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State of Arkansas 

DEPARTMENT OF HUMAN SERVICES 
700 South Main Street 

P.O. Box 1437 / Slot W345 
Little Rock, AR 72203 

 
ADDENDUM 1 

 
TO: All Addressed Vendors 
FROM: Office of Procurement 
DATE: May 21, 2024 
SUBJECT: Telephone Answering Services (710-24-058) 
 

The following change(s) to the above referenced IFB have been made as designated below: 
 

__ x _Change of specification(s) 

___X_ Additional specification(s) 
___ __ Change of bid opening date and time 
______ Cancellation of bid 
___X _ Other 
 

ADDITIONAL SPECIFICATIONS 

 

• Section 2.2 – add the following:  

The Contractor will not be responsible for resolving caller concerns but will be responsible for documenting 

the information into the web-based link and transferring the information to Adult Protective Services.  

 

• Section 2.4.B.3 - add the following:  

3. The Contractor shall be responsible for all equipment, supplies, and materials needed to provide telephone 
answering services. 

 
4. DHS will provide mandatory training on the script and the web-based link for data entry. Each operator 

must attend this mandatory training. Training, meetings, and discussions between DHS and Contractor will 
be virtual. 

 
 

• Section 2.4.C.3 add the following: 

• The maximum wait or hold time for calls must be less than (2) two minutes. 

• The entire inbound or outbound call must be recorded. The recordings must be maintained for at least 
(5) five years. 

• The requirements of recording and storage for non-phone communications must be maintained for at 
least (5) five years. 

 

• Section 2.5.H -add the following:  

The Contractor must obtain the Alleged Victim’s, Alleged Offender’s and Reporter’s information for call. 

 

CHANGE OF SPECIFICATIONS 

 

• Section 2.3.C - remove and replace with the following:  

Contractor must have a minimum of three (3) operators available at all times. For verification purposes, 

Prospective Contractor must provide the number of operators available and the corresponding shift on page 

five (5) of the Response Packet. Vendor shall be responsible for determining the qualification of each 

employee. 
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• Section 2.4.C.8.a - remove and replace with the following:  

Each month, DHS will sample up to 10% of calls for quality control purposes. A low error rate is defined as 
less than five percent of the sample is deemed as failed calls. 

 

OTHER 

  
• Official Bid Price Sheet: remove and replace with the Revised Official Bid Price Sheet.  

 

• Response Packet: remove and replace with the Revised Response Packet.  

• Call Logs A-F: add Call Logs A-F for informational purposes only.  

 
 
 
 
 
 

 
The specifications by virtue of this addendum become a permanent addition to the above referenced IFB. Failure 
to return this signed addendum may result in rejection of your proposal.  
 
If you have any questions, please contact: Arnetia Dean, DHS.OP.Solicitations@dhs.arkansas.gov or via phone 
at 501-683-5969. 
 
 
________________________________________ ________________________________ 
Vendor Signature     Date 
 
______________________________________________________________________________  
Company  


