-standard or legacy systems to current,
national standards following Bell South and (legacy) AT&T acquisitions by SBC

e Wrote job aids and training documents to assist new users

Area Manager -- Quality / M&P / Process 2004 - 2006

e Served as a member of the Data Services staff
e Led multiple organizations to adopt standard processes and policies post-merge

e Participated in technical design and support to ensure service objectives were met

Area Manager -- Network Maintenance 1998 - 2004

e Managed 15 first-level managers and 85 unionized technicians working in Houston,
Dallas, Oklahoma City, and Kansas City

e Developed technicians to move into senior support and management roles

e Screened and developed managers in the organization to provide a pipeline of talent
for succession planning in Network Operations

Education

e University of Houston, BBA, Economics and Management Information Science

Certifications
e Level | Certification for ASL Interpreting -- Texas Department of Assistive and
Rehabilitative Services, Board for Evaluation of Interpreters (BEI), 2000

e Basic Certification for ASL Interpreting -- Texas Department of Assistive and
Rehabilitative Services, Board for Evaluation of Interpreters (BEI), 2010

e Qualified Captionist via TypeWell
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Volunteer Work

e Member of the Greater Houston Interpreters for the Deaf

e Member of the Texas Society of Interpreters for the Deaf

e Member of the Association of Transcribers and Speech-to-Text Transcribers
e Volunteer Deputy Voter Registrar, Harris County

e Current Elected Precinct Chair, PCT 558, Harris County Democratic Party

e Member of the University of Houston Alumni Association
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Alexandra Dertinger
Interpreter Coordinator, GLOBO Crabtree

Professional Experience

GLOBO Crabtree (formerly Crabtree Interpreting)

Interpreter Coordinator Jan 2021 - Present

Schedule Houston and surrounding areas
Manage, schedule, and strategized thousands of billable interpreting hours weekly

Communicating with clients and interpreters, set up contracts, manage timesheets,
and manage logistics for events

Sorenson

Interpreter Coordinator Jan 2020 - Jan 2021

Scheduled Southern and Eastern Region
Managed, scheduled, and strategized thousands of billable interpreting hours weekly

Communicating with clients and interpreters, set up contracts, managed timesheets,
and managed logistics for events

Community Axess Ability Group

Interpreter Coordinator Dec 2017 - Jan 2020

Scheduled Houston and surrounding areas
Managed, scheduled, and strategized thousands of billable interpreting hours weekly

Communicating with clients and interpreters, set up contracts, managed timesheets,
and managed logistics for events

Healios Oncology Nutrition & Labrada Nutrition

Marketing/Event Programs Coordinator, Sales Manager May 2013 - Present
and Operations Director

As event show manager, coordinate and strategize attendance around the US

Implement, manage, and design all operations activities for Healios Oncology
Nutrition

Manage outside sales, customer service, and internet marketing
Work closely with world renowned physicians to get the product to the market

Alexandra Dertinger, 1



Education

e Ashford University, BA, Organizational Management with a Specialization in American
Sign Language

Volunteer Work

e Served as a Big Sister for a child within the Big Brothers Big Sisters organization in
Houston, Texas from 2013 to 2019

e Member of the Board of Directors for Healios Product
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Interpreter Quality Assurance Process

Ensuring the Highest-Quality
Interpreting Services

Training

GLOBO's training for interpreters begins in the onboarding phase of the
recruitment process. Linguists are trained on company process,
technology, and policies & procedures including, but not limited to,
secure workspace, linguist ethics, code of conduct, privacy, glossary

management, state and federal laws and overall best-practices.

HIPAA compliance is factored into every step of GLOBO's service
offering, including data storage and transmission, training, monitoring,
ongoing education, and system security. Our interpreters maintain the
confidentiality of all interpretations and protect the integrity of Personal
Health Information (PHI) and Personally Identifiable Information (PII).

All coaching is conducted through the use of Manuals, which are
documented within our ISO 9001:2015 certified Quality Management
System. Results are tracked and reported internally. Effectiveness is
determined via training module results, scheduled and unscheduled
audits, client feedback, team lead feedback, and summary reports from
the Quality Assurance Manager.




GLOBO | Interpreter Quality Assurance Process

Certifications

GLOBO champions certification processes, with an emphasis on
nationally recognized and accredited bodies, and ongoing development
for all of our linguists. We place priority on interpreters active in ongoing
education opportunities, and who constantly refresh and

improve their skillset.

GLOBO's telephone interpreters hold a number of certifications from

nationally recognized bodies, including:

* Legal Interpreting (License at State Level, Federal Certification at
National Level)
+ Certified Healthcare Interpreter (CHI), Certification Commission for

Healthcare Interpreters (CCHI)
+ Certified Medical Interpreter (CMI), National Board of Certification

for Medical Interpreters

Ongoing Training

GLOBO is committed to providing the highest quality language services
to our clients. To ensure the quality and accuracy of all interpretations,
we provide our interpreters with ongoing training, including regular
updates on all state and federal regulations, interpreter ethics, code of

conduct and privacy requirements.

In addition to providing ongoing training, GLOBO encourages
continuing education of its interpreters. We give our interpreters a
variety of accessible opportunities to hone their skills and

reach their full potential. Their continuing education opportunities
include workshops on terminology and content in subjects related to

specialized interpreting, such as:

* Client-specific content and glossaries » Voice preservation and protection
* Slang and regionalisms * Advanced interpreting skills
*  English enhancement + Simultaneous interpreting techniques

* Accent reduction » Consecutive note taking techniques
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Technical Assistance

GLOBO provides interpreters with ongoing technical assistance and

support resources to help them deliver the highest quality interpreting

services, including:

24/7 technical support through dedicated support phone number
and email address

Interpreter dashboard displaying relevant information for
supporting calls

Industry and client-specific glossaries

Text and email alerts

Compliance Training

GLOBO provides regular training on federal and state regulations, along

with the following requirements and national best practices:

Centers for Medicare & Medicaid Services (CMS)

Joint Commission Cultural Competence Accreditation Standards
The Civil Rights Act of 1964

The Americans with Disabilities Act of 1990

The Rehabilitation Act of 1973

Health Insurance Portability and Accountability Act (HIPAA)
Agency for Healthcare Research & Quality (AHRQ)

National Quality Forum Standards

Executive Order (EO) 13166, Improving Access to Services for Persons
with Limited English Proficiency

HHS Standards for Culturally and Linguistically Appropriate
Services (CLAS)

National Committee for Quality Assurance (NCQA)

Patient Protection and Affordable Care Act (the

Affordable Care Act); Section 1007; Section 1331; Section 1557
Public Health Service Act: Section 2715; Section 2719

Consumer Assistance Accessibility - DHHS

Regulation 45 CFR §155.205(C)
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Mentoring & Quality Assurance
GLOBO's approach to quality assurance ensures that all interactions are
performed according to our best practice customer service

standards.

GLOBO monitors quality assurance through three channels: client
feedback, interpreter/team feedback, and live call monitoring as well as
employing a ticket tracking and management system. Its efficacy is
enhanced with a detailed QMS component for rapid attention,

escalation where required, and resolution.

GLOBO live-monitors a statistically significant portion of all calls and
employs robust auditing and scoring mechanisms to identify and
correct any possible sources of challenges to optimal quality,

as well as a full suite of call and technical anomaly detection systems.

Telephone Interpreting calls are live monitored by QA Team Leads and
Monitors who shall adhere to one or more of the following procedure
while monitoring calls:

* Internal review and scoring of live Telephone Interpreting calls

* Internal review and score recorded calls (where applicable)

* Client feedback and evaluation

Monitoring and evaluation is a mix of qualitative and quantitative
components collected through various channels including but not
limited to live monitoring, past performance reviews and internal and

external feedback.
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Translation Services Quality Assurance

Ensuring the Highest-Quality
Translation Services

GLOBO's audited and certified ISO Quality Management System
(QMS) ensures optimal performance from employees, contractors,
linguists, software engineers, quality assurance personnel, and
technical infrastructure.

Talent Management Policy
GLOBO's Talent Management Policy is aimed at achieving the highest level of
service for our clients.

Translator Qualifications: GLOBO maintains a formal qualification process

based on the ISO17100 standard, which ensures language fluency and

competency with specialized terminology. All translators must have native

level fluency in English and the target language, and have one or more of the

following competencies:

« Former higher education in language-service-focused field (recognized degree)

« Equivalent qualification in any other subject, plus a minimum of two years of
documented translation experience

« At least five years of documented translation experience

Translator Certifications: GLOBO recognizes industry standard certifications in
our evaluation process; translators and

proofreaders hold a number of certifications from a variety of leading
institutions and professional translation organizations, such as the American
Association of Translators.

Fluency & Competency Testing: To verify language fluency and competency
with specialized terminology, GLOBO's Talent Management team conducts a
thorough evaluation of linguists’ qualifications, credentials, prior work history,
project reviews, and internal quality controls. GLOBO also conducts translation
tests, formal and informal interviews, and reference checks where appropriate.
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GLOBO Ensures Quality Translations

GLOBO's audited and certified ISO translation process ensures the
highest-quality translations. GLOBO employs a multi-step approach to translation
including project management; translation, editing, proofreading (TEP); quality
assurance; desktop publishing; and other added value services. Each step of the
TEP process is completed by a different linguist to ensure the integrity and
contextual relevancy of the original text is maintained, and the translation is
completed faithfully and accurately.

GLOBO Project Managers (PM) evaluate each project to determine the complexity and

integrity of the source content

GLOBO assigns translators on a per-project basis based on language combination,

industry specialty, and tools and services required

GLOBO uses translation memory to increase the timeliness, quality, and consistency of

projects

The translator transfers the meaning of the source language into the target language,
paying close attention to terminology, grammair, lexis, style, locale, formatting, and

purpose of the translation

The initial translation is reviewed and edited by a second translator to ensure that the
relevancy, terminology, grammar, and style are consistent, and the source material's

integrity is maintained

The edited text is proofed by a third translator, who reviews the totality of the translation

for the target audience and purpose

The PM conducts a post-language quality review to ensure project specifications are met

prior to delivery

HIPAA compliance is factored into every step of GLOBO's service offering; translators

maintain confidentiality of all translations, and protect the integrity of PHI and PII

Onboarding & Training Policy

During the onboarding process, all linguists are trained on company technology,
processes, and policies and procedures, including, linguist ethics, code of
conduct, privacy, glossary management, state and federal laws, and overall
best-practices. Training manuals are documented within our Quality
Management System and results of training are tracked and reported internally.

Ongoing Quality Monitoring Policy
GLOBO has an independent Quality Department who is responsible for delivering
an objective analysis of linguists’ ability to meet or exceed quality metrics.

Monitoring Methods: To ensure the highest level of service quality and customer
satisfaction, our QA team continually monitors and analyzes all linguists by
utilizing:

e Client feedback and evaluation

¢ Language team monitoring, feedback, and evaluation

e Trusted Vendor feedback and evaluation



GLOBO | Interpreter Quality Assurance Process

Qualitative Review Components: Translation monitoring considers one or
more of the following factors:

¢ Communication e Ability to follow instructions
e Timeliness e Client Feedback and evaluation
e Accuracy

Reporting & Escalation: GLOBO employs a ticket tracking and management
system, and its efficacy is enhanced through a detailed QMS process of rapid
attention, escalation and resolution. Any instance of deviation from policy or
best-practice results in targeted training and monitoring. Summary reports

are reviewed monthly.

Quality Response Policy
GLOBO ensures that we are meeting client expectations through real-time
service level data and a proven five-step Quality Response process, which is

built on transparency and accountability:

Inquiry: Receipt of inquiry is confirmed within two hours. Following receipt, a full-scale
Quality Control Investigation is launched.

Investigation: The inquiry and any supporting material are logged and saved in the QA
Feedback Database.

Review: GLOBO conducts a comprehensive review of the inquiry and completes an
Inquiry Response Report. In instances where discrepancies arise, a professional
third-party review is conducted.

Determination: GLOBO evaluates the review and determines the best course of action
for resolution. Typically, the immediate correction (re-delivering the file with the correct
and re-reviewed content) takes place first and the long term corrective action is outlined.

Confirmation: GLOBO reviews action for resolution with the client to ensure satisfaction.

Technology
GLOBO's unified language management platform, GLOBO HQ, gives users the

ability to order, manage, and track translation projects in one place:

¢ GLOBO's electronic quote delivery system provides an efficient method for reviewing
and approving cost estimates

¢ GLOBO HQ delivers critical KPIs in real time so customers can ensure the optimal
utilization of language services and hold GLOBO accountable for service level
performance

e GLOBO HQ increases visibility into project statuses and translation service levels

¢ The platform is designed to protect the confidentiality and privacy of information
submitted

¢ GLOBO ensures consistency across iterations of a document by leveraging translation

memory and simplifying version control through intelligent use of file architecture



GLOBO's Recruiting and Hiring Process

Recruitment Process

GLOBO's Talent Team vets and recruits qualified professional linguists by tapping a wide
range of industry related recruiting resources, including but not limited to:

International language organizations
Higher education centers

Industry specialization conferences
Certification databases

Language professional communities

Minimum Qualifications

GLOBO maintains a formal
qualification process for linguists
that is based on the ISO
17100:2015-05-01 Translation
Services standard coupled with
a holistic, staged approach that
includes a defined due diligence
process and testing as required.
We recognize industry standard
certifications in our evaluation
process. These include but are not limited to, international language organizations, higher
education centers, industry specialization conferences, certification databases and language
professional communities, and perhaps most importantly, our production and management
team’s relationships that have been built through decades of experience with linguistic
resources around the world. All individuals and teams meet the minimum requirements set
forth by the ISO17100 Standard:

Must have native-level proficiency in both English and all working languages
Must have one or more of the following competencies:

Former higher education in translation or interpreting (recognized degree)
Equivalent qualification in any other subject plus a minimum of two years of
documented experience in translating or interpreting

At least five years of documented experience in translating or interpreting
ASL interpreters must have five years of prior experience



Hiring Process

Once we've identified potential linguists who meet the above minimum qualifications,
GLOBO's Quality Assurance (QA) team leads conduct phone screens to confirm each
candidate:

Is Responsive to call screen scheduling

Is Articulate

Is Friendly

Confirms relevant work history

Confirms required or better Language education
Elaborates confidently on medical interpreting
experience

Demonstrates customer service experience
Agrees to background check

Self-reports interpersonal and ethical standards

Applicants who move past the interview stage are required to complete a test call where
they are scored using our Level IV Scorecard. Interpreters who receive a grade of = 90% on
all three sections are moved into the onboarding process. Interpreters who score between
80-89% engage in a Corrective Action Plan with the Team Lead prior to the onboarding
process.

Background Screening

As the last step of the hiring process, all linguists recruited to be a part of GLOBO's
network must successfully pass a rigorous background screening, which includes:
e National
Criminal
Sex Offender Registry
OIG List of Excluded Individuals
System for Award Management (SAM) - Excluded
Parties List

Linguists must also certify their adherence to our drug-free workplace policy prior to joining
GLOBO.

Our background screening process is especially critical for on-site interpreters in order to
make sure that these individuals will conduct themselves in a professional manner,
particularly around school students. Criminal background screening is just one aspect of our
overall recruiting process to ensure that we offer our customers the very best translators
and interpreters, while also adhering to Federal and State regulations.



Along with a criminal background check, GLOBO's Independent Quality Department (IQD)
verifies linguists’ credentials and qualifications through the following:

Prior work history

Project reviews

Formal and informal interviews
Reference checks (where appropriate)

Interpreter Onboarding & Support Resources

Once the candidate is approved to join our network, they undergo an extensive
onboarding process to ensure compliance with GLOBO's high standards. During the
onboarding process, GLOBO's Quality Assurance team reviews the following topics with
interpreters and translators:

e Ethics & Standards of Practice e Customer Service

e NCIHC Code of Ethics e Accuracy and Clarification Protocol
e NCIHC Standards of Practice e Tools and Glossaries

e Quality Monitoring Process e Client-Specific Glossaries

e Protocol e Industry-Specific Glossaries (i.e.

Medical, Insurance, etc.)

e lLanguage & Rendition e Client-Specific Policies & Procedures
e Interpreting Skills e Client-specific Scripting
e Data Sensitivity & HIPAA e Client-specific Protocol

Compliance
e GLOBO Platform Training e Client-specific Intake Questions
e Service Delivery

Following the onboarding process, interpreters are provided with glossaries and reference
guides to support them in delivering high-quality interpretations.



The happiest, most experienced workforce in the industry
deliver better outcomes.
Our goal is to be the #1 destination for great interpreters. With the best

tech and support in the industry, we attract the cream of the crop.

Best Place to Work glassdoor Overall Rating

When compared to competitors, GLOBO GLoBO 4.5 * * * * ’

is consistently ranked the best place to _

work by the linguist workforce. Language Line 3.1 * * *
Cyracom / Voiance 23 * * 3

Language Services Assoc 3. 1 * * * -

‘ ‘ TransPerfect 2.8 * * *

“I have been interpreting for a couple of years now and no other language
company compares to GLOBO. The work ethic and delivery of service is
remarkable. What | admire the most is the thoughtfulness directed to the
interpreter workforce. Social decompression is an amazing spot for us to feel
understood and valued. After all, we are showered with waves of human

emotions daily and having the QA team readily available is reassuring.”
-- GLOBO Spanish Interpreter

Coaching and Feedback Sessions
Meet GLOBO's Interpreters
Interpreters are provided with feedback through scheduled

feedback sessions where they have an opportunity to
review feedback one-on-one with a QA team lead.

(o

2

During scheduled feedback sessions, the QA team will:

. . While many LSPs limit
Review scorecard and scoring methodology linguist interactions with

Play call recording for the interpreter (if available) staff customers, and the

and/or review client feedback linguist community, GLOBO
promotes an environment of

° Ask the interpreter to complete a self evaluation S
. . . open communication and
Calibrate scores with the interpreter inclusion. GLOBO linguists
° Recommend any areas for improvement and are often brought into

customer calls, meetings,
and roundtables to facilitate
direct and open dialogue,

actions that can be taken in those areas

One-on-One Coaching Sessions are an opportunity for which helps customers
Linguists to perfect their craft and access support and identify opportunities to
encouragement. deploy scripts, glossaries,

and process improvements.



GLOBO's Secure Floor Policy

Ensuring the security of interpreter workspace environments is a crucial part of GLOBO's technical
approach to the training and certification process for interpreters and translators. All GLOBO
linguists must be able and willing to meet the requirements outlined below, and must verify that they
are compliant with the stated requirements. GLOBO uses multiple means of conducting
unannounced audits, including software systems checks, unscheduled and randomized video remote
monitoring, and site visits. GLOBO's Secure Floor Policy is outlined below.

Focus Area Secure Floor Policy

Work area must be private and inaccessible to outsiders (i.e. office door
must lock)
Workspace

! Phone, internet and electrical outlets easily accessible to workstation setup
Environment

Linguist computer must be dedicated for work use only. Computer must be
secured with virus protection software and the protection of two passwords,
which must be re-authenticated throughout the work day

Large enough for comfortable placement of keyboard and mouse to
Desk, Chair, support weight of equipment

and Lighting Appropriate work height
Workspace and/or desk lighting that will prevent eye strain

Monitor with resolution of at least 1024 x 768

Surge protector with 2 outlets, rate at 709 Joules or more

Equipment

Private computer terminal in which to take calls with headset capability.
Phone must not have “speaker phone” capability

Headset compatible with private computer

A dedicated phone line to be used for business purposes only

Dedicated line does not have call-waiting, 3-way calling, or distinctive ring
Telephone features

tine Any line other than a basic landline must be authorized by GLOBO

Linguist's dedicated home line may not be provided through a separate
VolIP (i.e. Vonage, Skype) provider

High-speed internet connection via standard DSL, Cable, or fiber optic

Internet connections like Verizon FiOS or AT&T U-verse
Access ) o . )
Satellite and radio internet is not permitted




No one other than linguist may use work equipment or enter work
environment during work hours

Cell phones must remain turned off and stored during working hours.

Linguist may not write down system passwords or other customer personal
information per GLOBQ's privacy and security policy.

Work supplies must be properly stored during non-work hours.

Monitoring will be conducted through recordings, feedback, performance
data, and discretionary virtual or physical inspections

Interpreters are not to record call under any circumstances

Interpreters will shred all notes pertaining to calls they receive




Secure, Reliable Language Services

As part of our ISO 9001:2015 certified Quality Management System
(QMS), GLOBO has documented policies implementing operational
best practices to ensure the delivery of secure, reliable, high-quality
service for our clients.

@ & & P
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Risk Management Policy: GLOBO's Risk Management Policy establishes policies
for managing risk throughout the organization, and outlines a risk management structure

including risk evaluation, roles and responsibilities, and communication procedures.

Business Continuity Policy: GLOBO's Business Continuity Policy establishes
policies for managing scenario based disaster preparedness and outlines procedures for

declaring, managing and normalizing any type of disaster.

Information Technology Policy: GLOBO's Information Technology Policy
establishes policies for access control, acceptable use, data sensitivity, and employee

responsibilities, and outlines best practices for using Information Technology systems.

Data Sensitivity Policy: GLOBO's Data Sensitivity Policy establishes the policies for
access enforcement and monitoring, and outlines best practices to enable GLOBO users
to access data in a manner that mitigates any possible breach, while allowing each

business unit to work in an efficient manner.
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Risk Management Policy

GLOBO's Risk Management Policy establishes policies for managing risk

throughout the organization, and outlines a risk management structure
including risk evaluation, roles and responsibilities, and communication

procedures.

GLOBO has a number of monitoring, testing and routing capabilities to ensure continuity of service

and maintain efficient connection times:

* GLOBO's platform infrastructure ensures
stability by completing over 100,000
automated tests per day to detect and

resolve anomalies

* GLOBO's telephony infrastructure has
multiple interconnections into the carrier
network for each region, allowing for instant

failover

* GLOBO's dedicated talent management
team conducts continual recruitment and
expansion of our network of qualified

linguists

* GLOBO's smart routing ensures calls are
specifically routed a network of thousands of

industry specialized interpreters

* GLOBO's operations team employs
automated visibility into call flow data to

determine resource allocation

© 2018 GLOBO

GLOBO performs ongoing analysis of
historical call data and seasonal trends to
predict the likelihood and volatility of future

call flows

GLOBO's platform maintains the ability to
aggregate and route calls through multiple
providers in the event of unforeseen spikes in

volume

GLOBO conducts daily proactive internal

contingency planning meetings

In the rare event that an interpreter is not
available in the requested language,
GLOBO's telephony system will automatically
connect the caller to a customer support
agent who can assist the caller in connecting

to an interpreter



Business Continuity Policy

GLOBO's Business Continuity Policy establishes policies for managing
scenario based disaster preparedness and outlines procedures for
declaring, managing and normalizing any type of disaster.

GLOBO has a complete Business Continuity Disaster Recovery (BCDR) plan in place for GLOBO HQ

and our telephony service that ensures continuity in the event of loss of power or facility:

Redundant Database m: m:
SSL/TLSv1 Security ? . GLOBO HQ
EC2 o @
® o> | @ a2d
~ g " - Q-=-P
Switch Supported by Elastic
All Major US Carriers Load - - m m
\ Balancers . w
EC2

Staffing & m: m:
Line Monitor

Provider

L+

Intake Data & Real-time

Call Reports
Network of Thousands
of Medically-qualified
Interpreters
+ GLOBO HQ was designed to support * GLOBO maintains a redundant, clustered

mission critical, federal agency-grade architecture that is designed to ensure
implementations in a high-availability reliable, high-availability service.
configuration from geographically * We have configured “fallback” URLs on

distributed data centers. . )
incoming phone numbers that ensure

* GLOBO's network technology providers connectivity and serve as backups in the
commit to 99.999% uptime. event of a significant error while executing a

+ All of our databases are backed up daily and call.

stored in multiple, geographically dispersed ¢ We partners with multiple telephone carriers

facilities across the contiguous 48 states. to ensure redundancy of service.

* GLOBO utilizes Amazon EC2’s U S -based * GLOBO has formed strategic partnerships
web service, which provides secure, scalable, with backup service providers that can
cloud-based computing capacity. handle our full volume of calls in the event of

an unexpected loss of service.

© 2018 GLOBO GLOBO



Information Technology Policy

GLOBO's Information Technology Policy establishes policies for access

control, acceptable use, data sensitivity, and employee responsibilities,
and outlines best practices for using Information Technology systems.

HIPAA compliance and data protection are factored into every step of GLOBO's service offering,

including data storage and transmission, training, monitoring, ongoing education, and system

security:

GLOBO conducts background checks on all
personnel including linguists, technical

professionals and operational staff.

As part of the onboarding process, all linguists
must sign-off on and adhere to interpreter
ethics principles, including patient
confidentiality and HIPAA-related privacy

guidelines.

GLOBO staff is trained on the importance of
data classification and handling through
quality policies and HIPAA training programs

and tested annually.

To protect data integrity and privacy for
applicants and users, GLOBO operates under
the principle of least privilege (POLP). User
roles are set with minimal access required for
job functionality.

Physical locations are governed by GLOBO's
Premise Security Policies including “clean
desk” protocols, call center video surveillance

and key fob monitoring and access controls.

© 2018 GLOBO

All GLOBO personnel must use protected
applications and devices and must adhere to
strict password complexity rules and expiration

cycles.

Users must not place GLOBO material
(software, internal memos, etc.) on any publicly
accessible Internet computer that supports
anonymous file transfer protocol (FTP) or

similar services.

All agents and linguists must maintain the
confidentiality of all
interpretations/translations and protect the
integrity of Personal Health Information (PHI)

and Personally Identifiable Information (PII).

GLOBO personnel are required to report
Fraud, Waste, and Abuse or any misuse of

data immediately.



@ Data Sensitivity Policy

GLOBO's Data Sensitivity Policy establishes the policies for access
enforcement and monitoring, and outlines best practices to enable
GLOBO users to access data in a manner that mitigates any possible

breach, while allowing each business unit to work in an efficient manner.

GLOBO has the following sensitivity and security measures in place to protect client and patient

information:

* All regulated information (including PII, PHI,
PCI DSS) must be encrypted at all times.

* GLOBO data is processed and housed in a

secure environment that employs SSL and AES-

256 encryption for data in transit and at rest.

* All passwords adhere to strict complexity rules
and expiration cycles and are stored using only

one-way hashing mechanisms.

* Security audits and penetration tests are carried
out monthly to identify potential application
risks, particularly OWASP top 10 vulnerabilities.

For more information:

Email us: info@helloglobo.com
Call us: 800-555-3010

Visit us: helloglobo.com

© 2018 GLOBO

All data, regardless of media, are destroyed as

per client specifications and industry standards.

All internal network traffic is restricted,

monitored and logged

All internal equipment is disk encrypted, fleet
managed and subject to two factor

authentication.

GLOBO utilizes forced 2-factor authentication
and IP restriction for all systems that store, work
with or transmit confidential or regulated

information.



NIKKI
BOEHME

BEI MASTER

ABOUT ME

From new mothers to former CIA agents,
college students to Holocaust Survivors, and
counselors to internationally famous Deaf
comedians, | have had the good fortune to
interpret for and learn from many. In
addition to working as an interpreter, | have
helped to organize and support interpreting
conferences across the country. Outside of
interpreting | love competing in Urban

WORK EXPERIENCE

BEI MASTER

Sign Language/English Interpreter
Medical, high-stakes, quasi-legal, platform settings

RID NATIONAL CONFERENCE
Support Staff Co-Chair
Hired and organized logistics support team

TSID 50th ANNUAL CONFERENCE
Support Staff Co-Chair
Established inaugural TSID logistics support team

BEI ADVANCED
Sign Language/English Interpreter
Medical, business, platform, governmental settings

BEI BASIC
Sign Language/English Interpreter
Routine higher education and social service settings

EDUCATION

LONE STAR COLLEGE
AAS Interpreting
Summa Cum Laude

UNIVERSITY OF NEW ORLEANS
Graduate Student
English Literature

UNIVERSITY OF NEW ORLEANS
BA Film, Theater, & Communication Arts
Minor in English

Races and Scavenger Hunts. SKILLS
RECEPTIVE INTERPRETING CLASSIFIER USE
CONTACT EXPRESSIVE INTERPRETING CLARITY
RECEPTIVE TRANSLITERATING QUICK STUDY
504-376-3111 EXPRESSIVE TRANSLITERATING PROBLEM SOLVING

nikki.ooehme@me.com SIGHT TRANSLATION CREATIVITY




GLOBO'’s Proposal to Region 4 ESC for Interpretation and Translation Services and Related Solutions

TAB 5

Value Add

: GLOBO is consistently improving our workflows, processes, services, and

. technology. We look forward to collaborating with Region 4 and your

. member districts to implement a wide range of value-added solutions.

. Additionally, as a partner, GLOBO will align our roadmap to support

. Region 4's strategic initiatives and findings as we collaborate on the ideal
. Language Access Program for Region 4.

GLOBO © GLOBO, 2021 Solicitation Number 21-06



Value Add

i Since our inception, GLOBO has successfully disrupted the language services

: industry with our value-driven model grounded in smart technology, actionable
| data insights, and a community of thousands of professionally-qualified

I linguists. We are continuously investing in innovative technology to deliver

: language services with unparalleled efficiency and accuracy. If awarded the

: contract, Region 4 will gain a trusted partner ready to collaborate and
: continually optimize and enhance your language access program.

Call Volume By Day of the Week

Analytics as a Service

Region 4 will be able to leverage GLOBO as an
added member of its data team, with access to robust
data and reporting capabilities in GLOBO HQ.

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,

Language Access Consulting

For Region 4, GLOBO will provide Language Access Planning free of charge. GLOBO
has provided this service to existing customers and is exploring productizing this
offering. GLOBO would value Region 4's feedback on this solution.

Fluency Testing st
(22 ° )

GLOBO's Fluency Testing solution allows customers 77777 %

to test bilingual agents on listening comprehension,

written comprehension, and oral expression. b !
Through GLOBO HQ, customers can order,

manage, and track tests 24/7. Custom testing is also

available for industry-specific terminology.

Hosted Resources

GLOBO can, in the near future, integrate any existing in-house interpreters with our GLOBO HQ
platform. GLOBO HQ will be able to support and optimize this function, centralize all interpreting
operations, and consolidate data into one, easy to use tool. In addition, we can help support any
in-house interpreting programs through our fluency testing function.

On-Demand Text Translation

Translate short, spontaneously generated materials
on-demand 24/7/365. On-demand text translation
utilizes one step of machine translation with a human
linguist edit to enable very fast turnaround times while
including a check for quality.

49



TAB 6

Additional Required Documents

Enclosed within this section are the four required Appendix C documents
. and a signed copy of Addendum 1. :

GLOBO © GLOBO, 2021 Solicitation Number 21-06



DOC #1

DOC #2

DOC #3

DOC #4

Appendix C
ADDITIONAL REQUIRED DOCUMENTS

Acknowledgment and Acceptance of Region 4 ESC’s Open Records Policy
Antitrust Certification Statements (Tex. Government Code 8§ 2155.005)
Implementation of House Bill 1295 Certificate of Interested Parties (Form 1295)

Texas Government Code 2270 Verification Form



Appendix C, Doc #1
ACKNOWLEDGMENT AND ACCEPTANCE
OF REGION 4 ESC’s OPEN RECORDS POLICY

OPEN RECORDS POLICY

All proposals, information and documents submitted are subject to the Public Information Act
requirements governed by the State of Texas once a Contract(s) is executed. If an Offeror
believes its response, or parts of its response, may be exempted from disclosure, the Offeror
must specify page-by-page and line-by-line the parts of the response, which it believes, are
exempt and include detailed reasons to substantiate the exemption. Price is not confidential and
will not be withheld. Any unmarked information will be considered public information and released,
if requested under the Public Information Act.

The determination of whether information is confidential and not subject to disclosure is the duty
of the Office of Attorney General (OAG). Region 4 ESC must provide the OAG sufficient
information to render an opinion and therefore, vague and general claims to confidentiality by the
Offeror are not acceptable. Region 4 ESC must comply with the opinions of the OAG. Region 4
ESC assumes no responsibility for asserting legal arguments on behalf of any Offeror. Offeror is
advised to consult with their legal counsel concerning disclosure issues resulting from this
procurement process and to take precautions to safeguard trade secrets and other proprietary
information.

Signature below certifies complete acceptance of Region 4 ESC’'s Open Records Policy,
except as noted below (additional pages may be attached, if necessary).

Check one of the following responses to the Acknowledgment and Acceptance of Region 4
ESC’s Open Records Policy below:

0 We acknowledge Region 4 ESC’s Open Records Policy and declare that no information
submitted with this proposal, or any part of our proposal, is exempt from disclosure under
the Public Information Act.

Q/ We declare the following information to be a trade secret or proprietary and exempt from
disclosure under the Public Information Act. Please see attachment on next page.

(Note: Offeror must specify page-by-page and line-by-line the parts of the response, which it
believes, are exempt. In addition, Offeror must include detailed reasons to substantiate the
exemption(s). Price is not confident and will not be withheld. All information believed to be a trade
secret or proprietary must be listed. It is further understood that failure to identify such information,
in strict accordance with the instructions, will result in that information being considered public
information and released, if requested under the Public Information Act.)

August 5, 2021 sone (ot VP, Legal
Date Authorized Signature & Title




Confidential Information

In accordance with the RFP’s instructions and Appendix C, Document 1, GLOBO respectfully submits the following information to be
declared as a trade secret or proprietary and exempt from disclosure under the Public Information Act.

Location

Language

Justification

GLOBO has extensive experience in providing
language services throughout Southeast Texas,

The names of our customers under Section 552.1101
(@)(1)(D) Internal Operations. The reason is that our

process, the City reaffirmed their confidence
by awarding GLOBO a new contract. In

Tab 2 Page 6, Paragraph 4 thrauah our contracts with Reaion 4 as well as | customers and the contact names of our customers
Lo 9 | - . 9| | Choi relate to the Internal Operations of GLOBO that would
" | be compromised if known by competitors.
Our specific pricing under Section 552.1101(a)(1)(F).
The reason would be that this is the pricing we submit
Tab 2 e Leamey Cusierer Biding Tlsles to other RFP for e.dycat.lonal Ian.guage services and the
release of such pricing information would give a
competitive advantage to competitors for future RFP
responses.
Tab 2 Page 8 TypeWell Transcription Services Fee Table Our specific pricing under Section 552.1101(a)(1)(F).
Spoken Language Interpreting and ASL e .
Tab 2 Page 8 Interpreting for New Customers Table Our specific pricing under Section 552.1101(a)(1)(F).
Tab 2 Page 9 Telephone Interpreting Fee Tables Our specific pricing under Section 552.1101(a)(1)(F).
Tab 2 Page 10 ¥:k:|)<leeosRemote Interpreting and Translation Fee Our specific pricing under Section 552.1101(a)(1)(F).
Tab 2 Page 11 Additional Document Translation Terms Our specific pricing under Section 552.1101(a)(1)(F).
Since 2017, GLOBO has served as the primary
language service provider for the €ity-of .
Tab 3 Exhibit A, Page 2, Phitadtetphrta. Following a competitive bid The names of our customers under Section 552.1101

(@)(1)(D) Internal Operations.

(@s9)




addition, we recently were awarded contracts

from the Ciy-efAtbueuerate-and-Sedgwiek

CourtyKansasAfichitaandsurrounding
areasy: Through our acquisition of Crabtree,
GLOBO now serves 50 school districts,
education service centers (including Region 4),
colleges, and universities.

The names of our customers under Section 552.1101

Tab 3 Exhibit A, Page 24, Response to Item J, bulleted list of customers (5)(1)(D) Internal Gperations.
Alec has been with GLOBO since 2015 and
Page 33, Alec Kissell has led ciomplex, ehter!or.ls.e !mplementatlons The names of our customers under Section 552.1101
Tab 4 bio and service expansion initiatives for customers (a)(1)(D) Internal Operations.
like HetrisHeakth-Systerm—the-Cityof
" oS ek Aprica
examples include Region 4, Houston
c Distriet y - ’
ForB c , Citnr ot Phi o
Page 36, Response HarrisHealth-Systerr—and-the-Permsylrania The names of our customers under Section 552.1101
Tab 4 to Item V, Paragraph : D) | 1O .
1 " ; _In recent months, (a)(1)(D) Internal Operations.
GLOBO has been awarded contracts by the
it of S el ,
Pages 36-37, . . The names of our customers under Section 552.1101
Tab 4 Aesoerse i [ Yl Bulleted descriptions of client examples. (2)(1)(D) Internal Operations.
Tab 4 Pages 44-46 References The names of our customers under Section 552.1101

(@)(1)(D) Internal Operations.

(@s9)




Appendix C, Doc #2

ANTITRUST CERTIFICATION STATEMENTS
(Tex. Government Code § 2155.005)
Attorney General Form

| affirm under penalty of perjury of the laws of the State of Texas that:

1.

4.

I am duly authorized to execute this Contract on my own behalf or on behalf of the company,
corporation, firm, partnership or individual (Company) listed below;

. In connection with this proposal, neither | nor any representative of the Company has violated

any provision of the Texas Free Enterprise and Antitrust Act, Tex. Bus. & Comm. Code Chapter
15;

. In connection with this proposal, neither | nor any representative of the Company has violated

any federal antitrust law; and

Neither | nor any representative of the Company has directly or indirectly communicated any

of the contents of this proposal to a competitor of the Company or any other company,
corporation, firm, partnership or individual engaged in the same line of business as the
Company.

Company Contact

GLOBO Language Solutions, LLC %&4@@ LWaAh—
Signature
145 Greenwood Avenue Alison Walsh
Printed Name
Wyncote, PA 19095 VP, Legal
Address Position with Company
Official
Authorizing
Proposal
Signature

Printed Name
Phone (800) 555-3010

Position with Company
Fax




Appendix C, DOC # 3
Implementation of House Bill 1295

Certificate of Interested Parties (Form 1295):

In 2015, the Texas Legislature adopted House Bill 1295, which added section 2252.908 of the
Government Code. The law states that a governmental entity or state agency may not enter
into certain contracts with a business entity unless the business entity submits a disclosure of
interested parties to the governmental entity or state agency at the time the business entity
submits the signed contract to the governmental entity or state agency. The law applies only
to a contract of a governmental entity or state agency that either (1) requires an action or vote
by the governing body of the entity or agency before the contract may be signed or (2) has a
value of at least $1 million. The disclosure requirement applies to a contract entered into on or
after January 1, 2016.

The Texas Ethics Commission was required to adopt rules necessary to implement that law,
prescribe the disclosure of interested parties form, and post a copy of the form on the
commission’s website. The commission adopted the Certificate of Interested Parties form
(Form 1295) on October 5, 2015. The commission also adopted new rules (Chapter 46) on
November 30, 2015, to implement the law. The commission does not have any additional
authority to enforce or interpret House Bill 1295.

Filing Process:

Staring on January 1, 2016, the commission made available on its website a new filing
application that must be used to file Form 1295. A business entity must use the application to
enter the required information on Form 1295 and print a copy of the completed form, which will
include a certification of filing that will contain a unique certification number. An authorized
agent of the business entity must sign the printed copy of the form. The completed Form 1295
with the certification of filing must be filed with the governmental body or state agency with
which the business entity is entering into the contract.

The governmental entity or state agency must notify the commission, using the commission’s
filing application, of the receipt of the filed Form 1295 with the certification of filing not later
than the 30th day after the date the contract binds all parties to the contract. This process is
known as acknowledging the certificate. The commission will post the acknowledged Form
1295 to its website within seven business days after receiving notice from the governmental
entity or state agency. The posted acknowledged form does not contain the declaration of
signature information provided by the business.

A certificate will stay in the pending state until it is acknowledged by the governmental agency.
Only acknowledged certificates are posted to the commission’s website.

Electronic Filing Application:
https://www.ethics.state.tx.us/whatsnew/elf info form1295.htm

Frequently Asked Questions:
https://www.ethics.state.tx.us/resources/FAQs/FAQ Form1295.php

Changes to Form 1295: https://www.ethics.state.tx.us/data/filinginfo/1295Changes.pdf



https://www.ethics.state.tx.us/whatsnew/elf_info_form1295.htm
https://www.ethics.state.tx.us/resources/FAQs/FAQ_Form1295.php
https://www.ethics.state.tx.us/data/filinginfo/1295Changes.pdf

CERTIFICATE OF INTERESTED PARTIES

FORM 1295
lofl
Complete Nos. 1 - 4 and 6 if there are interested parties. OFFICE USE ONLY
Complete Nos. 1, 2, 3, 5, and 6 if there are no interested parties. CERTIFICATION OF FILING
1 Name of business entity filing form, and the city, state and country of the business entity's place Certificate Number:
of business. 2021-788970
GLOBO Language Solutions, LLC
Wyncote, PA United States Date Filed:
2 Name of governmental entity or state agency that is a party to the contract for which the form is 08/10/2021
being filed.
Region 4 Educational Services Center Date Acknowledged:

3 Provide the identification number used by the governmental entity or state agency to track or identify the contract, and provide a
description of the services, goods, or other property to be provided under the contract.

21-06
Language interpretation and translation services

4 Nature of interest
ame of Interested Party ity, State, Country (place of business check applicable
N fl d P City, S C (pl f busi ) (check licable)
Controlling Intermediary
5 Check only if there is NO Interested Party. .

6 UNSWORN DECLARATION

My name is Alison Walsh , and my date of birth is Nov. 17, 2917

145 Greenwood Avenue Wyncote PA 19095 Montgomery

My address is

(street) (city) (state) (zip code) (country)

| declare under penalty of perjury that the foregoing is true and correct.

Montgomery PA

10th August 2021

Executed in County, State of , on the day of

(month) (year)

Signature of authorized agent of contracting business entity
(Declarant)

Forms provided by Texas Ethics Commission www.ethics.state.tx.us Version V1.1.ceffd98a



Appendix C, DOC # 4
Texas Government Code 2270 Verification Form

House Bill 89 (85R Legislative Session), which adds Chapter 2270 to the Texas Government
Code, provides that a governmental entity may not enter into a contract with a company without
verification that the contracting vendor does not and will not boycott Israel during the term of the
contract.

Furthermore, Senate Bill 252 (85R Legislative Session), which amends Chapter 2252 of the
Texas Government Code to add Subchapter F, prohibits contracting with a company engaged in
business with Iran, Sudan or a foreign terrorist organization identified on a list prepared by the
Texas Comptroller.

|, Alison Walsh , as an authorized
representative of

GLOBO Language Solutions, LLC
engaged by

) a contractor

Insert Name of Company

Region 4 Education Service Center, 7145 West Tidwell Road, Houston, TX 77092, verify by this
writing that the above-named company affirms that it (1) does not boycott Israel; and (2) will not
boycott Israel during the term of this contract, or any contract with the above-named Texas
governmental entity in the future.

Also, our company is not listed on and we do not do business with companies that are on the
Texas Comptroller of Public Accounts list of Designated Foreign Terrorists Organizations found
at https://comptroller.texas.gov/purchasing/docs/foreign-terrorist.pdf.

| further affirm that if our company's position on this issue is reversed and this affirmation is no
longer valid, that the above-named Texas governmental entity will be notified in writing within one
(1) business day and we understand that our company's failure to affirm and comply with the
requirements of Texas Government Code 2270 et seq. shall be grounds for immediate contract
termination without penalty to the above-named Texas governmental entity.

| swear and affirm that the above is true and correct.

s (adiho Aug. 5, 2021

Signature of Named Authorized Company Representative Date



https://comptroller.texas.gov/purchasing/docs/foreign-terrorist.pdf

D resion

7145 West Tidwell Road ~ Houston, Texas 77092
(713)-462-7708
www.esc4.net

NOTICE TO OFFEROR
ADDENDUM NO. 1
Solicitation Number 21-06

Request for Proposal (“RFP”)
by

Region 4 Education Service Center (“ESC”)
for
Interpretation and Translation Services and Related Solutions

SUBMITTAL DEADLINE: Tuesday, August 31, 2021, 2:00 PM CENTRAL TIME

This Addendum No. 1 amends the Request for Proposals (RFP) for Interpretation and
Translation Services and Related Solutions (“Addendum”). To the extent of any discrepancy
between the original RFP and this Addendum, this Addendum shall prevail.

Region 4 Education Service Center (“Region 4 ESC”) requests proposals from qualified
suppliers with the intent to enter into a Contract for Interpretation and Translation Services and
Related Solutions. Addendum No. 1 is hereby issued as follows:

1. Il. Calendar of Events Deadline corrected to read:

Event Date

Issue RFP July 7, 2021
Pre-proposal Conference July 20, 2021
Deadline for receipt of questions via email July 23, 2021
Issue Addenda (if required) TBD

NEW Proposal Due Date August 31, 2021
Approval from Region 4 ESC October 26, 2021
Contract Effective Date January 1, 2022

2. Submittal Deadline: The submittal deadline for this RFP is hereby changed from Tuesday,
August 24, 2021 @ 2:00 PM Central Time and extended as indicated below and above:

» Tuesday, August 31, 2021 @ 2:00 PM Central Time


http://www.esc4.net/

3. llIl. INSTRUCTION TO OFFEROR #5, Proposal Format replaced with the following:

Proposals must contain two (2) electronic copies on flash drives (signed). Offeror must also
submit two (2) electronic proposals free of proprietary information to be posted, if awarded a
Contract.

Only sealed responses will be accepted. Faxed or electronically transmitted responses will not
be accepted. Sealed responses may be submitted on any or all items, unless stated otherwise.

Responses must be provided in a binder format (see #6. Binder Tabs) clearly identified with the
name of the Offeror’s company and the solicitation name and number.

Tabs should be used to separate the proposal into sections. The following items identified must
be included behind the tabs listed below. Each section should contain both the section of the
RFP referenced and the Offeror’'s response to that section. Offerors failing to organize in the
manner listed may be considered non-responsive and may not be evaluated.

4. Appendix C, DOC #3 Implementation of House Bill 1295 Certificate of Interested Parties
(Form 1295) — Notary requirement is waived until further notice.

RECEIPT OF ADDENDUM NO. 1 ACKNOWLEDGEMENT

Offeror shall acknowledge this addendum by signing below and include in their proposal
response.

Company Name GLOBO Language Solutions, LLC

Signature W MWV

Date July 29, 2021

Crystal Wallace
Region 4 Education Service Center
Business Operations Specialist
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