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APPENDIX A  
CONTRACT 

This Contract (“Contract”) is made as of __________, 202X by and between Language Line 
Services, Inc.  (“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 R210605 for Interpretation 
and Translation Services and Related Solutions (“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) Form of Contract. The form of Contract shall be the RFP, the Offeror’s proposal and Best and 
Final Offer(s). 

4) 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 

 
5) 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. 

6)  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. 

7) 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.). 

8) 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. 

9) 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;  



 
 

CONTRACT 
3 

 

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. 

b) 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. 

c) 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.  

d) 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. 

e) 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 



 
 

CONTRACT 
5 

 

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) Registered 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. 

 

  



Margaret S. Bass

Linda F. Tinnerman

10/26/2021

10/26/2021
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       August 26, 2021 
 
Dear Ms. Wallace, 
 
On behalf of LanguageLine Solutions (LanguageLine), I am pleased to submit our response to Region 4 
Education Service Center (ESC), Request for Proposal for Interpretation and Translation Services and 
Related Solutions. LanguageLine has supported ESC’s language access needs for over 4 years, and we 
have the capacity and experience to continue supporting ESC and its partnering public agencies around 
the country.  

We are the recognized industry leader in providing language access to government agencies at every 
tier, with a client base of over 10,000 federal, state, and local government agencies from coast-to-coast, 
and the top 50 metropolitan areas, including over 7,000 school districts nationally. Our linguists take 
pride in being as prepared as possible to deliver superior interpreting and translation services, especially 
in educational setting where their skills strengthen communication between school staff members, 
parents, students, and Limited Proficient English, Deaf, and Hard-of-Hearing communities. As the trusted 
partner to more than 30,000 organizations, the following are some of the advantages we offer ESC 
through our services: 

 
◼ Quality Linguists: Our team of professional, rigorously screened, and vetted interpreters and 

translators will support ESC in an efficient, culturally sensitive way to ensure compliance and 
outcomes within ESC. Our interpreters are subject to quality assurance processes that ensure 
they maintain their certifications and qualifications to support population in each region. 

◼ Complimentary Implementation: Our experienced implementation team is available to support 
ESC personnel throughout our working relationship. We provide customized, ongoing support, 
including staff training and complimentary language access tools, all personalized to your 
specific needs, to ensure that your personnel continue to use language services efficiently and 
cost-effectively. 

◼ Dedicated Account Management: LanguageLine extends to ESC, and Omnia Partners, a 
dedicated team of eight (8) Government-focused Account Executives to fully support the needs 
of ESC and its partners across the country. ESC and Omnia Partners’ primary Account Executive 
and point of contact, Kelly Mistry, is fully available for regular meetings with your personnel. 
Kelly has more than 10 years’ experience working in and with governmental organizations and 
will oversee the entire working relationship between your organization and LanguageLine, 
connecting you to the resources and an executive level of support should it be needed.  

◼ Customizable Reports: Your dedicated Account Executive will work closely with ESC to 
understand your organization’s specific needs and preferences. We can set up customizable 
reporting and billing options so that you can fully understand and manage your organization’s 
usage patterns. 

 
Our proposal response is designed to demonstrate our understanding of ESC’s needs, and our 
experience and capability in implementing your required deliverables set forth in this solicitation. Should 
you require clarification or additional information regarding our response, please contact me Kelly 
Mistry at (831) 238-5433 or by e-mail at kmistry@languageline.com. 
 

Sincerely, 
Kelly Mistry, Strategic Account Executive 
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Tab 1 – Draft Contract and Offer and Contract Signature Form (Appendix A) 
a. Terms and Conditions Acceptance Form (Appendix B) 

 



















Listed below are LanguageLine’s fees for all products and services requested within this solicitation.
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Value-Added Solution: LanguageLine Direct Response Pricing 
 

  

   
  

 
 

 

 

 

 
Value-Added Solution: LanguageLine Clarity Pricing 
LanguageLine Solutions pricing for Clarity is based on ESC’s participating agencies scope of work and 
project needs. Pricing depends on the size and scope of each project and the services required to 
complete it. Once the project has been identified and scope defined, LanguageLine will be able to 
provide pricing. 
 
Payment Methods 

 
 

 
 There are no associated fees included with this form of 

payment. 
 
Future Products 
Your dedicated Account Executive, Kelly Mistry, will work with ESC regarding any future products. 
 
Contract Pricing 
Customers can verify contract pricing in their monthly invoice.   
 
Pricing Structure Updates 
LanguageLine will honor the pricing agreed upon during the lifetime of the contract. 
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LanguageLine Audio Equipment Pricing 
 
Standard rates at the time of purchase will apply. Upon depletion of current equipment models and release of new 
equipment models, updated pricing (if applicable) will automatically apply. Details will be available from your Account 
Executive. 
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LanguageLine InSight Video Interpreting®

© 2020 LanguageLine Solutions / All rights reserved. / 04.08.20 / www.LanguageLine.com

QUESTIONS? Contact your LanguageLine Solutions® Account Executive or Customer Service at 1-800-752-6096.

Enabling Communication in Any Situation.SM   	 www.LanguageLine.com

Video Equipment and Accessories
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Warranty Terms for Equipment Purchased from LanguageLine Solutions® 

STAND AND ENCLOSURE LIMITED WARRANTY 

Hardware products (“Products”) provided by LanguageLine are warranted to be free from defects in material and 
workmanship. The warranty shall begin on the date of purchase by the Customer and continue for the period 
outlined in the table below, based on Interpreter on Wheels® (IOW) stand model: 

IOW 
Model 

Standard 
Warranty 

Exceptions 

Gen 1 1 year N/A 

Gen 2 1 year 
2 years on USB Hub and device charging cables for Gen 2 stands that shipped prior to 
June 13, 2017 

Gen 3 1 year N/A 

Gen 3A 1 year 3 years on USB Hub and device charging cables 

Gen 4 1 year 3 years on USB Hub and device charging cables 

Gen 4A 3 years N/A 

Gen 4B+ 3 years 5 years on all mechanical items except wheels and charging components 

EXCEPTIONS – The warranty expressed herein does not apply to the following:

 Normal wear and tear of parts.

 Products used in applications beyond their normal intended use, application, or rated specifications.

 Products damaged by accident, abuse, improper voltage, faulty installations, mechanical failure, vandalism,
negligent handling, weather or natural elements, fire, flood, lightning, civil unrest, or any act of God.

 Warranty services rendered by any party other than LanguageLine unless so authorized by LanguageLine.

 Replacement parts and equipment that have been discontinued or are otherwise unavailable.

 Unauthorized product modifications or attempted repairs made by Customer.

 Any product that has been tampered with or misused.

Subject to the limitations stated herein, and at LanguageLine’s sole discretion, LanguageLine will replace or repair 
defective Products or components thereof at no charge to Customer so long as Customer’s account with 
LanguageLine is current and Customer has returned the Product(s) or component(s) thereof pursuant to a properly 
issued Return Material Authorization. THIS IS THE SOLE REMEDY PROVIDED BY LANGUAGELINE TO CUSTOMER FOR 
A BREACH OF THE FOREGOING WARRANTY. 

Replacement of any Product or any component thereof by LanguageLine under this warranty provision shall 
not extend, in any way, the length of the original applicable warranty period otherwise provided for herein.  

LanguageLine reserves the right to replace a defective Product or component thereof with a refurbished Product 
or component.  

LanguageLine’s warranty herein is non-transferable and shall extend only to the end user customer. 

THE FOREGOING WARRANTY AND REMEDIES ARE EXCLUSIVE AND ARE IN LIEU OF ALL OTHER WARRANTIES, EXPRESS 
OR IMPLIED, EITHER IN FACT OR BY OPERATION OF LAW, STATUTORY OR OTHERWISE, INCLUDING WARRANTIES OF 
MERCHANTABILITY, TITLE, NON-INFRINGEMENT AND FITNESS FOR A PARTICULAR PURPOSE, AND LANGUAGELINE 
SPECIFICALLY DISCLAIMS ALL OTHER WARRANTIES AND REMEDIES. 

Please contact your LanguageLine Account Executive for warranty replacement/repair instructions. 

http://www.languageline.com/
smontoya
Underline
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Warranty Terms for Equipment Purchased from LanguageLine Solutions® 

IPAD LIMITED WARRANTY 

iPads provided by LanguageLine are warranted against manufacturing defects for one (1) year from the date of 
purchase by the Customer. 

EXCEPTIONS – Events that are not covered include: 

 iPad is over one year old.

 iPad screen gets broken accidentally.

 iPad issues caused by unauthorized use, modifications or attempted repairs by Customer.

 iPad has been lost or stolen.

 iPad was damaged by accident, abuse, improper voltage, faulty installations, mechanical failure, vandalism,
negligent handling, weather or natural elements, fire, flood, lightning, civil unrest, or any act of God.

Subject to the limitations stated herein, and at LanguageLine’s sole discretion, LanguageLine will replace or repair 
defective Products or components thereof at no charge to Customer so long as Customer’s account with 
LanguageLine is current and Customer has returned the Product(s) or component(s) thereof pursuant to a properly 
issued Return Material Authorization. THIS IS THE SOLE REMEDY PROVIDED BY LANGUAGELINE TO CUSTOMER FOR 
A BREACH OF THE FOREGOING WARRANTY. 

Replacement of any Product or any component thereof by LanguageLine under this warranty provision shall 
not extend, in any way, the length of the original applicable warranty period otherwise provided for herein.  

LanguageLine reserves the right to replace a defective Product or component thereof with a refurbished Product 
or component.  

LanguageLine’s warranty herein is non-transferable and shall extend only to the end user customer. 

THE FOREGOING WARRANTY AND REMEDIES ARE EXCLUSIVE AND ARE IN LIEU OF ALL OTHER WARRANTIES, EXPRESS 
OR IMPLIED, EITHER IN FACT OR BY OPERATION OF LAW, STATUTORY OR OTHERWISE, INCLUDING WARRANTIES OF 
MERCHANTABILITY, TITLE, NON-INFRINGEMENT AND FITNESS FOR A PARTICULAR PURPOSE, AND LANGUAGELINE 
SPECIFICALLY DISCLAIMS ALL OTHER WARRANTIES AND REMEDIES. 

Please contact your LanguageLine Account Executive for warranty replacement/repair instructions. 

http://www.languageline.com/
smontoya
Underline
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Tab 3 – Performance Capability  
a. OMNIA Partners documents  
 
3.1 COMPANY 
A. Brief history and description of Supplier to include experience providing similar products and 

services. 
 
For over 39 years, LanguageLine Solutions (LanguageLine) has provided language access services for 
Limited English Proficient (LEP), Deaf, and Hard-of-Hearing population. Our roots can be traced back to a 
volunteer venture in San Jose, California, in 1982. As Southeast Asian refugees migrated to the San Jose 
area, language and cultural barriers quickly became significant problems for the new arrivals and local 
officials alike. Providing basic and essential services like healthcare, utilities, and emergency services was 
problematic and inefficient. A San Jose police officer and an ex-Marine Corps interpreter devised a 
volunteer-based telephone interpreting service that put police officers in touch with trained interpreters 
so that they could communicate with San Jose's Vietnamese speaking residents. 
 
Today we support 30,000 customers’ needs worldwide through our lines of business, which include 
over-the-phone interpreting, video remote interpreting, onsite interpreting, translation, localization, 
and interpreter testing and training services. We provide language support in more than 240 spoken 
languages as well as various sign languages. We serve nearly every industry, including all levels and 
agencies of the government, education (7,000 school districts nationally), financial services and banks, 
healthcare and hospitals, insurance, consumer and retail, and travel.  
 
B. Total number and location of salespersons employed by Supplier. 
 
LanguageLine currently employees 48 salespersons, located throughout the U.S. in the following States: 
Texas, Florida, Oregon, California, Illinois, North Carolina, Washington, Colorado, New York, 
Pennsylvania, New Jersey, Massachusetts, Arizona, Maryland, and Virginia.  
 
C. Number and location of support centers (if applicable) and location of corporate office. 
 
LanguageLine’s corporate office is also a support center for our clients.  
 
Our corporate office is located at: 
1 Lower Ragsdale Drive, Building 2 
Monterey, CA 93940 
 
Our support centers are located at: 
15115 SW Sequoia Pkwy,  
Portland, OR 97224 
 
8801 JM Keynes Dr., Ste 325,  
Charlotte, NC  28262 
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D. Annual sales for the three previous fiscal years. 
 a. Submit FEIN and Dunn & Bradstreet report. 

 
 
 
 

 
FEIN: 77-0586710 
Dunn & Bradstreet report: 059682471 
 
E. Describe any green or environmental initiatives or policies. 
 
LanguageLine is acutely attuned to the need to be a responsible corporate partner to the environment 
and our community. Our environmental program provides an overview of the actions taken by 
LanguageLine to minimize waste by effectively utilizing our resources. We are committed to meeting 
compliance with all applicable environmental laws and regulations. 
 
Our program emphasizes the practice of responsibly using our resources and enjoying the natural 
resources within our community. All staff, employees and entities working on behalf of LanguageLine 
are subject to this program. 
 
Reducing and Recycling Waste 
IT staff reuses servers and computers, transferring them from the data center to the computer room 
and eventually to the desktop. This practice maximizes the use of every device before it becomes 
obsolete. Once the devices do become obsolete, we safely dispose of them through a certified e‐waste 
recycler. IT staff also disassembles broken and surplus servers and computers to reuse the parts in other 
systems. 
 
To reduce energy consumption on the desktop, we employ energy‐efficient, multi‐function devices. By 
installing these devices, it is no longer necessary to have a fleet of printers, scanners, and fax machines 
throughout the office to get our work done.  
 
All work areas have a dedicated paper recycling bin to encourage easy recycling of paper materials by 
our employees. We have collection points where employees can recycle their headset batteries. We also 
recycle all our toner cartridges to a program that refurbishes and sells toners at a discounted rate to our 
local school district. 
 
The phones, marketing material, ID badges and calling cards that we mail to our clients are recyclable. 
This also includes all packaging material that we use to ship these products. Currently, we have 
thousands of dual‐handset interpretation phones in operation around the country, which are constantly 
refurbished when returned to ensure no materials are prematurely discarded.  
 
We offer a paperless billing alternative that eliminates the need for printing materials, shipping 
resources, and unnecessary energy use. Whenever possible, we distribute marketing materials 
electronically through e-mail. When we print documents, we use recycled papers that cut post‐
consumer waste by 30% or mixed‐source papers certified by the Forest Stewardship Council. 
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Reducing Energy Consumption and Our Carbon Footprint 
From the very beginning, LanguageLine has championed the telecommuting workforce and the 
environmental impact is significant. Our geographically dispersed “Work‐At‐Home” staff of interpreters 
and employees not only reduces the amount of fossil fuels used in transporting a large group to a 
centralized office, but it also allows us to utilize a larger workforce, covering all of our support hours 
without any impact on the use of fossil fuels. 
 
Given that the Bureau of Transportation reports the national average daily commute is 30.6 miles, our 
telecommuting workforce dramatically reduces gasoline consumption and emissions. Meanwhile, the 
offices and call centers of LanguageLine generate less heating and cooling, consume less electricity, and 
engage in far less construction than businesses with large regional call centers. 
 
We have modernized our building power supply to improve overall efficiency and have minimized 
outdoor landscaping to reduce water usage. We installed advanced cooling technologies in our data 
center that dramatically reduce consumption and emissions. Our new lighting system is equipped with 
occupancy sensors to turn off the lights when no movement is detected. Our office computers are 
equipped with flat‐panel monitors, which use a fraction of the power consumed by traditional monitors. 
Our fire suppression gas systems use a new agent that features a zero-ozone depletion potential, a 5‐
day atmospheric lifetime, and a global warming potential of 1.  
 
Finally, LanguageLine invested its growth into a Cloud-based platform to process over 40,000,000 
minutes of calls annually. Our proprietary platform called Olympus provides on-demand interpretation 
services through a proven Cloud infrastructure connecting multiple call centers and remote interpreters 
to support more than 240 languages. Cloud-based platforms are far more efficient than older data 
centers and produce a much smaller environmental footprint. LanguageLine partnered with Salesforce 
in this platform. Salesforce is a widely recognized leader for the environmental efficiencies with their 
Cloud computing model, which features a core platform that is 98% more carbon efficient on average 
than on-premises software. Salesforce carefully considers its platform design and architecture and 
maintains environmentally safe footprints within data center facilities around the world.  
 
Our mission is to enable communication and empower relationships. LanguageLine not only empowers 
communities through language access, but also improves our communities through environmental 
awareness. LanguageLine continuously creates new, innovative ways to reduce our carbon footprint, 
waste, and energy consumption. 
 
F. Describe any diversity programs or partners supplier does business with and how Participating 

Agencies may use diverse partners through the Master Agreement. Indicate how, if at all, pricing 
changes when using the diversity program. If there are any diversity programs, provide a list of 
diversity alliances and a copy of their certifications. 

 
LanguageLine will perform all services under this contract and not use any subcontractors. Our company 
makes good faith efforts to invest heavily in Minority, Disabled Veteran, and Woman-owned businesses 
through our Supplier Diversity Policy. Our diverse supplier network includes minority-owned, woman-
owned, veteran-owned, LGBT-owned, service-disabled veteran-owned, historically underutilized 
businesses, and small disadvantaged businesses.  
 





Region 4 Education Service Center  Solicitation Number 21-06 

© 2021 LanguageLine Solutions Proprietary and Confidential  www.LanguageLine.com Page 11 

G. Indicate if supplier holds any of the below certifications in any classified areas and include proof of 
such certification in the response: 

 
a. Minority Women Business Enterprise: No 
b. Small Business Enterprise (SBE) or Disadvantaged Business Enterprise (DBE): No 
c. Historically Underutilized Business (HUB): No 
d. Historically Underutilized Business Zone Enterprise (HUBZone): No 
e. Other recognized diversity certificate holder: No 

 
H. List any relationships with subcontractors or affiliates intended to be used when providing services 

and identify if subcontractors meet minority-owned standards. If any, list which certifications 
subcontractors hold and certifying agency. 

 
LanguageLine will be providing 100% of our services and will not be utilizing any subcontractors.  
 
I. Describe how supplier differentiates itself from its competitors. 
 
At LanguageLine, being a trustworthy partner is one of our key commitments to customers: we honor 
each commitment we make, and we are transparent in all we say and do. We enjoy a 98% client 
retention rate across our 30,000 clients, which is a testament to our quality of service. Below are some 
of the value-added benefits that truly set LanguageLine apart and benefit clients like ESC and OMNIA 
through built-in cost savings: 
 
Extensive Expertise: LanguageLine brings to our customers more experience and expertise than any 
other language service provider, past and present. We have been supporting government agencies for 
over 39 years and have a dedicated Government Account Executive team who have been working in the 
field for over 20 + years and serve as consultative partners for many of our clients. 
 
Quality Interpreters Availability: Approximately 95% of our call volume is taken by LanguageLine 
Certified employee interpreters, to ensure coverage 24/7/365. Providing LanguageLine certified 
interpreters ensures that we only provide quality interpreters that have been trained, scheduled, and 
monitored by LanguageLine. No other provider can offer this. Competitors rely on a patchwork of 
independent contractor interpreters who cannot legally be trained, scheduled, or monitored, resulting 
in there being no guarantees of availability.  
 
Full Suite of Language Solutions: LanguageLine offers solutions for every modality, including phone and 
video interpretation, in-person interpretation, translation and localization, and bilingual and interpreter 
testing and training. We have the capacity to support ESC now and as your language needs grow in the 
future. The benefits of having one provider for all services include streamlined support and more 
responsive and well-integrated services, as well as a single point of contact for the customer and 
technical support. 
 
World Class Linguists: At LanguageLine, we search the world for linguists who are uniquely qualified to 
deliver transformational experiences for all concerned. Our testing, training, and recruiting process is 
one of the industry’s most rigorous. All of our interpreters and translators are required to sign and 
comply with our corporate confidentiality and non-disclosure agreements on an annual, recurring basis. 
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Pioneering technology: The world in which we live is growing more diverse by the day. ESC is 
undoubtedly striving to be inclusive with all your customers, regardless of language, culture, or ability. 
LanguageLine anticipates your language-access needs by creating trail-blazing solutions that simplify 
complex communication challenges, turning them into opportunities for our clients. Over the past two 
years, we have invested  in engineering, research, and development, all to enhance 
existing solutions and develop new ones. 
 
Complimentary Implementation: Our experienced implementation team is available to support ESC 
personnel throughout our working relationship. We provide customized, ongoing support, including 
access to our IT professionals, to help your staff always maintain connectivity to interpreters. Staff 
training and complimentary language access tools, all personalized to your specific needs, ensure that 
your personnel continue to use language services efficiently and cost-effectively. 
 
J. Describe any present or past litigation, bankruptcy or reorganization involving supplier. 
 

 
 

 
  

 
  

 
  

 
  

 
 

  
   

  
 

  
 

8. On September 16, 2016, LanguageLine was acquired by Teleperformance, the worldwide leader 
in outsourced omnichannel customer experience management, headquarter in Paris, France 
with an American headquarters in Florida.  

 
K. Felony Conviction Notice: Indicate if the supplier 
 
b.) LanguageLine is not owned or operated by anyone who has been convicted of a felony. 
 
L. Describe any debarment or suspension actions taken against supplier. 
 
No debarment or suspension actions have taken place against LanguageLine.  
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3.2 DISTRIBUTION, LOGISTICS 
A. Each offeror awarded an item under this solicitation may offer their complete product and service 

offering/a balance of line. Describe the full line of products and services offered by supplier. 
 
The following is the full line of products and services offered by LanguageLine: 
 

◼ Telephonic Interpretation: LanguageLine’s phone interpretation provides ESC on-demand, quick 
accesses to 15,000 of our highly qualified interpreters, 24/7/365, in more than 240 languages.  

◼ Video Interpretation: LanguageLine’s video interpreting solution connects clients to 15,000 
qualified interpreters. Our solution is also natively encrypted by design. This means that each 
video interpreting session is encrypted within the app.  

◼ In-person Interpretation: LanguageLine Onsite is designed to support facilities that have an 
ongoing need for dependable face-to-face interpreting. Our national network is continuously 
growing, and we work closely with clients to understand their specific needs and build resources 
to effectively meet those needs. Due to COVID19, LanguageLine is also offering our in-person 
interpretation as a virtual option through platforms like Zoom, Amwell, and Doxy.me. 

◼ Translation: As an ISO 9001:2015 and 17100 certified business, LanguageLine has proven 
processes, documented workflows, and comprehensive quality assurance procedures in place to 
ensure that we deliver accurate and cultural appropriate translations every time.  

◼ Testing and Training: LanguageLine offers testing and training of your bilingual staff. Our testing 
and training process has been developed and refined over 30 years and externally validated by 
professional subject matter experts to evaluate bilingual staff members speak proficiently in two 
languages and have the requisite vocabulary to support ESC. 

 
Value added services, including Direct Response, ADA/Accessibility Services, and LanguageLine 
Clarity, fall under these headings and are described in greater detail throughout the proposal. 

 
B. Describe how supplier proposes to distribute the products/service nationwide. Include any states 

where products and services will not be offered under the Master Agreement, including U.S. 
Territories and Outlying Areas. 

 
As a global leader in language access services, LanguageLine currently does and will continue to provide 
all products and services nationwide.  
 

◼ LanguageLine’s on-demand OPI and VRI services are available globally with just a click of a 
button via an app-based service. Our OPI service is also easily accessible through any analog 
phone or mobile device. Our VRI services work on most devices, including iPads, mobile phones, 
tablets, PCs, and Apple computers.  

◼ LanguageLine’s translation services are processed and managed through our online portal, 
which is available 24/7, making it simple to submit a translation request as well as track the 
progress of the assignment from anywhere in the nation at any time.  

◼ LanguageLine’s onsite service is available 24/7/365 in most major metropolitan and surrounding 
locations with proper advanced notification.   

◼ LanguageLine’s testing and training services are offered over the phone or online, enabling us to 
distribute our testing and training nationwide to all ESC bilingual staff members.  

 
LanguageLine provides language access solutions to every state that is under the Master Agreement.  
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C. Describe how Participating Agencies are ensured they will receive the Master Agreement pricing; 
include all distribution channels such as direct ordering, retail or in-store locations, through 
distributors, etc. Describe how Participating Agencies verify and audit pricing to ensure its 
compliance with the Master Agreement. 

 
As an incumbent vendor on this contract, LanguageLine will continue to maintain a website detailing 
available services under the Omnia contract and include the key point of contact for interested 
participating agencies to request pricing, quotes, or for general inquiries. Current participants utilizing 
the Omnia contract will also maintain uninterrupted service levels during the establishment of a new 
contract. LanguageLine’s Government Account Executives maintain access to Omnia’s supplier portal to 
verify participating agency status and identify eligible entities.  
 
All entities interested in purchasing via the Omnia contract will receive a full pricing index, detailing all 
services available and the associated rate structure for each applicable service. The pricing index can be 
compared to monthly service invoices provided by LanguageLine for all audit purposes. As monthly 
invoices include cost details for backup documentation, verification of compliance with the Master 
Agreement is simple for the end user.  
 
D. Identify all other companies that will be involved in processing, handling or shipping the 

products/service to the end user. 
 
LanguageLine is the only company that will process, handle, and ship products/services to the end user. 
 
E. Provide the number, size and location of Supplier’s distribution facilities, warehouses and retail 

network as applicable. 
 
Not applicable. 
 
3.3 MARKETING AND SALES 
A. Provide a detailed ninety-day plan beginning from award date of the Master Agreement 

describing the strategy to immediately implement the Master Agreement as supplier’s primary go 
to market strategy for Public Agencies to supplier’s teams nationwide, to include, but not limited 
to: 

i. Executive leadership endorsement and sponsorship of the award as the public sector go-to-
market strategy within first 10 days 

ii. Training and education of Supplier’s national sales force with participation from the Supplier’s 
executive leadership, along with the OMNIA Partners team within first 90 days 

 
LanguageLine has a dedicated national sales force backed by executive leadership that is located across 
the US to ensure our sales team is available to assist all public agencies nationally, including state and 
local governmental entities, public and private primary, secondary and higher education entities, and 
non-profit entities within the Master Agreement.  
 
From the moment of the award date, LanguageLine immediately implements the Master Agreement by 
engaging each national sales team member who is in the region of the public agencies under the 
agreement so that they can begin targeted selling. As a current provider of ESC, LanguageLine has used 
the following marketing methods to engage with agencies across the United States to maximize the 
utilization of the ESC contract: 
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◼ Direct Account Contact 
◼ Quarterly Business Reviews 
◼ Contract Outreach 
◼ Digital Marketing 
◼ Promotional Content Placement 
◼ Trade Shows 
◼ Social Media 
◼ Webinars 
◼ Complimentary Service Implementation 

 
Each sales team member is also backed by a Regional Vice President (RVP) who will provide executive 
leadership endorsement and sponsorship of the award within the first 10 days of working with 
LanguageLine. In addition to providing senior level support to ESC, RVPs ensure their sales team meets 
Monthly, Quarterly and Annual commitments. They provide ongoing support and monthly training and 
coaching for the sales teams on selling and best practices.  
 
Additionally, we engage directly with the OMNIA Partners team within the first 90 days to review 
services, share target areas and develop outreach plans to foster growth in contract sales. To define 
these target areas, LanguageLine Account Executives maintain access to the Omnia Partners supplier 
portal to review purchasing trends and existing relationships among participant agencies and 
departments.   
 
B. Provide a detailed ninety-day plan beginning from award date of the Master Agreement 

describing the strategy to market the Master Agreement to current Participating Public Agencies, 
existing Public Agency customers of Supplier, as well as to prospective Public Agencies nationwide 
immediately upon award, to include, but not limited to: 

i. Creation and distribution of a co-branded press release to trade publications 
      ii. Announcement, Master Agreement details and contact information published on the Supplier’s 

website within first 90 days 
     iii. Design, publication and distribution of co-branded marketing materials within first 90 days 
     iv. Commitment to attendance and participation with OMNIA Partners at national (i.e. NIGP Annual 

Forum, NPI Conference, etc.), regional (i.e. Regional NIGP Chapter Meetings, Regional Cooperative 
Summits, etc.) and supplier-specific trade shows, conferences and meetings throughout the term 
of the Master Agreement 

 v. Commitment to attend, exhibit and participate at the NIGP Annual Forum in an area reserved by 
OMNIA Partners for partner suppliers. Booth space will be purchased and staffed by Supplier. In 
addition, Supplier commits to provide reasonable assistance to the overall promotion and marketing 
efforts for the NIGP Annual Forum, as directed by OMNIA Partners. 
vi. Design and publication of national and regional advertising in trade publications throughout the 

term of the Master Agreement 
vii. Ongoing marketing and promotion of the Master Agreement throughout its term (case studies, 

collateral pieces, presentations, promotions, etc.) 
viii. Dedicated OMNIA Partners internet web-based homepage on Supplier’s website with: 
 • OMNIA Partners standard logo; 
• Copy of original Request for Proposal; 
• Copy of Master Agreement and amendments between Principal Procurement Agency and Supplier; 
• Summary of Products and pricing; 
• Marketing Materials 
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• Electronic link to OMNIA Partners’ website including the online registration page; 
• A dedicated toll-free number and email address for OMNIA Partners 
 
Team Approach to Marketing 
LanguageLine pledges our experienced staff to implement various tactics for promoting language access 
services to ESC’s participating agencies, with a shared focus between established essential services for 
Limited English Proficient, Deaf and Hard-of-Hearing communities. Our core customers were built on 
strong communication to ensure that our language access solutions effectively addressed the challenges 
faced due to language barriers. LanguageLine has expertly addressed these problems, offering 
innovative solutions and creating operational efficiencies. Our team is dedicated to maintaining these 
efforts and marketing our services and successes to ensure optimal utilization of the contract. 
 
To stay on task with short-term implementations and longer-term marketing initiatives, we propose 
establishing a regularly scheduled meeting for ESC staff and our operational experts and customer care 
specialists to review goals and service level benchmarks, as well as utilization and performance metrics. 
As your language access provider, your primary Point of Contact and Account Executive, Kelly Mistry and 
your dedicated LanguageLine account management team, will collaborate with ESC and OMNIA Partners 
to develop a customized strategy that will help maximize exposure in each respective market. Our 
typical marketing approach includes: 
 
Marketing Methods 
LanguageLine has used several methods to engage with eligible agencies across the United States to 
maximize the utilization of the ESC contract. With additional solutions available through this contract 
and new ways to optimize existing solutions, we are eager to work with ESC to promote this contract to 
the broadest audience possible and would welcome the opportunity to build upon the list of established 
tactics: 
 

◼ Direct Account Contact 
◼ Quarterly Business Reviews 
◼ Contract Outreach 
◼ Digital Marketing 
◼ Promotional Content Placement 
◼ Trade Shows 
◼ Social Media 
◼ Webinars 
◼ Complimentary Service Implementation 

 
Direct Account Contact. Kelly Mistry serves as ESC and its participating agencies Strategic Account 
Executive (AE) for the ESC contract. Kelly is dedicated to establishing business relationships with 
prospective ESC participating agencies, maintaining relationships with existing customers, and raising 
awareness about the services available via the ESC contract through face-to-face meetings, individual 
and conference calls, and e-mail communication. 
 
Quarterly Business Reviews. The AE and Senior Managers conduct quarterly business reviews with 
larger clients to discuss performance, service delivery, training needs, and emerging areas of interest or 
challenge. This is an opportunity to discuss the utilization of services, ways to optimize language access, 
and identify areas where user training would be beneficial to staff. 
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Contract Outreach. Under this contract, we commit to the following led by your primary Point of 
Contact and Account Manager Kelly Mistry: 
 

◼ Immediate outreach to all ESC’s participating agencies regarding the new services and pricing 
available under this agreement. 

◼ Targeted outreach by Translation and Localization Government team, Jon Bove, regarding 
technical, pricing and delivery options for translation and localization services. 

◼ Targeted outreach by Onsite Account Executive, Jim Pfeiffer, regarding technical, pricing and 
delivery options for onsite interpreting services. 

◼ Customer support and marketing of VRI services overseen by Product Management teams. 
◼ Targeted demonstrations of our easy-to-use VRI application, InSight, as a solution for 

communicating with the Deaf and Hard-of-Hearing population. InSight offers significant cost 
savings for many short encounters when an onsite interpreter would otherwise be required. 

 
Through regular customer meetings and the development of personal relationships, our account 
management team has built a level of trust and service that continues to drive value to ESC’s 
participating agencies. The account team is available via phone and e-mail most times of the day and 
week. Kelly and the management team carry mobile phones at all times to respond to customers while 
traveling or address emergency needs. 
 
Digital Marketing. We propose to conduct digital campaigns targeting ESC’s participating agencies 
informing them of the availability of all services through ESC’s cooperative contract. LanguageLine will 
then conduct a targeted mail campaign to local and state government agencies, including education and 
medical facilities, publicizing the availability of all LanguageLine services via the ESC’s contract. 
 
Promotional Content. LanguageLine will continue to search for opportunities to place promotional 
articles, blog posts, and other content in targeted professional and industry newsletters, agency 
communications and intranet websites to promote services on the ESC contract. Our AE will also 
continue to share relevant LanguageLine blog posts, info graphics, and other content to help agencies 
expand and improve their utilization of language services to serve the public. 
 
Trade Shows. Each year, LanguageLine participates in conferences and trade show events held in Texas 
and other cities nationwide where ESC’s participating agencies are in attendance. LanguageLine will 
participate in relevant events that will include focus areas such as emergency services, regional 
government, courts, and public health programs. These provide great opportunities to increase 
awareness about the ESC’s contract and maximize face-to-face sales opportunities with existing and 
prospective ESC’s participating agency customers. 
 
Custom Landing Page. LanguageLine maintains a web portal for existing and prospective ESC and 
OMNIA Partners. LanguageLine proposes expansion of the landing page to facilitate distribution of ESC 
contract information and pricing and to answer frequently asked questions by providing links to relevant 
content and videos to demonstrate various language access solutions. 
 
The potential to add content to the landing page is limitless. A refreshed ESC Language Resource landing 
page will provide state and local government agencies and educational institutions with quick, easy 
access to a repository of information that supports ESC participating agencies, before and after 
purchasing language services, to ensure they utilize services effectively and efficiently. 
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Existing functionality and expansion options for this site include access to downloadable forms for 
setting up a new account, contract pricing details, reference guides, language identification tools, 
training tools, educational materials, articles related to specific markets and language issues, white 
papers, and research articles. 
 
We will reference the ESC and OMNIA Partners site in all other forms of marketing, and with ESC 
approval, link to the ESC intranet for easy access to set up an account, order support materials, utilize 
online reports, access our VOC reporting tool, and many other helpful language resources for ESC 
participating agencies. 
 
Social Media. As communication increasingly revolves around mobile users and digital outlets, 
LanguageLine has expanded its focus on using social media. LanguageLine’s current social media 
platforms regularly publish content regarding language access stories in the news, compliance, and best 
practices related to our customers’ day to day business. Our corporate blog frequently highlights these 
themes and drills down deeper. LanguageLine social media activity is focused on: 
 

◼ LanguageLine corporate blog 
◼ Facebook 
◼ Twitter 
◼ LinkedIn 

 
While we actively publish through social media, LanguageLine also actively monitors our clients’ social 
media feeds, including state and local government agencies. This has proven to be an ideal way to 
identify ongoing public outreach campaigns and increase real-time understanding of their 
communication of critical messages during extraordinary events. LanguageLine’s ESC Account Team can 
align our solutions with our clients’ activities and better support their language access needs through 
this monitoring and understanding. 
 
Webinars. LanguageLine proposes hosting a series of webinars for eligible existing and prospective ESC’s 
participating agencies on relevant themes focusing on best practices in language access, use of 
technology to overcome language barriers, or regulatory compliance that can be achieved using services 
available through the ESC contract. Program content can be customized to meet the needs of ESC 
participating agencies and can be recorded and archived to allow those not able to attend to listen to 
the same content via LanguageLine’s custom ESC website. 
 
Complimentary Service Implementation. LanguageLine continues to offer innovative customer training, 
both for new service roll-out and re-training to ensure that staff are well versed in accessing interpreter 
services. The Account Executive can arrange on-site training for large facilities by our Implementation 
Team. Alternatively, clients may arrange for web-based training or simply use resource guides and 
videos for their own training. 
 
Region 4 ESC LanguageLine Solutions Partnership. We commit to strengthening our partnership with 
ESC to ensure compliance with language access regulations and provide all eligible agencies with a 
flexible and cost-effective solution for overcoming language barriers with the public. Our investment in 
time and people to continue ongoing communications in marketing the Contract Support Plan will 
minimize risk and improve access for ESC participating agencies. 
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Communication to Sales Team 
To ensure continuity of the highest customer support, your primary Point of Contact and Account 
Executive, Kelly Mistry, will handle all inquiries for the services offered by LanguageLine. Kelly is 
responsible for helping ESC’s participating agencies find the right solution and ensure the successful 
execution of their needs. She is supported in efforts by sales and marketing professionals’, and the 
product management team. Kelly will lead the team in communicating ESC’s contract to our current 
sales team. 
 
C. Describe how Supplier will transition any existing Public Agency customers’ accounts to the Master 

Agreement available nationally through OMNIA Partners. Include a list of current cooperative 
contracts (regional and national) Supplier holds and describe how the Master Agreement will be 
positioned among the other cooperative agreements. 

 
LanguageLine will make the Omnia Partners contract option available through the previously defines 
marketing methods and will ensure that Public Agency’s wishing to transition to the OMNIA partners 
contract will receive paperwork to transition their contracted services seamlessly. Upon receipt of 
revised paperwork referencing the Omnia contract, LanguageLine will transition the customer’s account 
to be reflective of the contract services and rates. Current OMNIA partners contract participants will not 
have an interruption or delay in services upon initiation of the new contract.  
 
LanguageLine’s current cooperative contract participants include but are not limited to: 

◼   
  
  
  
  
  
  
  

 
D. Acknowledge Supplier agrees to provide its logo(s) to OMNIA Partners and agrees to provide 

permission for reproduction of such logo in marketing communications and promotions. 
Acknowledge that use of OMNIA Partners logo will require permission for reproduction, as well. 

 
While LanguageLine agrees to provide its logo and permission for reproduction, LanguageLine requests 
notification of intended use in advance of reproduction. LanguageLine acknowledges that use of OMNIA 
Partners logo will require permission for reproduction. 
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E. Confirm Supplier will be proactive in direct sales of Supplier’s goods and services to Public 
Agencies nationwide and the timely follow up to leads established by OMNIA Partners. All sales 
materials are to use the OMNIA Partners logo. At a minimum, the Supplier’s sales initiatives 
should communicate: 

i. Master Agreement was competitively solicited and publicly awarded by a Principal Procurement 
Agency 
ii. Best government pricing 
iii. No cost to participate 
iv. Non-exclusive 
 
Yes, LanguageLine confirms.  
 
F. Confirm Supplier will train its national sales force on the Master Agreement. At a minimum, sales 

training should include: 
i. Key features of Master Agreement 
ii. Working knowledge of the solicitation process 
iii. Awareness of the range of Public Agencies that can utilize the Master Agreement through OMNIA 
Partners 
iv. Knowledge of benefits of the use of cooperative contracts 
 
Yes, LanguageLine confirms. LanguageLine offers complimentary training on all our products and 
services. Our training is highly customizable, and we will work with key points of contact for ESC to 
ensure our training includes key feature of the master agreement, working knowledge of the solicitation 
process, awareness of the range of Public Agencies that can utilize the Master Agreement through 
OMNIA Partners, and knowledge of benefits of the use of cooperative contracts. The types of training 
we offer are as follows: 
 
On-the-spot training (5 to 10 minutes): The LanguageLine implementation team demonstrates how to 
access an interpreter and distributes training materials for staff members. 
 
Scheduled group trainings (15-45 minutes): Conducted in a classroom-style setting using Microsoft© 
PowerPoint to go over all training points, distribute Language ID cards and demonstrate how to access 
all services. 

 
Train-the-trainer (60 minutes): Provide training, tools and materials to super users who will assist the 
champion with on-going training throughout the year.  
 
Language services fair (1-3 hours in a central location): Provide on-the-spot training and distribute all 
the materials referenced above together with any other material that the champion would like to 
distribute to staff.  This is a good way to increase the exposure for your Language Access program within 
the organization.  
 
Participation at compliance, skills, and diversity fairs: Provide on-the-spot training and distribute 
training materials. 
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I. Explain in detail how Supplier will manage the overall national program throughout the term of 
the Master Agreement, including ongoing coordination of marketing and sales efforts, timely new 
Participating Public Agency account set-up, timely contract administration, etc. 

 
LanguageLine provides 24/7/365 account support to ESC throughout the term of the Master Agreement. 
To stay on task with short-term implementations and longer-term marketing initiatives, we propose 
establishing regularly scheduled meeting for ESC staff and our operational experts and customer care 
specialists to review goals and service level benchmarks, as well as utilization and performance metrics. 
This will provide an occasion to coordinate sales efforts on specific regional and local opportunities 
across the country. 
 
As your language access provider, your primary Point of Contact and Account Executive, Kelly Mistry and 
your dedicated LanguageLine account management team, will collaborate with ESC and OMNIA Partners 
to develop a customized strategy that will help maximize exposure in each respective market. Our 
marketing approach includes: 
 

◼ Direct Account Contact 
◼ Quarterly Business Reviews 
◼ Contract Outreach 
◼ Digital Marketing 
◼ Cobranded Sales Collateral 
◼ Promotional Content Placement 
◼ Trade Shows 
◼ Social Media 
◼ Webinars 
◼ Complimentary Service Implementation 

 
LanguageLine will continue to provide account support throughout the life of the contract, which 
includes timely support for new service roll-out and account set-ups for new Participating Public 
Agencies. 
 
To ensure continuity of the highest customer support, your primary Point of Contact and Account 
Executive, Kelly Mistry, will handle all inquiries for the services offered by LanguageLine. Kelly is 
responsible for helping ESC’s participating agencies find the right solution and ensure the successful 
execution of their needs. She is supported in efforts by sales and marketing professionals’, and product 
management team. Kelly will lead the team in communicating ESC’s contract to our current sales team 
and manage the overall national program throughout the term of the Master Agreement. 
 
J. State the amount of Supplier’s Public Agency sales for the previous fiscal year. Provide a list of 

Supplier’s top 10 Public Agency customers, the total purchases for each for the previous fiscal year 
along with a key contact for each. 
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K. Describe Supplier’s information systems capabilities and limitations regarding order management 

through receipt of payment, including description of multiple platforms that may be used for any 
of these functions. 

 
Once an account has been established, LanguageLine makes the following portals and applications 
available for real-time and historical tracking of service usage: 
 
For on-demand interpretation, the quickest and easiest way to access reporting data is through our 
proprietary reporting platform, MyLanguageLine™. This gives ESC 24/7/365 access to your LanguageLine 
on-demand interpreting accounts. Easy to use, this secure, password-protected portal offers any 
authorized ESC staff member accessibility to monitor usage, review calls placed, create, download and 
schedule analysis reports, and view your invoice to help you increase productivity and manage 
expenses. 
 
For our translation services, our LingoNET web portal was specifically designed to make it extremely 
easy for large, global organizations to dispatch projects for translation from anywhere in the world and 
then monitor or manage them centrally. It is also the framework for all of our automated translation 
solutions. By streamlining the localization workflow, LingoNET allows for faster turnarounds, while also 
providing 24/7 online project tracking. Authorized users simply login, enter the language pair, the type 
of deliverable they need returned, any special services that may be required such as graphic design, and 
when they need it back. They then attach the file and dispatch the project for quote and/or execution. 
 
Our state-of-the-art scheduling portal, Interpreter Intelligence, makes it easy to schedule and administer 
your onsite interpretation needs. The portal allows you to manage, monitor, and export reports to save 
time and expense as well as increase productivity. Your entire schedule is at your fingertips 24/7/365. 
 
Through Interpreter Intelligence, ESC has real-time calendar access to all existing and past status 
updates of assignments. From there, you can view the date, time, location, language, the status of an 
assignment, and the interpreter that has been assigned. ESC has the option to receive e-mail notification 
when a job is entered, assigned, and confirmed or cancelled. There is also a color-coding system in place 
for each step of the interpreter assignment and scheduling process. From the moment an assignment as 
been requested, to the moment it has been assigned and then closed, you can track the progress by 
what color level it is in to give you an added level of security and peace of mind.  
 
A key differentiator of Interpreter Intelligence is the capability to create highly customizable reports. We 
understand every client wishes to collect specific information for reporting purposes. Interpreter 
Intelligence has filters in place to customize all information that you want to see in your account by 
location, cost, mileage, duration, interpreter notes, appointment details, etc.  
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For our Testing and Training services, ESC can utilize our online portal to manage and schedule your 
staff’s linguistic competency testing and training easily and efficiently. Available 24/7, online registration 
is made for easy accessibility to all requirements and details for your interpreters and bilingual staff 
planning to test with LanguageLine. Our portal is created with our clients and your interpreters and 
bilingual staff in mind. 
 
L. Provide the Contract Sales (as defined in Section 10 of the OMNIA Partners Administration 

Agreement) that Supplier will guarantee each year under the Master Agreement for the initial 
three years of the Master Agreement (“Guaranteed Contract Sales”). 

 
LanguageLine cannot guarantee minimum sales amount. 
 
M. Even though it is anticipated many Public Agencies will be able to utilize the Master Agreement 

without further formal solicitation, there may be circumstances where Public Agencies will issue 
their own solicitations. The following options are available when responding to a solicitation for 
Products covered under the Master Agreement. 

i. Respond with Master Agreement pricing (Contract Sales reported to OMNIA Partners). 
ii. If competitive conditions require pricing lower than the standard Master Agreement not-to-exceed 
pricing, Supplier may respond with lower pricing through the Master Agreement. If Supplier is 
awarded the contract, the sales are reported as Contract Sales to OMNIA Partners under the Master 
Agreement. 
iii. Respond with pricing higher than Master Agreement only in the unlikely event that the Public 
Agency refuses to utilize Master Agreement (Contract Sales are not reported to OMNIA Partners). 
iv. If alternative or multiple proposals are permitted, respond with pricing higher than Master 
Agreement, and include Master Agreement as the alternate or additional proposal. 
Detail Supplier’s strategies under these options when responding to a solicitation. 
 
LanguageLine confirms. 
 
N. iv. Describe how Offeror tracks and bills. Do you provide access codes, user ID’s or other 

mechanisms that differentiates the departments within an agency? Include minimum billable 
rates for each service offered. 

 
LanguageLine can customize and capture reporting elements specific to ESC requirements. Below, are 
examples of our standard tracking and billing information for each service: 
 

◼ Over-the-phone and video remote interpretation is tracked by a Client ID. This 6-digit number is 
the basic account. We also can add additional data capture questions (also known as prompts) 
that enable you to track and identify which department or individuals initiated specific on-
demand calls. These prompts can be numeric or alpha-based and capture additional information 
to allow you to bill back to specific cost centers or track usage within your organization. 

◼ The Translation Division offers project status reports which tracks information on each project 
including language, word count, etc. as well as dates related to deliverables (in milestone 
format); and budget tracking (estimates vs. actuals and percent of the total budget.  

◼ In-person interpretation’s Interpreter Intelligence portal has filters in place for you to customize 
all assignment information by location, cost, mileage, duration, interpreter notes, appointment 
details, etc.  
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LanguageLine’s on-demand over-the-phone and video remote services require no minimums. Our in-
person interpretation services require a minimum of 2-hours, and our translation services also includes a 
minimum project fee.  
 
O. v. What is Offeror’s process for ordering services and how the users are connected to the 

interpreter? Describe Offeror’s travel policy and include rates 
 
Upon Customer agreement to purchase from LanguageLine’s Omnia Partners contract, LanguageLine 
will receive either a signed Statement of Work or Purchase Order referencing the contract to activate 
the customer’s account. From receipt of the customer’s approved paperwork,  

 
 
Upon account activation and as part of the implementation process, your dedicated account 
management team will assist you with an implementation plan, materials ordering, and assist with 
training your staff on how to order services and how to properly connect to a linguist. Your account 
management team will meet with your key point of contact to set-up your account and create logins for 
the portals mentioned below. The following details the different processes for ordering or accessing 
each proposed service. 
 
How to Connect to an OPI Interpreter  
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Requesting Onsite Interpreter 
For onsite interpretation services, LanguageLine offers a dedicated booking staff that will work with ESC 
to coordinate and support all service requests 24/7/365. You can submit booking requests through the 
following channels:  
 

◼ Toll-free phone number 
◼ E-Mail 
◼ Our Interpreter Intelligence online portal enables ESC to schedule and monitor appointments 

and provide 24/7/365 access to all reporting information. 
Upon receiving a request, it is entered into our scheduling system. Immediately you will receive an email 
confirmation informing you that the request is in our system, detailing the assignment details, as well as 
a unique job reference number for use in tracking its status. Once the interpreter is assigned, you will 
receive an additional email notification.  
 
Onsite Services Hours of Availability 
 

◼ Interpretation services are offered 24/7/365 by prior notification. 
◼ The Onsite Scheduling Team is staffed 24/7 

 
Travel Policy and Rates 
Mileage reimbursement charged at prevailing IRS rate, currently $0.56 per mile. If the one-way travel 
exceeds 60 miles, travel time may be charged at the applicable hourly rate. Parking/tolls charged if 
applicable. 
 
Submitting Projects for Translation 
LanguageLine offers several options to receiving translation request and project files. Some of the ways 
ESC can submit their translation files include: 

  
  
  
  
  
  
  

 
LingoNET, LanguageLine’s secure web-based portal, was designed to support organizations like yours. 
Simple and straightforward from the user’s perspective, LingoNET meets the needs of our most 
demanding customers, combining flexibility and scalability, with 24/7 access to real-time project 
creation and tracking and reporting. 
 
LingoNET provides the following key benefits: 

◼ Provides a secure, HIPAA-compliant method for sending documentation 
◼ Accepts any type of document, including large files that cannot be transmitted by email 
◼ Allows managers to track all translation projects in progress 
◼ Enables managers to limit the number of staff members submitting projects by designating 

authorized end users 
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REGISTER ONLINE FOR TESTING AND TRAINING 
ESC can utilize our online portal to manage and schedule your staff’s linguistic competency testing and 
training easily and efficiently. Available 24/7, online registration is made for easy accessibility to all 
requirements and details for your interpreters and bilingual staff planning to test with LanguageLine. 
Our portal is created with our clients and your interpreters and bilingual staff in mind. 
 
The functions of our portal include the ability to: 

◼ Review upcoming tests, pending, and previous test requests. 
◼ Register multiple tests at one time. 
◼ Charge to your Client ID or credit card. 

 
P. vi. Describe Offeror’s correction plan for errors. 
 

ON-DEMAND INTERPRETATION 

LanguageLine is committed to providing our clients with the highest quality interpretation services 
available and we achieve this through a comprehensive interpreter monitoring program that includes 
internal and external quality control processes.   
 
Our clients are encouraged to submit a VOC (Voice of the Customer) to commend an interpreter or 
whenever they are not satisfied with the customer service skills or the quality of the interpretation 
provided by our interpreters.  
 
Every VOC submitted on an interpreter is acted upon. The nature of the issue is reviewed with the 
interpreter and follow-up observations are scheduled. Depending on the scores of these sessions an 
interpreter may receive additional coaching and development.  
 

 
  

 
Commendation VOCs are shared with interpreters and published for recognition in the monthly 
interpreter newsletter. 
 
Our Interpreter Quality Assurance team is always monitoring the VOCs for continuous improvement 
opportunities. Trends may reveal the need to:  
 

◼ Update interpreter glossaries with terminology to keep pace with clients’ business needs 
(i.e., medical, financial, technological, etc.)  

◼ Reinforce industry priorities through interpreter training (i.e., best customer service 
practices when handling finance, insurance and medical calls and proper handling of 
disclosures)  

◼ Update interpreter reference material relative to disclosures, as shared by our clients  
◼ Increase awareness of emerging trends impacting our clients  
◼ Increase awareness of any client trends by hosting collaborative learning sessions as part of 

the continuing education effort, which provides a platform for interpreter forum and 
discussion with internal subject-matter experts  

◼ Collaborate with clients to conduct call calibration/evaluation sessions  
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IN-PERSON INTERPRETATION 

Through our Interpreter Intelligence portal, we ensure that only the most-qualified interpreters are 
assigned to ESC. Our portal has a tracking and rating system that helps us continuously monitor our 
interpreters’ performance and customers’ preferences. Interpreter Intelligence’s rating system is 
dependent on our clients. Our clients’ feedback on their experience with our interpreters is documented 
and tracked through our portal to help us identify the ideal interpreters for your future assignments and 
monitor interpreters that may benefit from our continuing education trainings.  
 
The portal also enables ESC to request a specific interpreter. This option gives an added layer of comfort 
in knowing you can request quality interpreters that you have worked with in the past. Interpreter 
 
Intelligence puts you in control. Your feedback is used to help all of our clients so that we only maintain 
a roster of the most-qualified interpreters.   
 
If an interpreter receives negative feedback, we have implemented a strict two strike policy to ensure 
we do not employ repeat offenders. LanguageLine creates a written report and then contacts the 
interpreter to discuss areas of improvement. If an interpreter receives a second instance of negative 
feedback, we immediately will deactivate their account until further review or termination. 
 
TRANSLATION 
LanguageLine’s performance standards are very straight-forward: Provide the highest quality 
deliverables, on time, every time. LanguageLine is both ISO 9001:2015 and 17100:2015-05 certified. As 
such, our Quality Assurance (QA) Specialists are vigilant in the review and validation of all deliverables, 
whether printed or online. LanguageLine performs comprehensive Quality Assurance procedures at 
every step in the translation and localization process. However, rather than testing only a portion of the 
work product, we always utilize a 100% sample. As such, every-page, - word, - screen, and -function is 
tested or reviewed as appropriate…every time. QA is built into our process and is always complimentary. 
 
Prior to beginning every project, our engineering team analyzes the source materials to determine the 
number of words contained therein, amount and type of leveraging, as well as any special IT and 
workflow requirements. 
 
After the project plan is developed, our default linguistic process is to perform three distinct translation 
steps, each performed by a separate highly qualified linguist(s). These steps include translation, 
copyediting, and either proofreading or online review, as appropriate. Subject matter experts will be 
used as needed. To ensure the highest quality and consistency, we are also strong advocates of utilizing 
terminology lists, glossaries, and style guides. Once approved by your review team, the translated 
glossary becomes the basis for subsequent translations. Style guides that specify tone (formal verses 
conversational), hyphenation, formatting, units of measure, and “do not translate” requirements are 
highly recommended. 
 
After translation, an automated Quality Assurance (QA) check (inconsistencies, spelling, numeric 
inconsistencies, formatting, and correct terminology) will be performed. Translated and copy-edited 
content will be formatted by our desktop publishing (DTP) specialists to match the style and layout of 
the source content. Formatted target language deliverables are then checked for accuracy quality 
against the Source Language “Master” in a file-by-file comparison by our in-house QA Specialists. This 
dedicated team checks every word, every line, every screen, every function, and every page—every 
time. Any defects are returned to the DTP team for correction and are then checked for quality again. 
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This is an iterative process that typically includes two to three passes. A final check is performed by the 
Project Manager prior to final delivery. This ISO certified workflow is fully customizable. Should ESC have 
unique needs or require additional procedures, LanguageLine will work with you to create a tailored 
process. 
 
In addition to our ISO certified workflow, LanguageLine takes many other steps to proactively prevent 
issues from arising. Each team member, whether translator, editor project manager, DTP specialist, QA 
specialist, etc. is continually measured in performance categories specific to their job function.  
Translation quality is maintained through the iterative review and editing steps, enabling translation 
team members to learn from colleagues and develop deep familiarity with each ESC team and partner 
agency’s preferences for translation. This process is repeated with every project performed. 
Additionally, LanguageLine contributes to the professional development of each operations team 
member through performance metrics like customer satisfaction, on-time delivery, and adherence to 
budget. Employees also benefit from ongoing professional training and development. 
 
In the rare instance that an error is reported, our first step is to record the issue in our voice of the 
customer (VOC) system. This application is an integral component of our business system and is closely 
monitored by our Senior Management team. Once we understand the concern, an independent 
translator reviews the feedback reported by our customer. In our experience, feedback most frequently 
meets one of the following: 

 
◼ Is either stylistic or preferential rather than a technical error, 
◼ Improves the translation, but does not reflect the source content, 
◼ Improves the translation, but does not correct an actual error, 
◼ Is not as good as our translation, but is not wrong, and 
◼ Introduces an error. 

 
If an error is found in the independent review, we will fix it immediately at no additional cost to ESC. If 
the issue is preferential or stylistic, we will discuss our findings with ESC and determine what changes, if 
any, should be made. The ultimate resolution will then be documented in our VOC system, the root 
cause determined, corrective action documented, and any required process changes implemented. 
 
Q. vii. Describe Offeror’s ability to meet service. 
 
Today, LanguageLine has over 39 years of experience supporting over 30,000 clients' language solutions 
need through our lines of business, which include over-the-phone interpreting, video remote 
interpreting, onsite interpreting, translation, and interpreter testing and training services. LanguageLine 
is the #1 on-demand interpretation provider in the world and the third largest language service provider 
in the world (source: Common Sense Advisory, 2020). We provide language support in 240 spoken 
languages, including ASL. We serve nearly every industry, including all levels and agencies of the 
government. We currently support thousands of government clients at the federal, state or local level in 
all 50 states and the District of Columbia.  
 
To illustrate our experience and capacity, below are a few examples of our interpretation metrics that 
we have supported our customers with, which include: 
 

◼  
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◼  
 

 
 

 
 

  
 

  
 

  
 

 
  

 
  

 
 

 
R. viii. Describe Offeror’s customer service/problem resolution process. Include hours of operation, 

number of services, etc. 
 
LanguageLine is convinced that an important factor in our success is viewing our clients as partners 
rather than customers. Every step of the way LanguageLine will be there to support ESC’s language 
needs and maintain a hands-on approach to ensure that government entities are always receiving the 
best language access services. 
 
LanguageLine’s Customer Service Department is accessible through a toll-free number 24/7 for all 
services. The department responds to questions related to account maintenance, support tools, billing 
issues, technical questions, and basic product information. We also provide 24/7 technical support. 
 
We also provide a day-to-day dedicated Account Manager, Kelly Mistry, who will serve as your primary 
point of contact and be responsive to your needs by replying to all emails and requests in a timely 
fashion. 
 
To expedite handling of concerns and create a seamless experience for ESC, we developed an online 
"Voice of the Customer" program (VOC) that provides ESC with an opportunity to submit questions and 
feedback 24/7/ 365.  
 
This program was developed to make it easier for customers to share their experiences, positive 
feedback and areas for improvement.  

 
 

This enables 
LanguageLine to address feedback quickly.   
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The majority of “Voice of the Customer” submissions are interpreter commendations. The VOC system is 
another way we maintain our high-quality levels and reduce risk for customers. 
 
 

 
Interpreter Performance Complaints 
Poor performance is rare among our workforce because of the stringent requirements for becoming an 
interpreter. If interpreters fail to meet quality and proficiency standards, the following procedures take 
place: 
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S. ix. Describe Offeror’s invoicing process. Include payment terms and acceptable methods of 
payments. Offerors shall describe any associated fees pertaining to credit cards/p-cards. 

 
 

   
 

 There are no associated fees included with this form 
of payment. 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 
 

 
 

 
T.  x. Describe Offeror’s contract implementation/customer transition plan. 
 
Your dedicated account manager, Kelly Mistry, as well as the implementation team supports ESC during 
the transition process to ensure that language services run smoothly and reliably throughout your 
facilities through the following steps: 
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U. xi. Describe the financial condition of Offeror. 
 
LanguageLine is the global leader in innovative language access solutions. Together with our parent 
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company, Teleperformance, which offers additional language-related products such as off-shore call 
center services, we comprise the largest language services company in the world by any measure. With 
more than 330,000 employees, annual revenue in excess of $6 billion, and 460 worldwide offices in 80 
countries, we have resources to quickly scale to support any needs that our clients might require. 
Per the direction of our parent company, which is listed on the Paris Stock Exchange (Euronext Paris), 
financial information about our organization may be found at: 
 
https://www.teleperformanceinvestorrelations.com/en-us/press-releases-and-
documentation/financial-results 
As it relates specifically to interpretation services, Common Sense Advisory magazine ranked 
LanguageLine #3 globally by revenue on its list of Top Language Services providers in 2020.  
 
 
V. xii. What technology is your organization utilizing to ensure quality? Provide a website link in 

order to review website ease of use, availability, and capabilities related to ordering and 
reporting. Describe the website’s capabilities and functionality. 

 
LanguageLine makes all of its service capabilities and resources known and available through its public 
website, LanguageLine Solutions. In addition to this public website, LanguageLine will also maintain its 
public website for Omnia Partners contract interest and ordering, as detailed earlier in this proposal.  
 
For new and existing customers, LanguageLine has the ability to customize and provide reports that 
meet your needs and requirements. All elements of your interpretation and translation assignments are 
tracked through the following platforms to ensure quality as well as provide transparency from 
beginning to the end of each assignment with LanguageLine.  
 
On-demand Interpretation 
MyLanguageLine™ is our proprietary reporting platform that will provide 24/7/365 access to your 
LanguageLine Solutions phone and video interpreting accounts. Easy to use, this secure, password- 
protected portal offers any authorized ESC staff member accessibility to monitor usage, review calls 
placed, create, download, and schedule analysi
productivity and manage expenses. The 
following sections of this advanced portal 
include:  
 
◼ Billing, Usage, and Language Trends 

Reports  
◼ Invoices – View and Download 
◼ Account Details 
◼ Customer Support 
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In-person Interpretation  
Our state-of-the-art scheduling portal, Interpreter Intelligence, makes it easy to schedule and administer 
your onsite interpretation needs. The portal allows you to manage, monitor, and export reports to save 
time and expense as well as increase productivity. Your entire schedule is at your fingertips 24/7/365. 
 
Through Interpreter Intelligence, ESC has real-time calendar access to all existing and past status 
updates of assignments. From there, you can view the date, time, location, language, the status of an 
assignment, and the interpreter that has been assigned. ESC has the option to receive email notification 
when a job is entered, assigned, and confirmed or cancelled. There is also a color- coding system in 
place for each step of the interpreter assignment and scheduling process. From the moment an 
assignment as been requested, to the moment it has been assigned and then closed, you can track the 
progress by what color level it is in to give you an added level of security and peace of mind. 
 
Customizable Reporting Options 
A key differentiator of Interpreter Intelligence is the capability to create highly customizable reports. We 
understand every client wishes to collect specific information for reporting purposes. Interpreter 
Intelligence has filters in place for you to be able to customize all information that you want to see in 
your account by location, cost, mileage, duration, interpreter notes, appointment details, etc.  
 
Tracking Interpreter Performance 
LanguageLine continuously monitors our interpreters to ensure that they are always professional, 
reliable, and personable. Through our Interpreter Intelligence portal, we ensure that only the most- 
qualified interpreter is assigned to ESC. Our portal has a tracking and rating system that helps us 
monitor our interpreters’ performance. Interpreter Intelligence rating system is dependent on our 
clients. Our clients’ feedback on their experience with our interpreters is recorded and tracked to help 
us identify the ideal interpreters for your future assignments.    
 
Translation 
LanguageLine’s LingoNET portal combines flexibility 
and scalability, with 24/7 access to real time project 
creation, tracking and reporting. End users can make 
reports by assigned a range of dates, and other 
criterion. Common reports we offer include language 
type, project status, word count, financials, and 
client specific fields (department name or PO 
number). We can add other fields of your choosing. 
 
 Our LingoNET web portal was specifically designed 
to make it extremely easy for large, global 
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organizations to dispatch projects for translation from anywhere in the world and then monitor or 
manage them centrally. It is also the framework for all of our automated translation solutions.  

 
 

 
 

 
Your dedicated Account Executive, Kelly Mistry, is happy to assist in setting up ESC accounts to 
demonstrate our portals ease of use, availability, and capabilities related to ordering and reporting. 
 
W. xiii. Describe what types of reporting are available. Include sample reports and explain how 

Region 4 ESC and Participating Public Agency will be able to access and create reports. 
 
As mentioned in our response to the above question, LanguageLine’s reporting capabilities are highly 
customizable for every service offered to ESC in order to meet your needs and requirements. Our 
customized billing and online reporting system provide ESC and Participating Public Agency access to 
track and create all elements of your interpretation and translation assignments through our portals, 
24/7.  Should ESC or a Participating Agency require reports that they are unable to generate on their 
own through our portals, LanguageLine also has a fully staffed reporting team to assist with routine or 
ad-hoc reporting needs.  
 
LanguageLine will provide a dedicated account management team that will work with ESC and 
Participating Public Agency to establish individual accounts under the contract. Our customized billing 
and online reporting system provides ESC with the opportunity to view usage through monthly invoices 
or in real-time through our portals. 
 
Invoices are issued each month and contain all details related to interpretation and translation usage. 
Region 4 ESC can choose to receive invoices in e-bill or hard copy format.  
 
Please see our attached sample reports. 
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Exhibit B 
Administration Agreement, Example 

ADMINISTRATION AGREEMENT 

THIS ADMINISTRATION AGREEMENT (this “Agreement”) is made this ___ day of 
______ 20__, between National Intergovernmental Purchasing Alliance Company, a Delaware 
corporation d/b/a OMNIA Partners, Public Sector (“OMNIA Partners”), and ________________ 
(“Supplier”). 

RECITALS 

 WHEREAS, the ___________________ (the “Principal Procurement Agency”) has 
entered into a Master Agreement effective _________________, Agreement No_______, by and 
between the Principal Procurement Agency and Supplier, (as may be amended from time to time 
in accordance with the terms thereof, the “Master Agreement”), as attached hereto as Exhibit A 
and incorporated herein by reference as though fully set forth herein, for the purchase of 
____________________________ (the “Product”); 

 WHEREAS, said Master Agreement provides that any or all public agencies, including state 
and local governmental entities, public and private primary, secondary and higher education 
entities, non-profit entities, and agencies for the public benefit (collectively, “Public Agencies”), 
that register (either via registration on the OMNIA Partners website or execution of a Master 
Intergovernmental Cooperative Purchasing Agreement, attached hereto as Exhibit B) (each, 
hereinafter referred to as a “Participating Public Agency”) may purchase Product at prices 
stated in the Master Agreement; 

 WHEREAS, Participating Public Agencies may access the Master Agreement which is 
offered through OMNIA Partners to Public Agencies; 

 WHEREAS, OMNIA Partners serves as the cooperative contract administrator of the Master 
Agreement on behalf of Principal Procurement Agency; 

 WHEREAS, Principal Procurement Agency desires OMNIA Partners to proceed with 
administration of the Master Agreement; and 

 WHEREAS, OMNIA Partners and Supplier desire to enter into this Agreement to make 
available the Master Agreement to Participating Public Agencies and to set forth certain terms 
and conditions governing the relationship between OMNIA Partners and Supplier. 

 NOW, THEREFORE, in consideration of the payments to be made hereunder and the mutual 
covenants contained in this Agreement, OMNIA Partners and Supplier hereby agree as follows: 

DEFINITIONS 

1. Capitalized terms used in this Agreement and not otherwise defined herein shall have
the meanings given to them in the Master Agreement. 

TERMS AND CONDITIONS 

2. The Master Agreement and the terms and conditions contained therein shall apply to
this Agreement except as expressly changed or modified by this Agreement.  Supplier 
acknowledges and agrees that the covenants and agreements of Supplier set forth in the 

Language Line Services, Inc.



Version May 27, 2021 

solicitation and Supplier’s response thereto resulting in the Master Agreement are incorporated 
herein and are an integral part hereof. 

3. OMNIA Partners shall be afforded all of the rights, privileges and indemnifications
afforded to Principal Procurement Agency by or from Supplier under the Master Agreement, and 
such rights, privileges and indemnifications shall accrue and apply with equal effect to OMNIA 
Partners, its agents, employees, directors, and representatives under this Agreement including, 
but not limited to, Supplier’s obligation to obtain appropriate insurance. 

4. OMNIA Partners shall perform all of its duties, responsibilities and obligations as the
cooperative contract administrator of the Master Agreement on behalf of Principal Procurement Agency as set 
forth herein, and Supplier hereby acknowledges and agrees that all duties, responsibilities and obligations will 
be undertaken by OMNIA Partners solely in its capacity as the cooperative contract administrator under the 
Master Agreement. 

5. With respect to any purchases by Principal Procurement Agency or any Participating
Public Agency pursuant to the Master Agreement, OMNIA Partners shall not be: (i) construed as 
a dealer, re-marketer, representative, partner or agent of any type of the Supplier, Principal 
Procurement Agency or any Participating Public Agency; (ii) obligated, liable or responsible for 
any order for Product made by Principal Procurement Agency or any Participating Public Agency 
or any employee thereof under the Master Agreement or for any payment required to be made 
with respect to such order for Product; and (iii) obligated, liable or responsible for any failure by 
Principal Procurement Agency or any Participating Public Agency to comply with procedures or 
requirements of applicable law or the Master Agreement or to obtain the due authorization and 
approval necessary to purchase under the Master Agreement. OMNIA Partners makes no 
representation or guaranty with respect to any minimum purchases by Principal Procurement 
Agency or any Participating Public Agency or any employee thereof under this Agreement or the 
Master Agreement. 

6. OMNIA Partners shall not be responsible for Supplier’s performance under the Master
Agreement, and Supplier shall hold OMNIA Partners harmless from any liability that may arise 
from the acts or omissions of Supplier in connection with the Master Agreement. 

7. Supplier acknowledges that, in connection with its access to OMNIA Partners
confidential information and/or supply of data to OMNIA Partners, it has complied with and shall 
continue to comply with all laws, regulations and standards that may apply to Supplier, including, 
without limitation: (a) United States federal and state information security and privacy statutes, 
regulations and/or best practices, including, without limitation, the Gramm-Leach-Bliley Act, the 
Massachusetts Data Security Regulations (201 C.M.R. 17.00 et. seq.), the Nevada encryption 
statute (N.R.S. § 603A), the California data security law (Cal. Civil Code § 1798.80 et. seq.) and 
California Consumer Privacy Act (Cal. Civil Code § 1798.100 et. seq.); and (b) applicable industry 
and regulatory standards and best practices (collectively, “Data Regulations”).     

With regard to Personal Information that Supplier collects, receives, or otherwise 
processes under the Agreement or otherwise in connection with performance of the Agreement, 
Supplier agrees that it will not: (i) sell, rent, release, disclose, disseminate, make available, 
transfer, or otherwise communicate orally, in writing, or by electronic or other means, such 
Personal Information to another business or third party for monetary or other valuable 
consideration; or (ii) retain, use, or disclose such Personal Information outside of the direct 
business relationship between Supplier and OMNIA Partners or for any purpose other than for 
the specific purpose of performance of the Agreement, including retaining, using, or disclosing 
such Personal Information for a commercial purpose other than for performance of the 
Agreement. By entering into the Agreement, Supplier certifies that it understands the specific 
restrictions contained in this Section 7 and will comply with them. For purposes hereof, “Personal 
Information” means information that identifies, relates to, describes, is reasonably capable of 
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being associated with, or could reasonably be linked, directly or indirectly, with a particular 
consumer or household, and includes the specific elements of “personal information” as defined 
under Data Regulations, as defined herein. Supplier will reasonably assist OMNIA Partners in 
timely responding to any third party “request to know” or “request to delete” (as defined pursuant 
to Data Regulations) and will promptly provide OMNIA Partners with information reasonably 
necessary for OMNIA Partners to respond to such requests. Where Supplier collects Personal 
Information directly from Public Agencies or others on OMNIA Partners’ behalf, Supplier will 
maintain records and the means necessary to enable OMNIA Partners to respond to such 
requests to know and requests to delete. 

8. 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. OMNIA PARTNERS SHALL NOT BE 
LIABLE IN ANY WAY FOR ANY SPECIAL, INCIDENTAL, INDIRECT, CONSEQUENTIAL, 
EXEMPLARY, PUNITIVE, OR RELIANCE DAMAGES, EVEN IF OMNIA PARTNERS IS 
ADVISED OF THE POSSIBILITY OF SUCH DAMAGES.  

TERM OF AGREEMENT; TERMINATION 

9. This Agreement shall be in effect so long as the Master Agreement remains in effect,
provided, however, that the provisions of Sections 3 – 8 and 11 – 22, hereof and the 
indemnifications afforded by the Supplier to OMNIA Partners in the Master Agreement, to the 
extent such provisions survive any expiration or termination of the Master Agreement, shall 
survive the expiration or termination of this Agreement. 

NATIONAL PROMOTION 

10. OMNIA Partners and Supplier shall publicize and promote the availability of the
Master Agreement’s products and services to Public Agencies and such agencies’ employees. 
Supplier shall require each Public Agency to register its participation in the OMNIA Partners 
program by either registering on the OMNIA Partners website 
(www.omniapartners.com/publicsector) or executing a Master Intergovernmental Cooperative 
Purchasing Agreement prior to processing the Participating Public Agency’s first sales order. 
Upon request, Supplier shall make available to interested Public Agencies a copy of the Master 
Agreement and such price lists or quotes as may be necessary for such Public Agencies to 
evaluate potential purchases. 

11. Supplier shall provide such marketing and administrative support as set forth in the
solicitation resulting in the Master Agreement, including assisting in development of marketing 
materials as reasonably requested by Principal Procurement Agency and OMNIA Partners. 
Supplier shall be responsible for obtaining permission or license of use and payment of any 
license fees for all content and images Supplier provides to OMNIA Partners or posts on the 
OMNIA Partners website. Supplier shall indemnify, defend and hold harmless OMNIA Partners 
for use of all such content and images including copyright infringement claims. Supplier and 
OMNIA Partners each hereby grant to the other party a limited, revocable, non-transferable, non-
sublicensable right to use such party’s logo (each, the “Logo”) solely for use in marketing the 
Master Agreement. Each party shall provide the other party with the standard terms of use of such 
party’s Logo, and such party shall comply with such terms in all material respects.  Both parties 
shall obtain approval from the other party prior to use of such party’s Logo.   Notwithstanding the 
foregoing, the parties understand and agree that except as provided herein neither party shall 
have any right, title or interest in the other party’s Logo.  Upon termination of this Agreement, 
each party shall immediately cease use of the other party’s Logo. 

ADMINISTRATIVE FEE, REPORTING & PAYMENT 

http://www.omniapartners.com/publicsector
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12. An  “Administrative Fee” shall be defined and due to OMNIA Partners from Supplier in the
amount of __ percent (__%) (“Administrative Fee Percentage”) multiplied by the total purchase amount paid 
to Supplier, less refunds, credits on returns, rebates and discounts, for the sale of products and/or services to 
Principal Procurement Agency and Participating Public Agencies pursuant to the Master Agreement (as 
amended from time to time and including any renewal thereof) (“Contract Sales”).  From time to time the 
parties may mutually agree in writing to a lower Administrative Fee Percentage for a specifically identified 
Participating Public Agency’s Contract Sales.   

13. Supplier shall provide OMNIA Partners with an electronic accounting report monthly, in the
format prescribed by OMNIA Partners, summarizing all Contract Sales for each calendar month.  The Contract 
Sales reporting format is provided as Exhibit C (“Contract Sales Report”), attached hereto and incorporated 
herein by reference. Contract Sales Reports for each calendar month shall be provided by Supplier to OMNIA 
Partners by the 10th day of the following month.  Failure to provide a Contract Sales Report within the time 
and manner specified herein shall constitute a material breach of this Agreement and if not cured within thirty 
(30) days of written notice to Supplier shall be deemed a cause for termination of the Master Agreement, at 
Principal Procurement Agency’s sole discretion, and/or this Agreement, at OMNIA Partners’ sole discretion. 

14. Administrative Fee payments are to be paid by Supplier to OMNIA Partners at the frequency
and on the due date stated in Section 13, above, for Supplier’s submission of corresponding Contract Sales 
Reports. Administrative Fee payments are to be made via Automated Clearing House (ACH) to the OMNIA 
Partners designated financial institution identified in Exhibit D.   Failure to provide a payment of the 
Administrative Fee within the time and manner specified herein shall constitute a material breach of this 
Agreement and if not cured within thirty (30) days of written notice to Supplier shall be deemed a cause for 
termination of the Master Agreement, at Principal Procurement Agency’s sole discretion, and/or this 
Agreement, at OMNIA Partners’ sole discretion. All Administrative Fees not paid when due shall bear interest 
at a rate equal to the lesser of one and one-half percent (1 1/2%) per month or the maximum rate permitted by 
law until paid in full. 

15. Supplier shall maintain an accounting of all purchases made by Participating Public Agencies
under the Master Agreement.  OMNIA Partners, or its designee, in OMNIA Partners’ sole discretion, reserves 
the right to compare Participating Public Agency records with Contract Sales Reports submitted by Supplier 
for a period of four (4) years from the date OMNIA Partners receives such report.  In addition, OMNIA Partners 
may engage a third party to conduct an independent audit of Supplier’s monthly reports.  In the event of such 
an audit, Supplier shall provide all materials reasonably requested relating to such audit by OMNIA Partners 
at the location designated by OMNIA Partners. In the event an underreporting of Contract Sales and a resulting 
underpayment of Administrative Fees is revealed, OMNIA Partners will notify the Supplier in writing. 
Supplier will have thirty (30) days from the date of such notice to resolve the discrepancy to OMNIA Partners’ 
reasonable satisfaction, including payment of any Administrative Fees due and owing, together with interest 
thereon in accordance with Section 13, and reimbursement of OMNIA Partners’ costs and expenses related to 
such audit. 

GENERAL PROVISIONS 

16. This Agreement, the Master Agreement and the exhibits referenced herein supersede
any and all other agreements, either oral or in writing, between the parties hereto with respect to 
the subject matter hereto and no other agreement, statement, or promise relating to the subject 
matter of this Agreement which is not contained or incorporated herein shall be valid or binding. 
In the event of any conflict between the provisions of this Agreement and the Master Agreement, 
as between OMNIA Partners and Supplier, the provisions of this Agreement shall prevail.   

17. If any action at law or in equity is brought to enforce or interpret the provisions of this
Agreement or to recover any Administrative Fee and accrued interest, the prevailing party shall 
be entitled to reasonable attorney’s fees and costs in addition to any other relief to which it may 
be entitled. 
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18. This Agreement and OMNIA Partners’ rights and obligations hereunder may be
assigned at OMNIA Partners’ sole discretion to an affiliate of OMNIA Partners, any purchaser of 
any or all or substantially all of the assets of OMNIA Partners, or the successor entity as a result 
of a merger, reorganization, consolidation, conversion or change of control, whether by operation 
of law or otherwise.  Supplier may not assign its obligations hereunder without the prior written 
consent of OMNIA Partners. 

19. All written communications given hereunder shall be delivered by first-class mail, postage
prepaid, or overnight delivery on receipt to the addresses as set forth below. 

A. OMNIA Partners: 

OMNIA Partners 
Attn: President 
840 Crescent Centre Drive 
Suite 600 
Franklin, TN 37067 

B. Supplier: 
____________________ 
____________________ 
____________________ 
____________________ 

20. If any provision of this Agreement shall be deemed to be, or shall in fact be,
illegal, inoperative or unenforceable, the same shall not affect any other provision or provisions herein 
contained or render the same invalid, inoperative or unenforceable to any extent whatever, and this 
Agreement will be construed by limiting or invalidating such provision to the minimum extent 
necessary to make such provision valid, legal and enforceable. 

21. This Agreement may not be amended, changed, modified, or altered without
the prior written consent of the parties hereto, and no provision of this Agreement may be discharged 
or waived, except by a writing signed by the parties.  A waiver of any particular provision will not be 
deemed a waiver of any other provision, nor will a waiver given on one occasion be deemed to apply 
to any other occasion.  

22. This Agreement shall inure to the benefit of and shall be binding upon OMNIA
Partners, the Supplier and any respective successor and assign thereto; subject, however, to the 
limitations contained herein. 

23. This Agreement will be construed under and governed by the laws of the State of
Delaware, excluding its conflicts of law provisions and any action arising out of or related to this 
Agreement shall be commenced solely and exclusively in the state or federal courts in Williamson 
County Tennessee. 

24. This Agreement may be executed in counterparts, each of which is an original but all

of which, together, shall constitute but one and the same instrument. The exchange of copies of 
this Agreement and of signature pages by facsimile, or by .pdf or similar electronic 
transmission, will constitute effective execution and delivery of this Agreement as to the 
parties and may be used in lieu of the original Agreement for all purposes. Signatures of the 

Language Line Services, Inc.
1 Lower Ragsdale Drive,
Building 2
Monterey, CA 93940
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parties transmitted by facsimile, or by .pdf or similar electronic transmission, will be deemed 
to be their original signatures for any purpose whatsoever. 

[INSERT SUPPLIER ENTITY NAME] NATIONAL 
INTERGOVERNMENTAL 
PURCHASING ALLIANCE 
COMPANY, A DELAWARE 
CORPORATION D/B/A OMNIA 
PARTNERS, PUBLIC SECTOR 

Signature Signature 
Sarah Vavra 

Name Name 
Sr. Vice President, Public Sector 
Contracting 

Title Title 

Date Date 
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Tab 4 – Qualification and Experience  
a. References  

i. Provide a brief history of the Offeror, including year it was established and corporate office 
location. Include number of translators and/or interpreters. 

 
For over 39 years, LanguageLine Solutions (LanguageLine) has been providing language access services 
for Limited English Proficient (LEP), Deaf, and Hard-of-Hearing population. Our roots can be traced back 
to a volunteer venture that began in San Jose, California in 1982. As Southeast Asian refugees migrated 
to the San Jose area, language and cultural barriers quickly proved to be significant problems for the 
new arrivals and local officials alike. Providing basic and essential services like healthcare, utilities, and 
emergency services was problematic and inefficient. A San Jose police officer and an ex-Marine Corps 
interpreter devised a volunteer-based telephone interpreting service that put police officers in touch 
with trained interpreters so that they could communicate with San Jose's Vietnamese speaking 
residents. 
 
Today we support 30,000 customers’ needs worldwide through our lines of business, which include 
over-the-phone interpreting, video remote interpreting, onsite interpreting, translation, localization, 
and interpreter testing and training services. We provide 15,000 on-demand interpreters, over 8,969 in-
person interpreters, and 5,000 translators in over 240 spoken languages as well as various sign 
languages. We serve nearly every industry, including thousands of customers at all levels and agencies 
of the government, education (including 7,000 school districts nationally), financial services and banks, 
healthcare and hospitals, insurance, consumer and retail, and travel. 
 
LanguageLine’s corporate office is in 1 Lower Ragsdale Drive, Bldg. 2, Monterey CA 93940. 
 

ii. Describe Offeror’s reputation in the marketplace. 

LanguageLine Solutions is ranked the 3rd largest Language Service Provider in the world based on 
revenue in Common Sense Advisory’s (CSA) “2020 Rankings of Largest LSPs in the World.” CSA is 
recognized as the worldwide expert consulting and research firm for the language services space. 
 
According to Nimdzi’s latest Interpreting Index, LanguageLine is ranked the largest interpretation 
provider in the world, four times larger than our nearest competitor (CyraCom). After CyraCom, we are 
larger than the next 9 interpreting providers combined. In Nimdzi’s “2021 Top 100 LSPs” report, 
LanguageLine ranks as 3rd largest Language Service Provider in the world based on revenue. 
 
LanguageLine is listed as the top ranked Leader in Slator’s “2021 Language Service Provider Index” and is 
ranked third largest in this index. Slator also listed LanguageLine as a core provider of interpretation in 
the medical sector. 
 

iii. Describe Offeror’s reputation of products and services in the marketplace. 

 

LanguageLine is the #1 OPI provider and #3 onsite provider in the world according the Common Sense 
Advisory. As the global leader in language access services, LanguageLine continues to be honored by 
both the industry and the business communities in recognition of our continued commitment to our 
clients. The following awards are a testament to the reputation of our products and services in the 
marketplace: 
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Frost & Sullivan Best Practices Awards 

• Market Leadership Award in the Global Language Services and Translation Industry, 2021 

• Market Leadership Award in the Global Language Services and Translation Industry, 2020 

 

Gold Stevie® Award 

• Gold Stevie Award for Company of the Year – Business Services Category, 2019 

 

Silver Stevie® Award 

• Silver Stevie Award for Scott W. Klein – Executive of the Year, 2018 

• Silver Stevie Award for the App & Mobile Website Category – InSight for Smartphone, 2018 

• Silver Stevie Award for the Communications Department of the Year, 2017 

• Silver Stevie Award for Innovation of the Year – Business Products and Services Industries, 2017 

• Silver Stevie Award for Innovation of the Year – Olympus, 2016 

 

Bronze Stevie® Award 

• Bronze Stevie Award for Company of the Year, 2018 

 

Stevie® Awards/People’s Choice Award 

• Stevie Award, eLPT, People’s Choice Award for Favorite New Products, 2015 

 

The CIO 100 

• LanguageLine was included in The CIO 100 in 2018 

 

Best in Biz Award 

• Silver Award, Most Innovative Company of the Year, 2015 

 

iv. Describe the experience and qualification of key employees. 

An important factor in LanguageLine’s success is that we view our clients as partners rather than 
customers. Every step of the way, LanguageLine will provide a dedicated account management team 
that will be there to support your language needs, setting up your account, implementing your 
modalities, and maintain a hands-on approach to ensure that you are always receiving the best language 
access services. The following key employees will support ESC throughout the life of your contract with 
LanguageLine: 
 









Region 4 Education Service Center  Solicitation Number 21-06 

© 2021 LanguageLine Solutions Proprietary and Confidential  www.LanguageLine.com Page 47 

◼ Benefits Enrolment: LanguageLine works with public sector customers who require support with 
enrolment in Medicaid/Medi-Cal and other types of benefits related enrolment interpretation 
and translation of related content. 

◼ K-12 Schools – We support thousands of school districts around the country, in major cities to 
small independent school districts, promoting increased participation of LEP parents in their 
children’s education and promoting compliance with language access mandates with statutes 
like IDEA, ADA, ESSA and EEOA.   

◼ Courts and Corrections – LanguageLine helps support language access for municipal, county, 
district, state, and federal courts, removing bottlenecks created by language barriers and 
ensuring access to the justice system for LEP persons and their families. Common applications 
for language services include general information, arraignments, hearings, parole, 
communication with family members, online content, and improving overall efficiency in 
crowded court systems  

◼ 911 Services – Nearly 3,000 agencies throughout North America rely on 24 hour a day, 7 day a 
week access to LanguageLine’s trained 911 interpreters to facilitate quick, concise 
communication during emergency situations. The LanguageLine team handles over 2 million 
emergency calls annually.   The company is an active member of both the National Emergency 
Number Association (NENA) and the Association of Public Safety Communication Officials (APCO 
International) and provides cross-cultural training at their state and national conferences to 
better prepare front line telecommunicators to communicate with LEP callers.   

◼ 311 Services – We provide 24 hour a day, 7 day a week, 365 day a year contact center support 
to the largest centers including New York City, Philadelphia, Chicago, and Denver, enabling 
centers to efficiently provide service to all callers, regardless of language, promoting efficient 
access to city services. 

◼ 211 Services – Through a strategic partnership with the Association of Information and Referral 
Services (AIRS), LanguageLine provides over three hundred 211 contact centers and their 
information and referral community colleagues throughout North America access to a range of 
language services.  Highly trained 211 specialists query callers about their situations and connect 
them with social service providers offering mental health services, housing and utilities support, 
health, job training, veteran’s assistance, food aid and more.  

◼ Social Services Agencies - LanguageLine supports hundreds of city and county social service 
providers, who are targeting individuals, families and communities.  LanguageLine linguists apply 
their interpreter training in medical, legal and customer service to improve communication with 
some of society’s most vulnerable members, often involved in benefit administration, public 
outreach and community hotlines. 

◼ Protective Services Agencies – We serve services supporting children, women and the elderly, 
including both scheduled interviews and 24/7 support for personnel engaged in home visits and 
field work. 

◼ Housing Administration – Linguists support the needs of clients to communicate with their 
constituents for the day to day needs of public housing management and eligibility 
determinations. 

◼ Labor/Employment Services – LanguageLine works with agencies supporting unemployment 
programs, worker training, fair hearings and appeals, and overall program administration.  
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◼ Federal Agencies- starting with the U.S. Department of Justice in 1991, LanguageLine’s on-
demand interpretation and translation services now serve as a vital communication tool in 
complex interactions for other federal agencies like U.S. Citizenship and Immigration Services, 
and colossal disaster recovery demands for FEMA and the American Red Cross.  LanguageLine 
has clients in nearly all branches of the Armed Forces and Veterans Administration, as well as 
the Department of Homeland Security, Department of Health and Human Services and 
Department of Labor, among others 

 
In addition to working directly with government agencies, LanguageLine also supports companies that 
serve the government through service contracts and customer service applications. Typically, these 
support large government programs and provide the efficiencies of a centralized interpretation center.   
 

vi. Elaborate on your company’s ability to customize solutions for remote interpretation in light of the 
post Covid-19. 

 
LanguageLine has had exceptional availability, support and reliability for our customers throughout the 
Covid-19 pandemic. As the pandemic unexpectedly forced millions of lives to change and thousands of 
businesses around the country – and world – to quickly adapt in spring 2020, LanguageLine maintained 
full ability to support our customers with zero downtime of our services. At no time during the Covid-19 
pandemic, including in the chaotic first days of the pandemic in March-April 2020, were LanguageLine’s 
operations or ability to support our customers with remote interpretation services impacted.  
 
During the pandemic, many of our closest competitors were unable to support their customers’ 
interpretation needs. In fact, many of our former customers who had left LanguageLine in previous 
years due to lower per minute rates with other interpretation providers returned to LanguageLine in the 
spring of 2020. In the months since Covid-19 began, we have heard from many of our returning 
customers that they were experiencing unreasonably long connection times with other language service 
providers, and that many of our competitors had lost the ability to support diverse language mixes. 
Some other language service providers stopped being able to support most interpretation requests 
during the first weeks of the pandemic.  
 
In the early days of the pandemic, LanguageLine seamlessly routed all calls to our network of 
geographically dispersed interpreters, while upholding our stringent safety and security requirements 
through our established work-at-home screening requirements and policies. The result was no 
difference in our ability to deliver on-demand services. In fact, the connect times for many of our 
languages during March-April were shorter than our typical low average connect times, and far shorter 
than our SLAs. LanguageLine also made our over-the-phone, video remote, and onsite interpretation 
services available through most virtual platforms like Zoom, Webex, Amwell, Google Meet, and many 
more.  
 
LanguageLine was prepared for Covid-19, and our customers continued to depend on our services 
without the fear being unable to connect to an interpreter. Thanks to our Business Continuity and 
Disaster Recovery plan and the pandemic preparations we made years ago, LanguageLine’s business 
model is designed to maintain full availability of services during pandemic scenarios. That model has 
been proven to be effective during the Covid-19 events of 2020. 
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vii. What certifications are held? Are you HITRUST certified? 
 
LanguageLine acknowledges the importance of following a business management system that 
consistently delivers quality performance throughout our client’s language access program by having the 
following certifications: 
 
LanguageLine’s Translation & Localization division: 

◼ ISO 9001:2015 - international standard that specifies the requirements for a quality 
management system. 

◼ ISO 17100:2015 - specifies requirements for all aspects of the translation process affecting the 
quality and delivery of translation services. 

◼ ISO 18587:2017 - provides requirements for the process of full, human post-editing of machine 
translation output and post-editors’ competences. 

 
Onsite Interpreting division: 

◼ ISO 9001:2015 - international standard that specifies the requirements for a quality 
management system. 

 
ASTM International: 
LanguageLine is the only language service provider to be certified for the following: 

◼ ASTM F3130-18 Standard Practice for Language Service Companies 
◼ ASTM F2089-15 Standard Practice for Language Interpreting for our phone and video 

interpretation services 
 
LanguageLine is currently in the process of obtaining HiTrust certification.  
 

viii. Do you employ or contract your translators and/or interpreter? 

Approximately 95% of our call volume is taken by LanguageLine CertifiedSM employee interpreters and 
approximately 5% of our call volume is handled by LanguageLine CertifiedSM independent contractor 
interpreters, to ensure coverage 24/7/365, particularly in rare languages.  
 
For our translation services, like many of our competitors, we do not outsource project management, 
localization engineering, desktop publishing, or quality assurance. Centralizing our production staff 
results in superior communication and coordination, allowing us to achieve aggressive timelines and 
prompt responses to every inquiry. LanguageLine relies on a combination of employee linguists and 
independent contract linguists that make up over 5,000 linguists.  
 
All of our independent contracted interpreters and translators must go through the same testing, 
training, and quality assurance monitoring as employee interpreters. Also, all of our interpreters and 
translators are required to sign and comply with our corporate confidentiality and non-disclosure 
agreements on an annual, recurring basis. 
 

ix. What is your procedure for evaluating qualified linguists? What type of quality standards do you 
hold? Describe training and certification in detail. 

 

ON-DEMAND INTERPRETER QUALIFICATIONS 
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ONSITE INTERPRETER QUALIFICATIONS  

LanguageLine interpreter recruiting process is rigorous and integral to providing the highest quality 
interpretation to our valued customers.  
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TRANSLATOR QUALIFICATIONS 
As an ISO 17100 certified company, LanguageLine is extremely selective when onboarding translators.  
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x. What checks and balances do you hold to ensure translation accuracy? 

LanguageLine believes that translation accuracy goes hand in hand with translation quality; and, as with 
translation quality, is dependent on both the skill of the translators and the amount of quality assurance 
(QA) that is performed. Our standard ISO certified workflow requires three distinct linguistic steps 
(translate, copy-edit, proofread), DTP, a 100% QA review, and high-touch Project Management. In 
addition, three controls are in place to ensure consistency and accuracy on every project. First, 
translation memory tools, including terminology lists and glossaries are used on every project. Second, 
our copyeditors are specifically instructed that a key responsibility of their review is to unify any 
inconsistencies in the translations performed by different translators. Lastly, LanguageLine will only ever 
use a dedicated team of linguists. Over time, these accomplished professionals will become familiar with 
ESC’s preferences and will therefore be able to produce consistent translations from one project to the 
next. 
 
Also, as an ISO 9001:2015 and 17100:2015-05 certified business, LanguageLine is required to measure 
translator quality and proficiency, at least quarterly, to assess whether individual translators and 
agencies continue to meet our rigorous quality standards. To comply with this requirement, every 
reported defect is recorded in our project management system and the disposition determined. For 
actual errors, the root cause is identified, and corrective action specified.  

 
 

xi. Where are your interpreters and/or call centers located? Include a listing of off-shore and/or US-
Based locations. 

 
LanguageLine has a state-of-the-art platform called Olympus that creates a virtual call center for our 
15,000 on-demand interpreters. This model allows us to hire the best interpreters, regardless of 
location. Our work process is built around this model, so all our interpreters are part of the same 
workflow and are monitored in the same ways to ensure the best quality and consistency of service. 
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We have specifically chosen this business model because we believe it provides the best results for our 
clients. With a hybrid global call center and work-at-home interpreter model, we can keep connection 
times low in all languages and avoid catastrophic impacts due to man-made, natural, or health-related 
events. Our ability to respond to interpreter requests within seconds, even during busy seasons and 
periods of volume increases, is thanks to our ability to schedule different interpreters to answer calls in 
different locations around the world in different time zones. Also, in the case of a power outage or other 
disaster, interpreters are not in single centralized locations and thus provide valuable redundancy to our 
services.  
 

 
 

 
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  

 
 

 
 

 
xii. Describe your continuity plan for unforeseen disasters. 

 
LanguageLine is committed to maintaining an “up-to-the-minute” Business Continuity Plan that protects 
the privacy of our clients’ information and the integrity and availability of our services in this fast paced 
and ever-changing technology driven environment. Our Business Continuity and Disaster Recovery Plan 
covers all areas of our business and operations. A full copy of our Business Continuity Plan can be 
viewed at our headquarters in Monterey, California.  
 
BUSINESS CONTINUITY PLAN BY SERVICE: 
 
On Demand Interpretation Services (Phone and Video) 

 
 

 
 





Region 4 Education Service Center  Solicitation Number 21-06 

© 2021 LanguageLine Solutions Proprietary and Confidential  www.LanguageLine.com Page 60 

  
 

  
 

  
  

 
  

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

  
 

  
 

  
 

  
 

  
 

 
 

 
 
 

 
 
 
 
 



Region 4 Education Service Center  Solicitation Number 21-06 

© 2021 LanguageLine Solutions Proprietary and Confidential  www.LanguageLine.com Page 61 

 
 

 
 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

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

officers and directors. 
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xiv. Is your company compliant with HIPAA requirements? How is data security monitored and 

protected? (Patient names, SSN, credit card info, etc.) 
 
LanguageLine adheres to specific laws and regulations to support our partners and enable them to 
continually ensure compliance with federal and state regulations, equal access laws, and accreditation 
body standards, including but not limited to: 
 

◼ Health Insurance Portability and Accountability Act of 1996 (HIPAA) 
◼ Health & Human Services/Centers for Medicare & Medicaid Services (CMS) 
◼ CLAS standards 
◼ Fraud, Waste, and Abuse (FWA) 
◼ Title VI of the Civil Rights Act of 1964 (Title VI) 
◼ Americans with Disabilities Act (ADA) 
◼ Affordable Care Act of 2010 (ACA) 
◼ The Joint Commission 

 
LanguageLine supports more than 30,000 clients, including almost all of the largest healthcare systems, 
banks, and insurance companies in the U.S. In order to be trusted with their PHI, PII, and IP, these 
organizations require that our facilities, systems, and people are secure and that rigorous controls are in 
place to protect their data. They also perform hundreds of IT and Security audits every year; without any 
major findings, to confirm that we remain compliant. 
 
We take every precaution to ensure the security of our information infrastructure.  
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xv. Is you 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 you plan and timeframe to become BEI and/or RID certified? 

 
Yes, LanguageLine is complaint with Board for Evaluation for Interpreters (BEI) and Registry of 
Interpreters for the Deaf (RID) requirements. 
 
All LanguageLine ASL interpreters must meet at least one of the following certification requirements 
(which may vary depending on state requirements): 

◼ NIC, NIC Advanced, or NIC Master RID CI, CT, IC/TC, CSC, SC:L or MCSC 
◼ NAD (Levels 3-5) 
◼ BEI (Levels 3-5, Advanced or Master) 

 
xvi. Explain your privacy, confidentiality, and security practices including encryption, nondisclosure 

information and/or agreement documents(s), server locations, and breach protocols. 
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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. 
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xviii. Provide any additional information relevant to this section. 

 
OVER-THE-PHONE INTERPRETATION 
LanguageLine’s over-the-phone interpretation (OPI) provides ESC on-demand, quick accesses to nearly 
15,000 of our highly qualified interpreters, 24/7/365, in more than 240 languages.  
 
We have a workforce management team in place that schedule interpreters using short and long-term 
forecasting methods to ensure 24/7 coverage of interpreters and to maintain rapid connect times in all 
languages we offer. Our technical platform features intelligent call routing, which further minimizes wait 
times to an interpreter.  

. Olympus also provides us with the ability to rapidly scale 
as needed to always maintain full availability to our customers, even during periods of increased 
demand or unforeseen events.  

 
 

 
Our over-the-phone interpreting service utilizes both human and automated call audio quality metrics. 
We implemented an automated audio quality monitoring tool at the hosted ACD that analyzes inbound 
and outbound quality metrics to score on a Mean Opinion Score (MOS) Scale. These results are 
aggregated to provide average and outlier reports that permit adjustments and identify trouble spots 
and carrier issues to guarantee quality automated calls. Additionally, we operate an interpreter test bed 
to run independent monitoring and score for subtle call quality to replicate our existing system 
component configuration. Finally, we have regular call calibration scoring sessions run by our operations 
and technology teams to independently monitor calls for best possible audio quality and IVR/ACD 
functionality. 
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VIDEO REMOTE INTERPRETATION 
LanguageLine’s video interpreting application, InSight, enables ESC access to on-demand interpretation 
to 15,000 of our interpreters. InSight is portable, user-friendly, and allows for efficient, effective, and 
highly secure conversations to flow between ESC staff and the Limited English Proficient, Deaf, and 
Hard-of-Hearing communities.  

 
 

 
By using our state-of-the-art video solution, ESC will benefit from immediate access to on-demand 
interpreters in 41 languages, including ASL as well as over 240 languages via the audio option within the 
application.  

 
 

 
 

 
InSight is natively encrypted, which means that it delivers calls securely and safely without the need to 
invest in expensive hardware or software to secure calls. InSight is designed to work on a variety of 
devices, including iPads, mobile phones, tablets, PCs, and Apple computers. This ensures that ESC’s 
personnel will have the opportunity to connect to videos anywhere one is needed 
While customers are required to meet device specifications and provide adequate network bandwidth, 
LanguageLine maintains its rigorous video and audio quality standards in several ways. First, our dual 
core system delivers high quality video at 30 frames per second – critical for ensuring quality especially 
for sign language calls – at a rate of 384Kbps, on a software that is continuously monitored upon 
connection. Next, for the virtualized components of the LanguageLine platform, we maintain a hardware 
independent restoration and recovery capability. Operations procedures and guidelines are in place to 
clearly define the baseline for critical assets, such as DNS servers, routers, and firewalls, all of which are 
reviewed quarterly by operations management. Additionally, we conduct third party vulnerability scans 
on a regular basis. If the scan reveals vulnerability, immediate action is taken to mitigate it. Finally, 
quarterly capacity planning meetings are used to evaluate the platform as well as to determine future 
needs and enhancements. 
 

TRANSLATION 

LanguageLine is both ISO 9001:2015 and 17100 certified. As such, we rigidly follow a multi-step 
workflow that includes comprehensive quality assurance at every step and stage of the localization 
process.  
 
Prior to beginning every project, our engineering team analyzes the source materials to determine the 
number of words contained therein, leveraging, and to identify any special workflow requirements. 
After the project plan is developed, our default linguistic process is to perform three distinct translation 
steps. Each step is performed by a separate, highly qualified linguist. These steps include translation, 
copyediting, and either proofreading or online review, as appropriate. Subject matter experts will be 
used as needed. To ensure the highest quality and consistency, we are also strong advocates of utilizing 
terminology lists, glossaries, and style guides. Once approved by ESC’s in-country review team, the 
translated glossary becomes the basis for subsequent translations. Style guides that specify tone (formal 
verses conversational), hyphenation, formatting, units of measure, and “do not translate” requirements 
are also highly recommended.  
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After translation, an automated QA Check will be performed, which checks for inconsistencies, spelling, 
numeric inconsistencies, formatting, and correct terminology. Translated and copy-edited content will 
be formatted by our desktop publishing (DTP) specialists to match the style and layout of the source 
content. Formatted target language deliverables are quality checked against the Source Language 
“Master” in a file-by-file comparison by our in-house QA specialists. This dedicated team checks every 
word, every line, and every page—every time. Any defects are returned to the DTP team for correction 
and are then checked by the QA team again. This is an iterative process that typically includes two to 
three passes. A final check is performed by the Project Manager prior to final delivery. Our ISO certified 
workflow is fully customizable. Should ESC have unique needs or require additional procedures, 
LanguageLine will work with the ESC team to create a tailored process.  
 
LANGUAGELINE TESTING 
LanguageLine Testing can assist Region 4 ESC with evaluating the proficiency and interpreter readiness 
of prospective in-house bilingual staff or existing bilingual employees. With a skills testing process that 
has been developed over 30 years and externally validated by professional subject matter experts, these 
evaluations allow ESC to truly know whether bilingual staff members speak proficiently in two languages 
and have the requisite vocabulary to support the public. This helps organizations mitigate risks of 
misunderstandings, costly mistakes and better meet compliance requirements when it is possible to 
depend on the fluency of your bilingual and interpreter staff. 
 
All our tests can be taken over the phone. Tests in this format must be scheduled during LanguageLine’s 
testing hours. We also offer e-testing option, which is an online version of these particular tests. E-
testing allows candidates to take the test any time that suits their schedules. We provide the following 
valid, reliable tests for measuring the language skills of ESC employees and prospective employees. 
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LANGUAGELINE TRAINING 
LanguageLine trainers educate bilingual staff across the United States about advanced interpretation 
techniques and the role of the interpreter. At the end of each course, the student will receive a 
“Certificate of Completion.” Many of our customers’ own Human Resources managers offer these 
training programs to attract and retain top bilingual candidates, as well as enhance the interpretation 
skill set of existing employees. 
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Tab 5 – Value Add  
VALUE-ADDED PRODUCTS: LANGUAGELINE CLARITY 

To reduce translation costs while also enhancing communication by improving the understandability of 
documents, LanguageLine offers a unique, proprietary solution that we call LanguageLine Clarity®. In 
summary, Clarity is a registered, trademarked process that simplifies English source materials by purging 
documents of confusing, useless content and then redesigning them for functionality and ease-of-use 
before they are translated. While this process can certainly be used on individual documents, dramatic 
savings can be achieved when Clarity is applied to entire communication programs or categories across 
an organization. This solution, which we call MacroSimplification® disassembles all of the dozens or 
hundreds of documents that comprise the organization’s entire communications system and then 
reengineers the components into leaner, more comprehensible and cost-effective content.  
 
VALUE-ADDED PRODUCTS: TRANSLATION ACCESSIBILITY SERVICES 
Accessible services include auditing and remediation:  

◼ Braille  
◼ Large Print  
◼ TTS Audio  
◼ Data Format (plain text)  
◼ 508 and WCAG AA compliant  
◼ Website Compliance Auditing  

 
Our team has over 29 years of experience in document transcription and remediation; along with PDF 
document remediation and web accessibility analysis. Our technology combined with our experience, 
and ability to produce accurate documents with minimal turn time, make for a successful outcome for 
any project. 
  
Formatting Standards that Exceed Industry Standards  
Our formatting standards are a combination of proprietary components, industry best-practices and 
practical use standards.  
 
− Standards for documents converted to Braille  
All documents will conform to the Braille Authority of North America (BANA) UEB Standards for Grade 2 
contracted Braille unless Grade 1 is specified.  
 
− Standards for documents converted to Large Print  
Our team has created industry best practices for large print documents. These guidelines have been 
adopted by the industry and include; when applicable, guidelines set out by the APH and The Cleveland 
Sight Center. As a standard,18 point Arial font is used unless otherwise specified.  
 
− Standards for documents converted to Audio  
Our team has created industry best practices for audio documents. These guidelines have been adopted 
by the industry and include; when applicable, an audio table of contents, separate tracks by heading 
that allow the listener to advance to the section they want to review, the best text-to-speech engine 
available in the industry.  
 
− Standards for documents converted to WCAG AA Compliance  
We are an industry leader in the remediation of PDF documents to the current WCAG AA Standard. 
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Unlike most companies, we include a complete certification of all components in the document and uses 
automated checking combined with manual checking and proprietary processes to ensure your 
documents are fully compliant. With your PDF documents, our team provides a written certificate of 
compliance. 
 
VALUE-ADDED PRODUCTS: LANGUAGELINE DIRECT RESPONSE 
To satisfy each client’s specific requirements to quickly reach an interpreter over the phone to serve the 
Limited English Proficient (LEP) population, LanguageLine offers two different call flow options. Each call 
flow route can be further customized to fit your specific needs.  
 
The standard option is the Client-Initiated Call Flow in which a client connects to an interpreter after 
the LEP has called the client or is present with the client. The other option is a Direct Response Call 
Flow, in which the LEP calls the interpreter through a specific toll-free number and then the LEP, with 
the interpreter, are automatically connected to the client’s English-speaking representative. 
 
LEP-Initiated Direct Response Call Flows 
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LanguageLine understands connecting to an over the phone interpreter is not a one size fits all solution. 
Customized call flows increase the overall efficiency of an interpretation sessions by ensuring the client 
and the LEP customer are always connected quickly and easily. Whether it is through a toll-free 
LanguageLine number, or a unique toll-free number customized for the client, your dedicated Account 
Executive will work with you to determine the best option for your specific needs. 
 



Region 4 Education Service Center  Solicitation Number 21-06 

© 2021 LanguageLine Solutions Proprietary and Confidential  www.LanguageLine.com Page 74 

PHONE INTERPRETING LANGUAGES 
Some languages may not be available at the time of your call. Not all languages are available in all regions. Additional languages 
and dialects may be available. Rare languages may require additional interpreter connect time or may require an appointment. 
If you have a question regarding language availability, please contact your Account Executive or Customer Care. 

Acholi Dewoin Indonesian Marathi Shanghainese 
Afar Dinka Inuktitut Marka Shona 
Afrikaans Duala Italian Marshallese Sichuan Yi 
Akan Dutch Jakartanese Masalit Sicilian 
Akateko Dzongkha Jamaican Patois Mbay Sinhala 
Albanian Edo Japanese  Mien Slovak 
Amharic Ekegusii Jarai Mirpuri Slovene 
Anuak Estonian Javanese Mixteco Soga 
Apache Ewe Jingpho Mizo Somali 
Arabic Farsi Jinyu Mnong Soninke 
Armenian Fijian Juba Arabic Mongolian Sorani 
Assyrian Fijian  Jula Moroccan Arabic Spanish  
Azerbaijani Hindi Kaba Mortlockese Sudanese Arabic  
Bahasa Finnish Kamba Napoletano Sunda 
Bahdini Flemish Kanjobal Navajo Susu 
Bahnar French Kannada Nepali Swahili  
Bajuni French Canadian  Karen Ngambay Swedish  
Bambara Fukienese Kashmiri Nigerian Pidgin Sylhetti  
Bantu Fulani Kayah Norwegian Tagalog  
Barese Fuzhou Kazakh Nuer Taiwanese 
Basque Ga Kham Nupe Tajik 
Bassa Gaddang Khana Nyanja Tamil 
Belorussian Gaelic-Irish Khmer Nyoro Telugu 
Bemba Gaelic-Scottish  K’iché Ojibway Thai 
Benaadir Garre Kikuyu Oromo Tibetan 
Bengali Gen Kimiiru Pampangan Tigré 
Berber Georgian Koho  Papiamento Tigrigna 
Bosnian German Korean  Pashto Toishanese 
Bravanese German Penn. Dutch  Krahn  Plautdietsch Tongan 
Bulgarian Gheg Krio Pohnpeian Tooro 
Burmese Gokana Kunama  Polish Trique 
Cantonese Greek Kurmanji Portuguese Turkish  
Catalan Gujarati Kyrgyz Portuguese Brazilian Turkmen  
Cebuano Gulay Laotian Portuguese Cape Verdean Tzotzil  
Chaldean Gurani Latvian Pugliese Ukrainian 
Chamorro Haitian Creole  Liberian Pidgin English Pulaar Urdu 
Chaochow Hakka China  Lingala Punjabi Uyghur 
Chin Falam Hakka Taiwan  Lithuanian Putian Uzbek  
Chin Hakha Hassaniyya Luba-Kasai Quechua Vietnamese  
Chin Mara Hausa  Luganda Quichua Visayan 
Chin Matu Hawaiian Luo Rade Welsh  
Chin Senthang Hebrew Maay Rakhine Wodaabe  
Chin Tedim Hiligaynon Macedonian Rohingya Wolof 
Chipewyan Hindi Malay Romanian Yemeni Arabic  
Chuukese Hindko Malayalam Rundi Yiddish 
Cree Hmong Maltese Russian Yoruba  
Croatian Hunanese  Mam Rwanda Yunnanese  
Czech Hungarian  Mandarin Samoan Zapoteco  
Danish Icelandic Mandinka Sango Zarma  
Dari Igbo Maninka Seraiki Zo 
 Ilocano Manobo Serbian Zyphe 
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VIDEO INTERPRETING LANGUAGES AND AVAILABILITY 

 
Video interpreters available 24/7: 
 

American Sign Language (ASL) French Polish Spanish 

Arabic Korean Portuguese Vietnamese 

Cantonese Mandarin Russian  

  
Video interpreters available Monday to Friday*: 
 

Albanian  Haitian Creole Malay 
Amharic Hebrew Nepali 
Armenian Hindi Punjabi 
Bengali Hmong Romanian 
Bosnian Italian Somali** 
British Sign Language (BSL)  Japanese Swahili 
Burmese Karen Tagalog 
Farsi Khmer Thai 
German Laotian Tigrigna 
Greek Lithuanian Turkish 

 
Audio interpreters available 24/7: 

Over 240 languages available 
 
*Ask your Account Executive for the current schedule. 
**Extended weekend hours. 
 
TRANSLATION AND LOCALIZATION TOP REQUESTED LANGUAGES 
More than 200 languages and dialects are available. 

 
Afrikaans Farsi Khmer Serbian 

Albanian Finnish Korean Sinhalese 

Amharic French (Belgian) Laotian Slovak 

Arabic French (Canadian) Latvian Somali 

Bahasa French (Euro) Lithuanian Spanish (Iberian) 

Bengali German Macedonian Spanish (Latin) 

Bosnian Greek Malay Sudanese Arabic 

Bravanese Gujarati Malayalam Swedish 

Bulgarian Haitian Creole Mandinka Tagalog 

Catalan Hebrew Marathi Tamil 

Chinese  (Simplified) Hindi Norwegian Telegu 

Chinese (Trad–HK) Hmong Oromo Thai 

Chinese (Traditional) Hungarian Polish Turkish 

Croatian Icelandic Portuguese Ukrainian 

Czech Italian Punjabi Urdu 

Danish Japanese Romanian Vietnamese 
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Dutch Javanese Russian  
Estonian Kashmiri   
Euro English Kazakh   

 

LanguageLine Testing and Training Language List  
 

Albanian Czech Hindi Navajo Spanish 
Amharic Dutch Hmong Nepali Swahili 
Arabic English Hungarian Pashto Tagalog 
Bengali Farsi Italian Polish Tamil 
Bosnian French Japanese Portuguese Thai 
Bulgarian French Canadian Karen Punjabi Tigrinya 
Burmese German Khmer Romanian Turkish 
Cantonese Greek Kinyarwanda Russian Ukrainian 
Cebuano Gujarati Korean Serbian Urdu 
Chin Haitian Creole Laotian  Slovak Vietnamese 
Croatian Hebrew Mandarin Somali Yoruba 
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Tab 6 – Additional Required Documents (Appendix C) 
 
LanguageLine has included the following documents: 
 
a. Acknowledgment and Acceptance of Region 4 ESC’s Open Records Policy (Appendix C, Doc #1) 
b. Antitrust Certification Statement (Tex. Government Code § 2155.005) (Appendix C, Doc #2) 
c. Implementation of House Bill 1295 Certificate of Interested Parties (Form 1295) (Appendix C, Doc #3) 
d. Texas Government Code 2270 Verification Form (Appendix C, Doc #4) 
e. Any additional agreements Offeror will require Participating Agencies to sign 
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Appendix C, Doc #1  Public Information Act 

LanguageLine deems the following information to be proprietary and confidential: 

Location and page # Propretary information Reason(s) 

Tab 2, Products/Pricing, page 2-
9 

LanguageLine’s pricing 
information is considerd 
confidental and proprietary. 

• The Texas Office of the
Attorney General in a
similar prior request to keep
LanguageLine’s pricing
confidential (involving
Harris County) agreed with
Language Line that its
pricing is a trade secret (see
below embedded letter).

• All of this pricing
information constitute
trade secrets within the
meaning of Tex. Gov’t Code
Section 552.305(d) and In re
Bass, 113 S.W.3d 735 (Tex.
2003).  Specifically, as
described in the Birnbaum
case, the pricing
information fits squarely
within the test for trade
secrets in Texas, namely “a
trade secret is “any formula,
pattern, device or
compilation of information
which is used in one's
business and presents an
opportunity to obtain an
advantage over competitors
who do not know or use it.”
Computer Assocs. Intern. v.
Altai, 918 S.W.2d 453, 455
(Tex.1994).

• This pricing information
conforms with the test
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stated in In re Bass and  
“Computer Assocs. Intern”:  
(1) it is not known outside 
of Language Line’s business 
and requires significant 
internal research and 
strategizing based on 
various confidential 
formulae in coming up with 
the pricing; (2) the 
information is limited to 
employees with a need to 
know the information (3) 
Language Line has multi-
layers of security protecting 
the information internally 
and does not allow it to be 
disclosed publicly (4) the 
information has extreme 
value to the company and 
to competitors – Language 
Line is the largest provider 
of language services in the 
US and its pricing is sought 
by all of its competitors, 
which is why it is 
maintained as secret.  

• Under the analysis in 
Birnbaum, Language Line 
pricing sought to be 
withheld meets the 
standards set out by the 
Supreme Court of Texas in 
In re Bass. 

Tab 3, 3.1.D. Annual sales for 
the three previous fiscal years, 
page 8 

Financial information is 
considered proprietary 

LanguageLine is a subsidiary of a 
public company and therefore 
cannot provide information not 
already made public. 

Tab 3, 3.1.F. 
Quarterly spend, page 10 

Financial information is 
considered proprietary 

LanguageLine is a subsidiary of a 
public company and therefore 
cannot provide information not 
already made public. 

Tab 3, 3.1.F. 
Diversity, Inclusion and Equity 
Policies List, page 10 

LanguageLine’s policies are 
confidential 

Internal policies are proprietary 
to how we do business and 
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release of them impacts 
competitive advantage 

Tab 3, 3.1.I. Pioneering 
Technology, page 12 

Financial information is 
considered proprietary 

LanguageLine is a subsidiary of a 
public company and therefore 
cannot provide information not 
already made public. 

Tab 3, 3.1.J. Bankruptcy and 
Litigation, page 12 

Financial and litigation 
information is considered 
proprietary 

LanguageLine is a subsidiary of a 
public company and therefore 
cannot provide information not 
already made public. 

Tab 3, 3.3, C, page 19 Client roster is proprietary Release of client roster impacts 
competitive advantage 

Tab 3, 3.3, J, page 22-23 Financial information and client 
roster are considered 
proprietary.  

• LanguageLine is a subsidiary 
of a public company and 
therefore cannot provide 
information not already 
made public. 

• Release of client roster 
impacts competitive 
advantage 

Tab 3, 3.3, O.v, page 25 Business processes are 
confidential 

Release of business process 
impacts competitive advantage 

Tab 3, 3.3, O.v, How to connect 
to an interpreter, page 25-26 

Business processes are 
confidential 

Release of business process 
impacts competitive advantage 

Tab 3, 3.3, O.v, How to connect 
to a VRI interpreter, page 26 

Business processes are 
confidential 

Release of business process 
impacts competitive advantage 

Tab 3, 3.3, O.v, Submitting 
projects for translation, page 
27 

Business processes are 
confidential 

Release of business process 
impacts competitive advantage 

Tab 3, 3.3, P.vi, On-demand 
interpretation, page 28 

Business processes are 
confidential 

Release of business process 
impacts competitive advantage 

Tab 3, 3.3, Q.vii, page 30-31 Performance metrics are 
confidential and proprietary 

Release of performance metrics 
impacts competitive advantage 

Tab 3, 3.3, R.viii, page 31-32 Business processes are 
confidential 

Release of business process 
impacts competitive advantage 

Tab 3, 3.3, S.ix, page 33 Business processes are 
confidential 

Release of business process 
impacts competitive advantage 

Tab 3, 3.3, T.x, page 33-34 Business processes are 
confidential 

Release of business process 
impacts competitive advantage 

Tab 3, 3.3, V.xii, page 35-39 Business processes are 
confidential 

Release of business process 
impacts competitive advantage 

Tab 3, 3.3, W.xiii, page 40 Samples of business 
deliverables are confidential 

Release of business process 
impacts competitive advantage 
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Tab 4, a.v, page 46 Performance metrics are 
confidential and proprietary 

Release of performance metrics 
impacts competitive advantage 

Tab 4, a.ix, page 49-57 Business processes are 
confidential 

Release of business process 
impacts competitive advantage 

Tab 4, a.x, page 57 Performance metrics are 
confidential and proprietary 

Release of performance metrics 
impacts competitive advantage 

Tab 4, a.xi, page 58 Business processes are 
confidential 

Release of business process 
impacts competitive advantage 

Tab 4, a.xii, page 58-61 Business processes are 
confidential 

Release of business process 
impacts competitive advantage 

Tab 4, a.xiii, page 61-62 Financial and litigation 
information is considered 
proprietary 

LanguageLine is a subsidiary of a 
public company and therefore 
cannot provide information not 
already made public. 

Tab 4, a.xiv, page 62-64 Business processes are 
confidential 

Release of business process 
impacts competitive advantage 

Tab 4, a.xvi, page 64-66 Business processes are 
confidential 

Release of business process 
impacts competitive advantage 

Tab 4, a.xvii, page 66-67 LanguageLine’s client contact 
information is considerd 
confidental and proprietary. 

• Personal identifiable 
information is protected 
information under privacy 
law  

• Contract value is 
proprietary to client 

• Release of client roster 
impacts competitive 
advantage 

Tab 4, a.xviii, page 67-70 Business processes and 
Performance metrics are 
confidential 

• Release of business process 
impacts competitive 
advantage 

• Release of performance 
metrics impacts competitive 
advantage 

Tab 5, Value-Added Products: 
Languageline Direct Response, 
page 72-73 

Business processes are 
confidential 

Release of business process 
impacts competitive advantage 
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Exhibit B 
Administration Agreement, Example 

ADMINISTRATION AGREEMENT 

THIS ADMINISTRATION AGREEMENT (this “Agreement”) is made this ___ day of 
______ 20__, between National Intergovernmental Purchasing Alliance Company, a Delaware 
corporation d/b/a OMNIA Partners, Public Sector (“OMNIA Partners”), and ________________ 
(“Supplier”). 

RECITALS 

 WHEREAS, the ___________________ (the “Principal Procurement Agency”) has 
entered into a Master Agreement effective _________________, Agreement No_______, by and 
between the Principal Procurement Agency and Supplier, (as may be amended from time to time 
in accordance with the terms thereof, the “Master Agreement”), as attached hereto as Exhibit A 
and incorporated herein by reference as though fully set forth herein, for the purchase of 
____________________________ (the “Product”); 

 WHEREAS, said Master Agreement provides that any or all public agencies, including state 
and local governmental entities, public and private primary, secondary and higher education 
entities, non-profit entities, and agencies for the public benefit (collectively, “Public Agencies”), 
that register (either via registration on the OMNIA Partners website or execution of a Master 
Intergovernmental Cooperative Purchasing Agreement, attached hereto as Exhibit B) (each, 
hereinafter referred to as a “Participating Public Agency”) may purchase Product at prices 
stated in the Master Agreement; 

 WHEREAS, Participating Public Agencies may access the Master Agreement which is 
offered through OMNIA Partners to Public Agencies; 

 WHEREAS, OMNIA Partners serves as the cooperative contract administrator of the Master 
Agreement on behalf of Principal Procurement Agency; 

 WHEREAS, Principal Procurement Agency desires OMNIA Partners to proceed with 
administration of the Master Agreement; and 

 WHEREAS, OMNIA Partners and Supplier desire to enter into this Agreement to make 
available the Master Agreement to Participating Public Agencies and to set forth certain terms 
and conditions governing the relationship between OMNIA Partners and Supplier. 

 NOW, THEREFORE, in consideration of the payments to be made hereunder and the mutual 
covenants contained in this Agreement, OMNIA Partners and Supplier hereby agree as follows: 

DEFINITIONS 

1. Capitalized terms used in this Agreement and not otherwise defined herein shall have
the meanings given to them in the Master Agreement. 

TERMS AND CONDITIONS 

2. The Master Agreement and the terms and conditions contained therein shall apply to
this Agreement except as expressly changed or modified by this Agreement.  Supplier 
acknowledges and agrees that the covenants and agreements of Supplier set forth in the 
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solicitation and Supplier’s response thereto resulting in the Master Agreement are incorporated 
herein and are an integral part hereof. 

3. OMNIA Partners shall be afforded all of the rights, privileges and indemnifications
afforded to Principal Procurement Agency by or from Supplier under the Master Agreement, and 
such rights, privileges and indemnifications shall accrue and apply with equal effect to OMNIA 
Partners, its agents, employees, directors, and representatives under this Agreement including, 
but not limited to, Supplier’s obligation to obtain appropriate insurance. 

4. OMNIA Partners shall perform all of its duties, responsibilities and obligations as the
cooperative contract administrator of the Master Agreement on behalf of Principal Procurement Agency as set 
forth herein, and Supplier hereby acknowledges and agrees that all duties, responsibilities and obligations will 
be undertaken by OMNIA Partners solely in its capacity as the cooperative contract administrator under the 
Master Agreement. 

5. With respect to any purchases by Principal Procurement Agency or any Participating
Public Agency pursuant to the Master Agreement, OMNIA Partners shall not be: (i) construed as 
a dealer, re-marketer, representative, partner or agent of any type of the Supplier, Principal 
Procurement Agency or any Participating Public Agency; (ii) obligated, liable or responsible for 
any order for Product made by Principal Procurement Agency or any Participating Public Agency 
or any employee thereof under the Master Agreement or for any payment required to be made 
with respect to such order for Product; and (iii) obligated, liable or responsible for any failure by 
Principal Procurement Agency or any Participating Public Agency to comply with procedures or 
requirements of applicable law or the Master Agreement or to obtain the due authorization and 
approval necessary to purchase under the Master Agreement. OMNIA Partners makes no 
representation or guaranty with respect to any minimum purchases by Principal Procurement 
Agency or any Participating Public Agency or any employee thereof under this Agreement or the 
Master Agreement. 

6. OMNIA Partners shall not be responsible for Supplier’s performance under the Master
Agreement, and Supplier shall hold OMNIA Partners harmless from any liability that may arise 
from the acts or omissions of Supplier in connection with the Master Agreement. 

7. Supplier acknowledges that, in connection with its access to OMNIA Partners
confidential information and/or supply of data to OMNIA Partners, it has complied with and shall 
continue to comply with all laws, regulations and standards that may apply to Supplier, including, 
without limitation: (a) United States federal and state information security and privacy statutes, 
regulations and/or best practices, including, without limitation, the Gramm-Leach-Bliley Act, the 
Massachusetts Data Security Regulations (201 C.M.R. 17.00 et. seq.), the Nevada encryption 
statute (N.R.S. § 603A), the California data security law (Cal. Civil Code § 1798.80 et. seq.) and 
California Consumer Privacy Act (Cal. Civil Code § 1798.100 et. seq.); and (b) applicable industry 
and regulatory standards and best practices (collectively, “Data Regulations”).     

With regard to Personal Information that Supplier collects, receives, or otherwise 
processes under the Agreement or otherwise in connection with performance of the Agreement, 
Supplier agrees that it will not: (i) sell, rent, release, disclose, disseminate, make available, 
transfer, or otherwise communicate orally, in writing, or by electronic or other means, such 
Personal Information to another business or third party for monetary or other valuable 
consideration; or (ii) retain, use, or disclose such Personal Information outside of the direct 
business relationship between Supplier and OMNIA Partners or for any purpose other than for 
the specific purpose of performance of the Agreement, including retaining, using, or disclosing 
such Personal Information for a commercial purpose other than for performance of the 
Agreement. By entering into the Agreement, Supplier certifies that it understands the specific 
restrictions contained in this Section 7 and will comply with them. For purposes hereof, “Personal 
Information” means information that identifies, relates to, describes, is reasonably capable of 
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being associated with, or could reasonably be linked, directly or indirectly, with a particular 
consumer or household, and includes the specific elements of “personal information” as defined 
under Data Regulations, as defined herein. Supplier will reasonably assist OMNIA Partners in 
timely responding to any third party “request to know” or “request to delete” (as defined pursuant 
to Data Regulations) and will promptly provide OMNIA Partners with information reasonably 
necessary for OMNIA Partners to respond to such requests. Where Supplier collects Personal 
Information directly from Public Agencies or others on OMNIA Partners’ behalf, Supplier will 
maintain records and the means necessary to enable OMNIA Partners to respond to such 
requests to know and requests to delete. 

8. 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. OMNIA PARTNERS SHALL NOT BE 
LIABLE IN ANY WAY FOR ANY SPECIAL, INCIDENTAL, INDIRECT, CONSEQUENTIAL, 
EXEMPLARY, PUNITIVE, OR RELIANCE DAMAGES, EVEN IF OMNIA PARTNERS IS 
ADVISED OF THE POSSIBILITY OF SUCH DAMAGES.  

TERM OF AGREEMENT; TERMINATION 

9. This Agreement shall be in effect so long as the Master Agreement remains in effect,
provided, however, that the provisions of Sections 3 – 8 and 11 – 22, hereof and the 
indemnifications afforded by the Supplier to OMNIA Partners in the Master Agreement, to the 
extent such provisions survive any expiration or termination of the Master Agreement, shall 
survive the expiration or termination of this Agreement. 

NATIONAL PROMOTION 

10. OMNIA Partners and Supplier shall publicize and promote the availability of the
Master Agreement’s products and services to Public Agencies and such agencies’ employees. 
Supplier shall require each Public Agency to register its participation in the OMNIA Partners 
program by either registering on the OMNIA Partners website 
(www.omniapartners.com/publicsector) or executing a Master Intergovernmental Cooperative 
Purchasing Agreement prior to processing the Participating Public Agency’s first sales order. 
Upon request, Supplier shall make available to interested Public Agencies a copy of the Master 
Agreement and such price lists or quotes as may be necessary for such Public Agencies to 
evaluate potential purchases. 

11. Supplier shall provide such marketing and administrative support as set forth in the
solicitation resulting in the Master Agreement, including assisting in development of marketing 
materials as reasonably requested by Principal Procurement Agency and OMNIA Partners. 
Supplier shall be responsible for obtaining permission or license of use and payment of any 
license fees for all content and images Supplier provides to OMNIA Partners or posts on the 
OMNIA Partners website. Supplier shall indemnify, defend and hold harmless OMNIA Partners 
for use of all such content and images including copyright infringement claims. Supplier and 
OMNIA Partners each hereby grant to the other party a limited, revocable, non-transferable, non-
sublicensable right to use such party’s logo (each, the “Logo”) solely for use in marketing the 
Master Agreement. Each party shall provide the other party with the standard terms of use of such 
party’s Logo, and such party shall comply with such terms in all material respects.  Both parties 
shall obtain approval from the other party prior to use of such party’s Logo.   Notwithstanding the 
foregoing, the parties understand and agree that except as provided herein neither party shall 
have any right, title or interest in the other party’s Logo.  Upon termination of this Agreement, 
each party shall immediately cease use of the other party’s Logo. 

ADMINISTRATIVE FEE, REPORTING & PAYMENT 

http://www.omniapartners.com/publicsector
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12. An  “Administrative Fee” shall be defined and due to OMNIA Partners from Supplier in the
amount of __ percent (__%) (“Administrative Fee Percentage”) multiplied by the total purchase amount paid 
to Supplier, less refunds, credits on returns, rebates and discounts, for the sale of products and/or services to 
Principal Procurement Agency and Participating Public Agencies pursuant to the Master Agreement (as 
amended from time to time and including any renewal thereof) (“Contract Sales”).  From time to time the 
parties may mutually agree in writing to a lower Administrative Fee Percentage for a specifically identified 
Participating Public Agency’s Contract Sales.   

13. Supplier shall provide OMNIA Partners with an electronic accounting report monthly, in the
format prescribed by OMNIA Partners, summarizing all Contract Sales for each calendar month.  The Contract 
Sales reporting format is provided as Exhibit C (“Contract Sales Report”), attached hereto and incorporated 
herein by reference. Contract Sales Reports for each calendar month shall be provided by Supplier to OMNIA 
Partners by the 10th day of the following month.  Failure to provide a Contract Sales Report within the time 
and manner specified herein shall constitute a material breach of this Agreement and if not cured within thirty 
(30) days of written notice to Supplier shall be deemed a cause for termination of the Master Agreement, at 
Principal Procurement Agency’s sole discretion, and/or this Agreement, at OMNIA Partners’ sole discretion. 

14. Administrative Fee payments are to be paid by Supplier to OMNIA Partners at the frequency
and on the due date stated in Section 13, above, for Supplier’s submission of corresponding Contract Sales 
Reports. Administrative Fee payments are to be made via Automated Clearing House (ACH) to the OMNIA 
Partners designated financial institution identified in Exhibit D.   Failure to provide a payment of the 
Administrative Fee within the time and manner specified herein shall constitute a material breach of this 
Agreement and if not cured within thirty (30) days of written notice to Supplier shall be deemed a cause for 
termination of the Master Agreement, at Principal Procurement Agency’s sole discretion, and/or this 
Agreement, at OMNIA Partners’ sole discretion. All Administrative Fees not paid when due shall bear interest 
at a rate equal to the lesser of one and one-half percent (1 1/2%) per month or the maximum rate permitted by 
law until paid in full. 

15. Supplier shall maintain an accounting of all purchases made by Participating Public Agencies
under the Master Agreement.  OMNIA Partners, or its designee, in OMNIA Partners’ sole discretion, reserves 
the right to compare Participating Public Agency records with Contract Sales Reports submitted by Supplier 
for a period of four (4) years from the date OMNIA Partners receives such report.  In addition, OMNIA Partners 
may engage a third party to conduct an independent audit of Supplier’s monthly reports.  In the event of such 
an audit, Supplier shall provide all materials reasonably requested relating to such audit by OMNIA Partners 
at the location designated by OMNIA Partners. In the event an underreporting of Contract Sales and a resulting 
underpayment of Administrative Fees is revealed, OMNIA Partners will notify the Supplier in writing. 
Supplier will have thirty (30) days from the date of such notice to resolve the discrepancy to OMNIA Partners’ 
reasonable satisfaction, including payment of any Administrative Fees due and owing, together with interest 
thereon in accordance with Section 13, and reimbursement of OMNIA Partners’ costs and expenses related to 
such audit. 

GENERAL PROVISIONS 

16. This Agreement, the Master Agreement and the exhibits referenced herein supersede
any and all other agreements, either oral or in writing, between the parties hereto with respect to 
the subject matter hereto and no other agreement, statement, or promise relating to the subject 
matter of this Agreement which is not contained or incorporated herein shall be valid or binding. 
In the event of any conflict between the provisions of this Agreement and the Master Agreement, 
as between OMNIA Partners and Supplier, the provisions of this Agreement shall prevail.   

17. If any action at law or in equity is brought to enforce or interpret the provisions of this
Agreement or to recover any Administrative Fee and accrued interest, the prevailing party shall 
be entitled to reasonable attorney’s fees and costs in addition to any other relief to which it may 
be entitled. 
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18. This Agreement and OMNIA Partners’ rights and obligations hereunder may be
assigned at OMNIA Partners’ sole discretion to an affiliate of OMNIA Partners, any purchaser of 
any or all or substantially all of the assets of OMNIA Partners, or the successor entity as a result 
of a merger, reorganization, consolidation, conversion or change of control, whether by operation 
of law or otherwise.  Supplier may not assign its obligations hereunder without the prior written 
consent of OMNIA Partners. 

19. All written communications given hereunder shall be delivered by first-class mail, postage
prepaid, or overnight delivery on receipt to the addresses as set forth below. 

A. OMNIA Partners: 

OMNIA Partners 
Attn: President 
840 Crescent Centre Drive 
Suite 600 
Franklin, TN 37067 

B. Supplier: 
____________________ 
____________________ 
____________________ 
____________________ 

20. If any provision of this Agreement shall be deemed to be, or shall in fact be,
illegal, inoperative or unenforceable, the same shall not affect any other provision or provisions herein 
contained or render the same invalid, inoperative or unenforceable to any extent whatever, and this 
Agreement will be construed by limiting or invalidating such provision to the minimum extent 
necessary to make such provision valid, legal and enforceable. 

21. This Agreement may not be amended, changed, modified, or altered without
the prior written consent of the parties hereto, and no provision of this Agreement may be discharged 
or waived, except by a writing signed by the parties.  A waiver of any particular provision will not be 
deemed a waiver of any other provision, nor will a waiver given on one occasion be deemed to apply 
to any other occasion.  

22. This Agreement shall inure to the benefit of and shall be binding upon OMNIA
Partners, the Supplier and any respective successor and assign thereto; subject, however, to the 
limitations contained herein. 

23. This Agreement will be construed under and governed by the laws of the State of
Delaware, excluding its conflicts of law provisions and any action arising out of or related to this 
Agreement shall be commenced solely and exclusively in the state or federal courts in Williamson 
County Tennessee. 

24. This Agreement may be executed in counterparts, each of which is an original but all

of which, together, shall constitute but one and the same instrument. The exchange of copies of 
this Agreement and of signature pages by facsimile, or by .pdf or similar electronic 
transmission, will constitute effective execution and delivery of this Agreement as to the 
parties and may be used in lieu of the original Agreement for all purposes. Signatures of the 
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parties transmitted by facsimile, or by .pdf or similar electronic transmission, will be deemed 
to be their original signatures for any purpose whatsoever. 

[INSERT SUPPLIER ENTITY NAME] NATIONAL 
INTERGOVERNMENTAL 
PURCHASING ALLIANCE 
COMPANY, A DELAWARE 
CORPORATION D/B/A OMNIA 
PARTNERS, PUBLIC SECTOR 

Signature Signature 
Sarah Vavra 

Name Name 
Sr. Vice President, Public Sector 
Contracting 

Title Title 

Date Date 























































































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. II. 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

DocuSign Envelope ID: 9A28E6C4-8E07-48EC-A356-75982A7AD2F8
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3. III. 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 ______________________________________ 

Contact Person _______________________________________ 

Signature ____________________________________________ 

Date ________________________________________________ 

Crystal Wallace 
Region 4 Education Service Center 
Business Operations Specialist 

Language Line Services, Inc.

Bonaventura A. Cavaliere

DocuSign Envelope ID: 9A28E6C4-8E07-48EC-A356-75982A7AD2F8
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