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TIPS VENDOR AGREEMENT 
 

Between_____________  and 
(Company Name) 

 
THE INTERLOCAL PURCHASING SYSTEM (TIPS), 

a Department of Texas Education Service Center Region 8 for 
211002 Interpreting, Translation, and Multi-Lingual Goods and Services 
 

General Information 
 

The Vendor Agreement (“Agreement”) made and entered into by and between The Interlocal Purchasing 
System (hereinafter “TIPS”) a government cooperative purchasing program authorized by the Region 8 
Education Service Center, having its principal place of business at 4845 US Hwy 271 North, Pittsburg, Texas 
75686 and the TIPS Vendor. This Agreement 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 shall control unless otherwise agreed by the 
parties in writing and by signature and date on the attachment. 
A Purchase Order (“PO”), Agreement or Contract is the TIPS Member’s approval providing the authority to 
proceed with the negotiated delivery order under the Agreement. Special terms and conditions as agreed 
between the Vendor and TIPS Member should be added as addendums to the Purchase Order, Agreement 
or Contract. Items such as certificate of insurance, bonding requirements, small or disadvantaged business 
goals are some, but not all, of the possible addendums. 

 
 

Terms and Conditions 
 

Freight 
All quotes to Members shall provide a line item for cost for freight or shipping regardless if there is a charge 
or not. If no charge for freight or shipping, indicate by stating “No Charge”, “$0”, “included in price” or other 
similar indication. Otherwise, all shipping, freight or delivery changes shall be passed through to the TIPS 
Member at cost with no markup and said charges shall be agreed by the TIPS Member unless alternative 
shipping terms are agreed by TIPS as a result of the proposal award. 

 
Warranty Conditions 
All new supplies equipment and services shall include manufacturer's minimum standard warranty unless 
otherwise agreed to in writing. Vendor shall be legally permitted to sell all products offered for sale to TIPS 
Members if the offering is included in the Request for Proposal (“RFP”) category. All goods proposed and 
sold shall be new unless clearly stated in writing. 
 
Customer Support 
The Vendor shall provide timely and accurate customer support for orders to TIPS Members as agreed by 
the Parties. Vendors shall respond to such requests within a commercially reasonable time after receipt of 
the request. If support and/or training is a line item sold or packaged with a sale, support shall be as agreed 
with the TIPS Member. 
 

Homeland Language Services, LLC
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Agreements 
Agreements for purchase will normally be put into effect by means of a contract, agreement, or purchase 
order(s) executed by authorized agents of the TIPS Member participating government entities, but other 
means of placing an order may be used at the Member’s discretion.  Vendor accepts and understands that 
when a purchase order or similar purchase document is sent from a customer through TIPS to the Vendor, 
TIPS is recording the purchase and verifying whether the purchase is within the parameters of the TIPS 
Contract only.  Vendor agrees that TIPS is not a legal party to the purchase order or similar purchase 
document and TIPS is not responsible for identifying fraud, mistakes, or misrepresentations for the specific 
order.  Vendor agrees that any purchase order or similar purchase document issued from a customer to 
Vendor, even when processed through TIPS, constitutes a legal contract between the customer and Vendor 
only.  A Vendor that accepts a purchase order or similar purchase document and fulfills an order, even when 
processed through TIPS, is representing that the vendor has carefully reviewed the purchase order or similar 
purchase document for legality, authenticity, and accuracy.   

 
Tax exempt status 
Most TIPS Members are tax exempt and the related laws and/or regulations of the controlling jurisdiction(s) 
of the TIPS Member shall apply. 

 
Assignments of Agreements 
No assignment of this Agreement may be made without the prior notification of TIPS. Written approval of 
TIPS shall not be unreasonably withheld. Payment for delivered goods and services can only be made to the 
awarded Vendor, Vendor designated reseller or vendor assigned company. 

 
Disclosures 

 Vendor and TIPS affirm that he/she, or any authorized employees or agents, has not given, offered to 
give, nor intends to give at any time hereafter any economic opportunity, future employment, gift, 
loan, gratuity, special discount, trip, favor or service to a public servant in connection with this 
Agreement. 
 

 Vendor shall attach, in writing, a complete description of any and all relationships that might be 
considered a conflict of interest in doing business with the TIPS program. 

 
 The Vendor affirms that, to the best of his/her knowledge, the offer has been arrived at 

independently, and is submitted without collusion with anyone to obtain information or gain any 
favoritism that would in any way limit competition or give an unfair advantage over other vendors in 
the award of this Agreement. 

 
Term of Agreement and Renewals  
The Agreement with TIPS is for approximately three (3) years with an option for renewal for an additional one 
(1) consecutive year.  If TIPS offers the renewal extension year, the Vendor will be notified by email to the primary 
contact of the awarded Vendor and shall be deemed accepted by the Vendor unless the awarded Vendor notifies 
TIPS of its objection to the additional term.  TIPS may or may not exercise the available extension(s) provided in 
the original solicitation beyond the base three-year term. Whether or not to offer the extension is at the sole 
discretion of TIPS.  
 



 

 
TIPS Vendor Agreement 06022020_sr  Page 3 

“Start Date” for Term Calculation Purposes Only: Regardless of actual award/effective date of Contract, for 
Agreement “term” calculation purposes only, the Agreement “start date” is the last day of the month that Award 
Notifications are anticipated as published in the Solicitation 
Example: If the anticipated award date published in the Solicitation is May 22, 2020 but extended negotiations 
delay award until June 27, 2020 The end date of the resulting initial “three-year” term Agreement, (which is 
subject to an extension(s)) will still be May 31, 2023. 
 
“Termination Date”:  The scheduled Agreement “termination date” shall be the last day of the month of the 
month of the Original Solicitation’s Anticipated Award Date plus three years.   
Example: If the original term is approximately three years, and the solicitation provides an anticipated award 
date of May 22, 2020, the expiration date of the original three-year term shall be May 31, 2023. 
 
Extensions:  Any extensions of the original term shall begin on the next day after the day the original term 
expires.  
Example Following the Previous Example: If TIPS offers a one-year extension, the expiration of the extended term 
shall be May 31, 2024. 
 
TIPS may offer to extend Vendor Agreements to the fullest extent the original Solicitation permits. 
 

Automatic Renewal Clauses Incorporated in Awarded Vendor Agreements with TIPS Members Resulting from the 
Solicitation and with the Vendor Named in this Agreement.  
No Agreement for goods or services with a TIPS Member by the awarded vendor named in this Agreement 
that results from the solicitation award named in this Agreement, may incorporate an automatic renewal 
clause that exceeds month to month terms with which the TIPS Member must comply. All renewal terms 
incorporated in an Agreement by the vendor with the TIPS Member shall only be valid and enforceable when 
the vendor receives written confirmation by purchase order, executed Agreement or other written 
instruction issued by the TIPS Member for any renewal period.  The purpose of this clause is to avoid a TIPS 
Member inadvertently renewing an Agreement during a period in which the governing body of the TIPS 
Member has not properly appropriated and budgeted the funds to satisfy the Agreement renewal. This term 
is not negotiable and any Agreement between a TIPS Member and a TIPS awarded vendor with an automatic 
renewal clause that conflicts with these terms is rendered void and unenforceable. 
 
Shipments 
The Vendor shall ship, deliver or provide ordered products or services within a commercially reasonable time 
after the receipt of the order from the TIPS Member. If a delay in said delivery is anticipated, the Vendor 
shall notify TIPS Member as to why delivery is delayed and shall provide an estimated time for completion 
of the order. TIPS or the requesting entity may cancel the order if estimated delivery time is not acceptable 
or not as agreed by the parties. 
 
Invoices 
Each invoice or pay request shall include the TIPS Member’s purchase order number or other identifying 
designation as provided in the order by the TIPS Member. If applicable, the shipment tracking number or 
pertinent information for verification of TIPS Member receipt shall be made available upon request. 
 
Payments 
The TIPS Member will make payments directly to the Vendor, the Vendor Assigned Dealer or as agreed by 
the Vendor and the TIPS Member after receiving invoice and in compliance with applicable payment 
statute(s), whichever is the greater time or as otherwise provided by an agreement of the parties. 



 

 
TIPS Vendor Agreement 06022020_sr  Page 4 

 
Pricing 
Price increases will be honored according to the terms of the solicitation. All pricing submitted to TIPS shall 
include the participation fee, as provided in the solicitation, to be remitted to TIPS by the Vendor. Vendor 
will not show adding the fee to the invoice presented to TIPS Member customer.  
 
Participation Fees and Reporting of Sales to TIPS by Vendor 
The Participation Fee that was published as part of the Solicitation and the fee published is the legally effective 
fee, along with any fee conditions stated in the Solicitation. Collection of the fees by TIPS is required under 
Texas Government Code §791.011 Et seq. Fees are due on all TIPS purchases reported by either Vendor or 
Member.  Fees are due to TIPS upon payment by the Member to the Vendor, Reseller or Vendor Assigned 
Dealer.  Vendor, Reseller or Vendor Assigned Dealer agrees that the participation fee is due to TIPS for all 
Agreement sales immediately upon receipt of payment including partial payment, from the Member Entity 
and must be paid to TIPS at least on a monthly basis, specifically within 31 calendar days of receipt of payment, 
if not more frequently, or as otherwise agreed by TIPS in writing and signed by an authorized signatory of TIPS.  
Thus, when an awarded Vendor, Reseller or Vendor Assigned Dealer receives any amount of payment, even 
partial payment, for a TIPS sale, the legally effective fee for that amount is immediately due to TIPS from the 
Vendor and fees due to TIPS should be paid at least on a monthly basis, specifically within 31 calendar days of 
receipt of payment, if not more frequently. 
 
Reporting of Sales to TIPS by Vendor 
Vendor is required to report all sales under the TIPS contract to TIPS. When a public entity initiates a purchase 
with a TIPS Awarded Vendor, if the Member inquires verbally or in writing whether the Vendor holds a TIPS 
Contract, it is the duty of the Vendor to verify whether or not the Member is seeking a TIPS purchase.  Once 
verified, the Vendor must include the TIPS Contract number on any communications and related sales 
documents exchanged with the TIPS Member entity.  To report sales, the Vendor must login to the TIPS Vendor 
Portal online at https://www.tips-usa.com/vendors_form.cfm and click on the PO’s and Payments tab. Pages 
3-7 of the Vendor Portal User Guide will walk you through the process of reporting sales to TIPS. Please refer 
to the TIPS Accounting FAQ’s for more information about reporting sales and if you have further questions, 
contact the Accounting Team at accounting@tips-usa.com. The Vendor or vendor assigned dealers are 
responsible for keeping record of all sales that go through the TIPS Agreement and submitting same to TIPS. 
Failure to render the participation fee to TIPS shall constitute a breach of this agreement with our parent 
governmental entity, Texas Education Service Center Region 8, as established by the Texas legislature and shall 
be grounds for termination of this agreement and any other agreement held with TIPS and possible legal 
action. Any overpayment of participation fees to TIPS by a Vendor will be refunded to the Vendor within ninety 
(90) days of receipt of notification if TIPS receives written notification of the overpayment not later than the 
expiration of six (6) months from the date of overpayment and TIPS determines that the amount was not 
legally due to TIPS pursuant to this agreement and applicable law.  It is the Vendor’s responsibility to identify 
which sales are TIPS Agreement sales and pay the correct participation fee due for TIPS Agreement sales.  Any 
notification of overpayment received by TIPS after the expiration of six (6) months from the date of 
overpayment will be non-refundable.  Region 8 ESC and TIPS reserve the right to extend the six (6) month 
deadline to notify if approved by the Region 8 ESC Board of Directors.  TIPS reserves all rights under the law to 
collect the fees due. Please contact TIPS at tips@tips-usa.com or call (866) 839-8477 if you have questions 
about paying fees. 
 
Indemnity 
The Vendor agrees to indemnify and hold harmless and defend TIPS, TIPS Member(s), officers and employees 
from and against all claims and suits by third parties for damages, injuries to persons (including death), 
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property damages, losses, and expenses including court costs and reasonable attorney’s fees, arising out of, 
or resulting from, Vendor’s performance under this Agreement, including all such causes of action based 
upon common, constitutional, or statutory law, or based in whole or in part, upon allegations of negligent 
or intentional acts on the part of the Vendor, its officers, employees, agents, subcontractors, licensees, or 
invitees. Parties found liable shall pay their proportionate share of damages as agreed by the parties or as 
ordered by a court of competent jurisdiction over the case.  NO LIMITATION OF LIABILITY FOR DAMAGES 
FOR PERSONAL INJURY OR PROPERTY DAMAGE ARE PERMITTED OR AGREED BY TIPS/ESC REGION 8. Per 
Texas Education Code §44.032(f), and pursuant to its requirements only, reasonable Attorney’s fees are 
recoverable by the prevailing party in any dispute resulting in litigation. 

 
State of Texas Franchise Tax 
By signature hereon, the Vendor hereby certifies that he/she is not currently delinquent in the payment of 
any franchise taxes owed the State of Texas under Chapter 171, Tax Code. 
 
Miscellaneous 
The Vendor acknowledges and agrees that continued participation in TIPS is subject to TIPS sole discretion 
and that any Vendor may be removed from the participation in the Program at any time with or without 
cause. Nothing in the Agreement or in any other communication between TIPS and the Vendor may be 
construed as a guarantee that TIPS or TIPS Members will submit any orders at any time. TIPS reserves the 
right to request additional proposals for items or services already on Agreement at any time. 

 
Purchase Order Pricing/Product Deviation 
If a deviation of pricing/product on a Purchase Order or contract modification occurs between the Vendor 
and the TIPS Member, TIPS must be notified within five (5) business days of receipt of change order. 

 
Termination for Convenience of TIPS Agreement Only 
TIPS reserves the right to terminate this agreement for cause or no cause for convenience with a thirty (30) 
days prior written notice. Termination for convenience is conditionally required under Federal Regulations 2 
CFR part 200 if the customer is using federal funds for the procurement. All purchase orders presented to 
the Vendor, but not fulfilled by the Vendor, by a TIPS Member prior to the actual termination of this 
agreement shall be honored at the option of the TIPS Member. The awarded Vendor may terminate the 
agreement with ninety (90) days prior written notice to TIPS  4845 US Hwy North, Pittsburg, Texas 75686.  
The vendor will be paid for goods and services delivered prior to the termination provided that the goods 
and services were delivered in accordance with the terms and conditions of the terminated agreement. 
This termination clause does not affect the sales agreements executed by the Vendor and the TIPS Member 
customer pursuant to this agreement. TIPS Members may negotiate a termination for convenience clause 
that meets the needs of the transaction based on applicable factors, such as funding sources or other 
needs. 
 
TIPS Member Purchasing Procedures 
Usually, purchase orders or their equal are issued by participating TIPS Member to the awarded vendor and 
should indicate on the order that the purchase is per the applicable TIPS Agreement Number. Orders are 
typically emailed to TIPS at tipspo@tips-usa.com. 

• Awarded Vendor delivers goods/services directly to the participating member. 
• Awarded Vendor invoices the participating TIPS Member directly. 
• Awarded Vendor receives payment directly from the participating member. 

• Fees are due to TIPS upon payment by the Member to the Vendor. Vendor agrees to pay the 
participation fee to TIPS for all Agreement sales upon receipt of payment including partial payment, from 
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the Member Entity or as otherwise agreed by TIPS in writing and signed by an authorized signatory of TIPS. 
 

     Licenses 
Awarded Vendor shall maintain, in current status, all federal, state and local licenses, bonds and permits 
required for the operation of the business conducted by awarded Vendor. Awarded Vendor shall remain 
reasonably fully informed of and in compliance with all ordinances and regulations pertaining to the lawful 
provision of goods or services under the Agreement. TIPS and TIPS Members reserves the right to stop work 
and/or cancel an order or terminate this or any other sales Agreement of any awarded Vendor whose license(s) 
required for performance under this Agreement have expired, lapsed, are suspended or terminated subject 
to a 30-day cure period unless prohibited by applicable statue or regulation. 

 
Novation 
If awarded Vendor sells or transfers all assets, rights or the entire portion of the assets or rights required to 
perform this Agreement, a successor in interest must guarantee to perform all obligations under this 
Agreement. A simple change of name agreement will not change the Agreement obligations of awarded 
vendor. TIPS will consider Contract Assignments on a case by case basis.  TIPS must be notified within five 
(5) business days of the transfer of assets or rights.  
 
Site Requirements (only when applicable to service or job) 

Cleanup: When performing work on site at a TIPS Member’s property, awarded Vendor shall clean up and 
remove all debris and rubbish resulting from their work as required or directed by TIPS Member or as 
agreed by the parties. Upon completion of work, the premises shall be left in good repair and an orderly, 
neat, clean and unobstructed condition. 
Preparation: Awarded Vendor shall not begin a project for which TIPS Member has not prepared the site, 
unless awarded Vendor does the preparation work at no cost, or until TIPS Member 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. 
Registered sex offender restrictions: For work to be performed at schools, awarded Vendor agrees that 
no employee of a subcontractor who has been adjudicated to be a registered sex offender will perform 
work at any time when students are, or reasonably expected to be, present unless otherwise agreed by 
the TIPS Member. Awarded Vendor agrees that a violation of this condition shall be considered a material 
breach and may result in the cancellation of the purchase order at the TIPS Member’s discretion.  Awarded 
Vendor 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. Safety measures: Awarded 
Vendor 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. Awarded Vendor 
shall post warning signs against all hazards created by the 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. 

 
Safety Measures 
Awarded Vendor 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. Awarded 
vendor shall post warning signs against all hazards created by the 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. 
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Smoking 
Persons working under Agreement shall adhere to the TIPS Member’s or local smoking statutes, codes or 
policies. 
 
Marketing 
Awarded Vendor agrees to allow TIPS to use their name and logo within TIPS website, marketing materials 
and advertisement subject to any reasonable restrictions provided to TIPS in the Proposal to the 
Solicitation. The Vendor may submit an acceptable use directive for Vendor’s names and logos with which 
TIPS agrees to comply. Any use of TIPS name and logo or any form of publicity, inclusive of press release, 
regarding this Agreement by awarded vendor must have prior approval from TIPS which will not be 
unreasonably withheld. Request may be made by email to TIPS@TIPS-USA.COM.  

 
Supplemental Agreements 
The TIPS Member entity participating in the TIPS Agreement and awarded Vendor may enter into a separate 
Supplemental Agreement or contract to further define the level of service requirements over and above 
the minimum defined in this Agreement such as but not limited to, invoice requirements, ordering 
requirements, specialized delivery, etc. Any Supplemental Agreement or contract developed as a result of 
this Agreement is exclusively between the TIPS Member entity customer and the Vendor. TIPS, its agents, 
TIPS Members and employees not a party to the Supplemental Agreement with the TIPS Member customer, 
shall not be made party to any claim for breach of such agreement unless named and agreed by the Party 
in question in writing in the agreement. If a Vendor submitting a Proposal requires TIPS and/or TIPS 
Member to sign an additional agreement, those agreements shall comply with the award made by TIPS to 
the Vendor. Supplemental Vendor’s Agreement documents may not become part of TIPS’ Agreement with 
Vendor unless and until an authorized representative of TIPS reviews and approves it.  TIPS review and 
approval may be at any time during the life of this Vendor Agreement. TIPS permits TIPS Members to 
negotiate additional terms and conditions with the Vendor for the provision of goods or services under the 
Vendor’s TIPS Agreement so long as they do not materially conflict with this Agreement. 

 
Survival Clause 
All applicable sales, leases, Supplemental Agreements, contracts, software license agreements, warranties or 
service agreements that were entered into between Vendor and TIPS or the TIPS Member Customer under 
the terms and conditions of this Agreement shall survive the expiration or termination of this Agreement. All 
Orders, Purchase Orders issued or contracts executed by TIPS or a TIPS Member and accepted by the Vendor 
prior to the expiration or termination of this agreement, shall survive expiration or termination of the 
Agreement, subject to previously agreed terms and conditions agreed by the parties or as otherwise 
specified herein relating to termination of this agreement. 

 
Legal obligations 
It is the responding Vendor’s responsibility to be aware of and comply with all local, state and federal laws 
governing the sale of products/services identified in the applicable Solicitation that resulted in this Vendor 
Agreement and any awarded Agreement thereof. Applicable laws and regulations must be followed even if 
not specifically identified herein. 

 
Audit rights 
Due to transparency statutes and public accountability requirements of TIPS and TIPS Members’, the 
awarded Vendor shall, at their sole expense, maintain appropriate due diligence of all purchases made by 
TIPS Member that utilizes this Agreement. TIPS and Region 8 ESC each reserve the right to audit the 
accounting of TIPS related purchases for a period of three (3) years from the time such purchases are made. 



 

 
TIPS Vendor Agreement 06022020_sr  Page 8 

This audit right shall survive termination of this Agreement for a period of one (1) year from the effective 
date of termination. In order to ensure and confirm compliance with this agreement, TIPS shall have 
authority to conduct audits of Awarded Vendor’s pricing or TIPS transaction documentation with TIPS 
Members with 30 days’ notice unless the audit is ordered by a Court Order or by a Government Agency with 
authority to do so without notice. Notwithstanding the foregoing, in the event that TIPS is made aware of 
any pricing being offered to eligible entities that is materially inconsistent with the pricing under this 
agreement, TIPS shall have the ability to conduct the audit internally or may engage a third- party auditing 
firm to investigate any possible non- compliant conduct or may terminate the Agreement according to the 
terms of this Agreement. In the event of an audit, the requested materials shall be reasonably provided in 
the time, format and at the location acceptable to Region 8 ESC or TIPS.  TIPS agrees not to perform a random 
audit the TIPS transaction documentation more than once per calendar year, but reserves the right to audit 
for just cause or as required by any governmental agency or court with regulatory authority over TIPS or the 
TIPS Member. 
 
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. 

 
Choice of Law 
The Agreement between the Vendor and TIPS/ESC Region 8 and any addenda or other additions resulting 
from this procurement process, however described, shall be governed by, construed and enforced in 
accordance with the laws of the State of Texas, regardless of any conflict of laws principles. 
 
Venue, Jurisdiction and Service of Process 
Any Proceeding arising out of or relating to this procurement process or any contract issued by TIPS resulting 
from or any contemplated transaction shall be brought in a court of competent jurisdiction in Camp County, 
Texas and each of the parties irrevocably submits to the exclusive jurisdiction of said court in any such 
proceeding, waives any objection it may now or hereafter have to venue or to convenience of forum, agrees 
that all claims in respect of the Proceeding shall be heard and determined only in any such court, and agrees 
not to bring any proceeding arising out of or relating to this procurement process or any contract resulting 
from or any contemplated transaction in any other court. The parties agree that either or both of them may 
file a copy of this paragraph with any court as written evidence of the knowing, voluntary and freely 
bargained for agreement between the parties irrevocably to waive any objections to venue or to 
convenience of forum. Process in any Proceeding referred to in the first sentence of this Section may be 
served on any party anywhere in the world.  Venue for any dispute resolution process, other than litigation, 
between TIPS and the Vendor shall be located in Camp or Titus County, Texas. 

 
Project Delivery Order Procedures 
The TIPS Member having approved and signed an interlocal agreement, or other TIPS Membership 
document, may make a request of the awarded Vendor under this Agreement when the TIPS Member desires 
goods or services awarded to the Vendor. Notification may occur via phone, the web, courier, email, fax, or 
in person. Upon notification of a pending request, the awarded Vendor shall acknowledge the TIPS 
Member’s request as soon as possible, but must make contact with the TIPS Member within two working 
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days. 
 

Status of TIPS Members as Related to This Agreement 
TIPS Members stand in the place of TIPS as related to this agreement and have the same access to the 
proposal information and all related documents.  TIPS Members have all the same rights under the awarded 
Agreement as TIPS. 
 
Vendor’s Resellers as Related to This Agreement 
Vendor’s Named Resellers (“Resellers”) under this Agreement shall comply with all terms and conditions of 
this agreement and all addenda or incorporated documents. All actions related to sales by Authorized 
Vendor’s Resellers under this Agreement are the responsibility of the awarded Vendor. If Resellers fail to 
report sales to TIPS under your Agreement, the awarded Vendor is responsible for their contractual failures 
and shall be billed for the fees.  The awarded Vendor may then recover the fees from their named reseller. 
 
Support Requirements 
If there is a dispute between the awarded Vendor and TIPS Member, TIPS or its representatives may, at TIPS 
sole discretion, assist in conflict resolution if requested by either party. TIPS, or its representatives, reserves 
the right to inspect any project and audit the awarded Vendor’s TIPS project files, documentation and 
correspondence related to the requesting TIPS Member’s order. If there are confidentiality requirements by 
either party, TIPS shall comply to the extent permitted by law. 

 
Incorporation of Solicitation 
The TIPS Solicitation which resulted in this Vendor Agreement, whether a Request for Proposals, the Request 
for Competitive Sealed Proposals or Request for Qualifications solicitation, or other, the Vendor’s response 
to same and all associated documents and forms made part of the solicitation process, including any 
addenda, are hereby incorporated by reference into this Agreement as if copied verbatim. 

 
SECTION HEADERS OR TITLES 
THE SECTON HEADERS OR TITLES WITHIN THIS DOCUMENT ARE MERELY GUIDES FOR CONVENIENCE AND 
ARE NOT FOR CLASSIFICATION OR LIMITING OF THE RESPONSIBILITES OF THE PARTIES TO THIS DOCUMENT. 
 
STATUTORY REQUIREMENTS 
Texas governmental entities are prohibited from doing business with companies that fail to certify to this 
condition as required by Texas Government Code Sec. 2270. 
 

 
By executing this agreement, you certify that you are authorized to bind the undersigned Vendor and that 
your company (1) does not boycott Israel; and (2) will not boycott Israel during the term of the Agreement. 

 
You certify that your company is not listed on and does not and will not do business with companies that are 
on the Texas Comptroller of Public Accounts list of Designated Foreign Terrorists Organizations per Texas 
Gov't Code 2270.0153 found at https://comptroller.texas.gov/purchasing/docs/foreign-terrorist.pdf 
 
You certify that if the certified statements above become untrue at any time during the life of this Agreement 
that the Vendor will notify TIPS within three (3) business day of the change by a letter on Vendor’s letterhead 
from and signed by an authorized representative of the Vendor stating the non-compliance decision and the 
TIPS Agreement number and description at: 
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Attention: General Counsel 
ESC Region 8/The Interlocal Purchasing System (TIPS) 
4845 Highway 271 North 
Pittsburg, TX,75686 
And by an email sent to bids@tips-usa.com 

 
Insurance Requirements 
 
The undersigned Vendor agrees to maintain the below minimum insurance requirements for TIPS Contract 
Holders: 

 
General Liability $1,000,000 each Occurrence/ Aggregate  
Automobile Liability $300,000 Includes owned, hired & non-owned  
Workers' Compensation Statutory limits for the jurisdiction in which  
 the Vendor performs under this Agreement. 
Umbrella Liability $1,000,000 
 
When the Vendor or its subcontractors are liable for any damages or claims, the Vendor’s policy, when the 
Vendor is responsible for the claim, must be primary over any other valid and collectible insurance carried 
by the Member. Any immunity available to TIPS or TIPS Members shall not be used as a defense by the 
contractor's insurance policy. The coverages and limits are to be considered minimum requirements and in 
no way limit the liability of the Vendor(s). Insurance shall be written by a carrier with an A-; VII or better 
rating in accordance with current A.M. Best Key Rating Guide.  Only deductibles applicable to property 
damage are acceptable, unless proof of retention funds to cover said deductibles is provided. "Claims made" 
policies will not be accepted. Vendor’s required minimum coverage shall not be suspended, voided, 
cancelled, non-renewed or reduced in coverage or in limits unless replaced by a policy that provides the 
minimum required coverage except after thirty (30) days prior written notice by certified mail, return receipt 
requested has been given to TIPS or the TIPS Member if a project or pending delivery of an order is ongoing. 
Upon request, certified copies of all insurance policies shall be furnished to the TIPS or the TIPS Member. 

 

Special Terms and Conditions 
 

• Orders: All Vendor orders received from TIPS Members must be emailed to TIPS at tipspo@tips-
usa.com. Should a TIPS Member send an order directly to the Vendor, it is the Vendor’s responsibility 
to forward a copy of the order to TIPS at the email above within 3 business days and confirm its 
receipt with TIPS. 

• Vendor Encouraging Members to bypass TIPS agreement: Encouraging TIPS Members to purchase 
directly from the Vendor or through another agreement, when the Member has requested using the 
TIPS cooperative Agreement or price, and thereby bypassing the TIPS Agreement is a violation of the 
terms and conditions of this Agreement and will result in removal of the Vendor from the TIPS 
Program. 

• Order Confirmation: All TIPS Member Agreement orders are approved daily by TIPS and sent to the 
Vendor. The Vendor should confirm receipt of orders to the TIPS Member (customer) within 3 
business days. 

• Vendor custom website for TIPS: If Vendor is hosting a custom TIPS website, updated pricing when 
effective. TIPS shall be notified when prices change in accordance with the award. 
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• Back Ordered Products: If product is not expected to ship within the time provided to the TIPS 
Member by the Vendor, the Member is to be notified within 3 business days and appropriate action 
taken based on customer request. 

 
The TIPS Vendor Agreement Signature Page is inserted here. 

 
 

 
 

 



David Fitts

Executive Director

2/1/2022



NOTICE TO MEMBERS REGARDING ATTRIBUTE RESPONSES 
TIPS VENDORS RESPOND TO ATTRIBUTE QUESTIONS AS PART OF TIPS COMPETITIVE 
SOLICITATION PROCESS.  THE VENDOR’S RESPONSES TO ATTRIBUTE QUESTIONS 
ARE INCLUDED HEREIN AS “SUPPLIER RESPONSE.”  PLEASE BE ADVISED THAT 
DEVIATIONS, IF ANY, IN VENDOR’S RESPONSE TO ATTRIBUTE QUESTIONS MAY NOT 
REFLECT VENDOR’S FINAL ATTRIBUTE RESPONSE, WHICH IS SUBJECT TO 
NEGOTIATIONS PRIOR TO AWARD.  PLEASE CONTACT THE TIPS OFFICE AT 866-839-
8477 WITH QUESTIONS OR CONCERNS REGARDING VENDOR ATTRIBUTE RESPONSE 
DEVIATIONS.  PLEASE KEEP IN MIND THAT TIPS DOES NOT PROVIDE LEGAL 
COUNSEL TO MEMBERS.  TIPS RECOMMENDS THAT YOU CONSULT YOUR LEGAL 
COUNSEL WHEN EXECUTING CONTRACTS WITH OR MAKING PURCHASES FROM 
TIPS VENDORS. 
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G�L�BX�̂JXXÊZPJX�mPZN�ZNPF�IPRM�XEPZNES�B�XJS�HXD�SEWSEFEXZHZPKE�JC�ZNE�UJTWHXD�NHF�KPJQHZER�HXD�CERESHQ�HXZPZSOFZ�QHm�
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5n�kNE�WSJFWÊZPKE�QJmES�ZPES�WHSZP̂PWHXZ�COSZNES�HYSEEF�ID�FOITPZZPXY�ZNPF�CJST�ZNHZ�PZ�mPQQ�PX̂QORE�ZNPF�̂QHOFE�ZPZQER��UESZPCP̂HZPJX�[EYHSRPXY
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75�7U�5W:�n:QSTUQ:�455RYWd:U5Q�Q:Y57TU�RQ�R�6:ST65�Tb�5W:�[T88_7Ù�RY57a757:Q�_T9�S:6bT6d:V�T6�SR7V�T5W:6Q�5T�S:6bT6di
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RFP 211002 Interpreting, Translation, and Multi-Lingual Goods and Services

Attention: TIPS/Region 8 ESC
4845 US Hwy. 271 North
Pittsburg, Texas 75686
Toll Free: (866) 839-8477
Email: bids@tips-usa.com
Website: www.tips-usa.com 

HOMELAND LANGUAGE SERVICES 777 S. Flagler Dr. West Palm Beach, FL 33401 
POC: Ernesto Lanazca - CEO / Co - Founder P: (805) 666-9124 or (805) 218-7995 
E: elanazca@homelandls.com 
POC: Christian Lanazca - COO/Co-Founder P: (805) 218-7995 E:clanazca@homelandls.com 
W: www.homelandlanguageservices.com 

We are pleased to submit our INTERPRETING AND TRANSLATION SERVICES proposal. 
Homeland Language Services (HLS) is a small disabled veteran owned business. For over 16 years, 
HLS has been a proven provider of language services to government departments and agencies such 
as the DEA, local police departments and FEMA; as well as a robust language service provider in 
the educational, legal and healthcare industries, both in the public and private sector. 

Since its inception, HLS corporate mission and vision has been making communication available 
24/7 nationwide, and we accomplish our goal by forming a trusted and close relationship with each 
of our clients. 

Thanks to our strong Project Management knowledge and skillful staff, we have always 
been successful in exceeding our client’s expectations, along with the added value of creating 
quality jobs across the country. HLS acknowledges fully review and understanding of RFP 211002 
Interpreting, Translation, and Multi-Lingual Goods and Services, and pledges to be in 
compliance with any 

no exceptions, waivers, or deviations to any solicitation’s requirements. 

Our internal standards include industry-standard control processes such as ISO-9001:2015 and 
ISO-17100:2015, HIPPA, ATA, NMSDC, CHIA 

support the management and coordination of all your interpretation related tasks on-
site interpreter appointment scheduling, the management of on-demand and scheduled over-the-
phone (OPI) and video remote interpreting (VRI) sessions, complete with all the supporting 
business analytics and business administrative tools that you will need to get the job done   

Today, Region 8 ESC is seeking for interpretation and Translation services but most of all, a 
trustworthy partner who can provide these services with the best resources available, 
guaranteeing cost-effectiveness and expertise at the most competitive price. Should you require 
additional information 

feedback you may have, and thank you again for this opportunity.

Respectfully,

Ernesto Lanazca
Ernesto Lanazca, CEO- Co-Founder
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1.0 Technical Approach  - Service Offerings
1.1 Translation & Localization (T&L)

Homeland Language Services (HLS) is unique in the industry translating a wide range of both 
common and rare languages. Supporting written materials, software, websites, or other media for 
our clients’ linguistically diverse customers. Our dedicated Project Managers utilize a US-based 

support, at the highest levels of quality and delivery turnaround for translation services. Our industry-
leading methodology is to ensure that all translation tasks, large and small are completed to exacting 
standards, ahead of schedule, on budget, with a strict empha-sis on quality and accuracy to include 

dedicated project manager’s review before the product is returned to the customer. Our internal 
standards include numerous industry-standard control processes such as the guidelines of ISO-
9001:2015 and ISO-17100:2015.

Our commitment to continually adhere to new security, standards, and processes as they emerge 

translation providers.

In 2005, HLS ownership began providing language support services to the U.S. Government as 
well as the several state governments. In the 16 years since then we have continued to work with 
same while adding more each year. The reason for HLS’s success is our commitment to providing 
accurate, on-time, and cost effective language services while never cutting corners when it comes to 
quality. We utilize effective Quality Control as the key to providing a high-quality service, and it is the 
main component necessary for achieving high-quality translations.
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Our professional translators and interpreters are the real key personnel involved with the high quality 
services we offer. Since our inception, and having accomplished some of the most de-manding 
technical language projects issued by U.S. Government agencies and industry, we have developed 
a pool of thousands of expert linguists. We only work with experienced trans-lators and interpreters 

of our more than 10 million words of translation per year. Our linguists have proven their capabilities 
over the years’ time and again with highly complex, technical projects, often under extremely tight 
deadlines. All have at least three years of professional translation and/or interpreting experience, and 

more than 500 most active translators have been working with us for more than 10 years. Two of our 
three owners were Federal Gov-ernment translators.

1.1.1  Task Submittal and Needs Consultation with Customer, Immedi-
ate Quote or Approval, Translation and QA Processes

Needs Analysis 
creates a plan for providing excellent translation services based on actual need. The PM takes into 
account the language types requested, dialects, technical nature of the text, formatting issues, due 

other problems that will affect the management of the Project for an on time delivery.

Translation

only support one large key account. These language professionals take into account the intended 
audience and create appropriate translations that go far beyond substitut-ing one word for another. 

but they should also take care to translate nuances of tone to achieve a document that feels as if it 
were written in the target language.

Proofreading - Our quality control process is based on a thorough and repeated proof-reading of every 
translated document to ensure accuracy, readability, cultural connectivity and adherence to client 
goals and requests. Once the initial translation is complete, a proofreader goes over the translated 
document to ensure that every part of it has been translated and that the resulting document is free 
of errors. The PM will always take into account this very import-ant step and leave enough time for 
the team of proofreaders to ensure accuracy, eliminate errors and ensure readability.

Formatting - If the document requires formatting, the PM will instruct our in-house formatter to lay out 

Delivery -

Feedback and Revisions - Client feedback is always welcome and the PM or shift executive will 
always be available to answer questions 24/7/365, assist with issues or clarify procedure. In the 

in a timely fashion.

Errors -
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at no charge to the client in all cases. If it is determined that the error was not made by HLS, then 
standard charges will apply. Please also note that translation is not an exact science. One word may 
be preferred over the other, but both are grammatically correct and linguistically interchangeable. 
HLS does not regard such language choices as errors. If the client wishes different terminology to 
be used instead of what our linguist has determined to be correct, then standard charges will apply 
unless the client supplies these preferences in advance of the start of work.

Customer Service - We always endeavor to make our clients happy and supply them with accurately 
translated documents. To that end, our Project Manager is available to speak to you at any time during 
extended business hours (6:00 a.m. to 8:00 p.m. PST) and by special arrangement can provide you 
with a 24/7 contact number. The PM can always give you accu-rate timelines, progress reports, 
assist you with changes, answer questions.

1.1.2  Enhancing Speed, Accuracy, and Improving costs.  Homeland Lan-
guage Services Use of Translation Memory Application Tools

tions for translation processes which encourage advanced application tools. Without exception, 
our geographically dispersed translation contact centers adhere to stringent quality assurance 
processes aimed at constant Cost and Delivery Schedule improvements. We not only have in-
house translators, editors, desktop publishing, and proofreaders, but also localization and web-site 
engineers and designers that can complete any job, in any format using over 100 different application 

or more challenging projects like the translation of medical, legal, website forms, voter guides and 

projects seamlessly without the headaches of having several vendors involved. 

We have used and continue to use multiple software tools over the years such as Trados.  With 
these we have developed a simple, secure, and robust platform for client communications that allows 
each client to create and submit projects, approve quotes, download translations, and translation 
memories and see usage and spend reports through an easy-to-access and use Secure User Portal.

HLS provides extensive use of specialized translation tools to create a unique and comprehen-sive 
translation memory tool for use by translation project managers, linguistic and translator personnel, 

future use for consistency, accuracy, and response times. This means that every time you translate 
a project with us, it will be stored and added to your translation memory avoiding translation of 
duplicate content and eventually creating cost savings through the use of repetitions. We provide a 
25% discount on repetitions for recurring jobs of similar content. Our lessons learned over the past 
decade indicate that 35% of customer requests are recurring tasks eligible for huge cost and delivery 
savings. 
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1.2 Opportunities for Cost Reductions

quality. Every task begins with a Trados translation memory (TM) tool scan and analysis to determine 

sent to the PM and translator in an electronic format. The translator will use the translation memory 
tool to analyze your document and produce a report showing no-matches (segments in the source 
document that do not match any segments available in the TM), fuzzy matches (source segments 
that partially match TM segments), full matches (source segments fully identical to TM segments) 
and repetitions (recurring segments in the source document).
Based on the results, the translator and PM will offer customer discounts based on these recurring 
words now standardized for all future use. Whatever the ultimate discounts our customers immediately 
notice both delivery time and cost savings. Typical estimates determine that fuzzy matches cost 50-
60% of the translation fee paid for the new content task, while full matches and repetitions cost only 
20-25%. Your dedicated PM will quote the price based on the number of words in your document,
which means that you will know in advance how much it will cost and you will not have to pay for the
possible increase in the word count inherent to translation in certain language pairs into English.

Our Trados and other machine memory tools are highly useful and can help the customer bring down 
translation fees but not in the case of repetitive texts, texts that you send for translation periodically 
with small changes or large projects that last for months or years. These include product descriptions 

for yearly or monthly recurring translation tasks or different tasks but of similar content and acronyms, 

1.3 Customer Satisfaction Assessment

We have established a proven customer feedback process that uses face-to-face, web, or telephone 

can obtain feedback that allows us to benchmark our performance against that of other translation 

from 24-7 operations, due to hundreds of dialects/ subdialects emerging in the USA in high volumes. 
All issues will be thoroughly investigated by both our Quality Control and Interpreter Relations groups 
with disposition tracking sent to the customer’s Project Manager. Typical outcomes include increased 
quality monitoring; translator pulled for refresher training; linguist removed from government contract 
support; furlough or termination.

1.4 Document Translation Delivery Schedule
Below is a standard delivery schedule for standard translation, editing and proofreading projects.
In cases where the subject matter is highly technical, or when desktop publishing/formatting is 
required, additional time may be needed.
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4000 -6000

6000 - 8000

8000 or more

Number of Words Turnaround

Same Day

24hr. or less

48hs or less 

72hs or less

96hs or less

2000 or less

2000 - 4000

1.4.1 Translation Implementation Plan

As early as three days after receipt of the order (DARO), introductions from your primary point of 
contact and dedicated Senior Program Manager, with the support of the full senior management and 

Addressing each of the customer’s functional groups and their typical support needs. Our queries 
followed by detailed customer input, if any, will be requested from the customer regarding their 

style guides, colors, formats, and fonts, etc., for future translation projects. Planning to include the 
following:

Translation Design Review Meetings: Conduct agency-wide mapping of departments and groups 
within the customer organization to address upcoming requirements; and establish meetings with 
key personnel within each group. HLS contractor staff and Program Manager will be introduced to 
all customer departments. To expedite upcoming activities and familiarize the customer with how to 
reach and submit tasks. We shall also document the group’s unique mission, understand their needs 
and expectations, and ensure the contractor kickoff is smooth from their perspective.
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 For each customer department,
HLS shall emulate current submittal and document return processes to encourage minimal new 
training and commonality between all departments. HLS offers several options for our receipt of 

estimate of delivery return and cost.

The technical approach guarantees high availability and maintaining top-performing, customer-
focused interpreters and translators. Immediate response call centers are readily available to address 
all requirements of each customer across the state. A product of HLS’s call center business process 
includes immediate access to over 200 languages, immediate access to your Program Manager, and 
our highly experienced call center leadership team. Their efforts, which will continue throughout the 
contract, will drive our technical approach with on-time performance, and give customer end-users 
the most advanced and innovative solutions available in the marketplace today and in the future.

1.4.2 Document Translation Performance and Contact Center
Secure Translation Performance

failover, regionally dispersed. Centers are available to accept translation task and com-mence 

Washington D.C., Phoenix, Arizona an other locations.

Additionally, senior interpreters and translators; and Program Managers located across the country 
serve on-site or near dozens of government and private-sector customer sites, and immediately 
respond to customer support requests 24-7 throughout the year meeting contractual needs. Our 
call centers’ expansion capabilities of each facility are unlimited with ample facilities availability and 
linguist subject matter expert talent across all languages and other customer-support personnel. All 
nationwide locations are supported by full and part-time senior management, employees, and 1099 
linguists working 24-7.

We are proposing the full width and breadth of our facilities tailored to meet your language support 

operations. These interpretation and translation services are highly scalable to meet changing 
work volumes over the life of the contract and quick ramp-up and ramp-down for ur-gent order 
demands. Our backup support and additional space to accommodate rapid expansion are available 
for immediate expansion to accommodate short or long-term emergency surge requirements such 
as pandemics, border surges,natural disasters, urban civil unrest, and other exigencies. More than 

interpreter and translator call center services.
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1.5 Experience in Key Disciplines

What makes HLS unique among Language Service Providers is our unique and high-volume 
immediate support capacity and customer support approach. Our clients expect, and we deliver 
exceptional language services at a lower cost from our specialized interpreter call centers. Our task 
is to discover our clients’ Mission and Budget for the project and then foster the environment that will 
help develop the vision, plan, and performance to make it a reality.

Daily and weekly communication with our clients is critical to every aspect of their project. It is critical 
to understanding our client’s current and evolving needs; It is critical in developing support for these 
complex needs, for example, do you require medical or legal translation. It is critical to maintaining 
meaningful project schedules and resultant usage metrics for analysis. It is critical to providing fast 
implementation and training and easy to use access processes.
We begin every new client relationship by developing a communication protocol and plan. By 
“communication protocol,” we mean an agreement by all parties of the timeline, form, and way 
important project information will be conveyed. For example, we have an agreement in which 
important project information is communicated in writing from our clients to their dedicated HLS 
Program Manager, who then distributes that information to relevant staff within the HLS organization. 
HLS has seen a 40% growth in the past three years, and we continue to grow. We have hired more 
full-time employees and have expanded our interpreter, translation, and scheduling call centers, 
adding more equipment and personnel. While much of our growth has been through new business 
opportunities, we have been equally successful in recurring business through our existing clients 
with whom we have built strong and lasting relationships. We value our client relationships, and we 
go beyond our contractual obligations to deliver exceptional results and exceed expectations. We 
take pride in the fact that our retention rate for existing clients is 98% of repeat business.
2.0 Over the Phone Interpretation (OPI) Real-time, easy-to-use, and highly accessible phone 
interpreters are available 24-7 with guaranteed access to over 200 languages within 15 seconds 
or less, on average across all languages. Spanish and common languages typically within 5 to 15 
seconds or less, on average. We provide customers easy to access and use services; thoroughly 

is available with real-time demand. HLS updates and maintains the most extensive language list in 
the industry, continuously updated to meet new and emerging needs. Employee and contractor-

as a medical or legal interpreter, and capable of supporting interpreter calls across all industries and 
business sectors. Clients can access our interpreters from any exist-ing phone, computer, tablet, or 
handheld device. 
Interpreter Service Description
Interpreters shall demonstrate English business-level communication skills, knowledge, and abilities 
with expertise in medical and legal terminology, and other business-level standard phrases and usage. 
Provide meaning for meaning consecutive interpretations via phone. Simultaneous interpretation is 
also available upon request. 

• Demonstrated ability to interpret the meaning for meaning from English to Spanish and from
Spanish to English

• or from English to all other languages and from the target language to English – and demonstrate
effective communication skills in both languages.
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Minimum Levels Required

• Medical or legal related experience preferred. We provide a training program to enhance interpretation 
skills.
• College-level or formal study in languages, translation, and interpretation a plus.

eQip and eVerify, etc.
• Must possess a High School diploma or GED, with three years minimum experience in a professional
interpreter environment.

2.1 Over the Phone Interpretation - Implementation Plan and Customer

addresses each of the customer’s functional groups and their typical telephonic interpreter support 
needs shall be discussed and implemented.

A highly customized approach to implementation and customer staff training for OPI services will
be performed at no additional charge. Training and refresher training includes complimentary training 
sessions throughout the life of the contract. Both initial training and for new personnel.
From experience, HLS understands that all customer mission & goals are different, and we will take 

•
needs. HLS may assist as a subject matter expert (SME) making consultative recommendations

• and assessments for customer review and approval, based on our full breadth of experience with

•
Document and implement customer needs and prepare rollout for service performance.

•
interpreter call center management, QA, training, accounting, and other internal

• HLS departments. Implementing contractual service and deliverables per customer input.
• Commence Customer Implementations / Go-Live - Provide training and literature. Low-rate

service usage of trained staff and groups, or full-rate implementation of entire customer site(s).
Smaller departments will go-live immediately, larger customer call-centers or campus style
implementations may be phased over days or weeks upon completion of staff training.

• Reporting - Reporting of completion or critical milestones completed for large campus-style/ multi-
building or statewide rollouts. HLS dedicated Program Manager and team to be in daily contact.
Milestone Reviews, Program Reviews, Design Reviews, Cost Accounting Status
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• Reviews to be held after 15 or 30 days DARO. Monthly or quarterly thereafter via telephone, web
meeting, or on-site.

System Capabilities
• Calls needing language assistance or providing special instructions can be routed directly to

waiting customer support representative, 24-7.
• Dedicated toll-free numbers and unlimited account codes.
•
• Technology and security integration, contingency, continuity, redundancy planning to include

disaster avoidance and recovery plan.
•

surges to drive connection and wait times to SLA levels.

3.0 Video Remote Interpretation (VRI)

Homeland Language Services offers Video-Remote Interpretation (VRI) supporting American Sign 
Language (ASL) and the 40+ top foreign languages in real-time from any desktop, laptop, tablet, or 
handheld device. Our VRI service connects clients to a video interpreter in 30 seconds or less, on 
average without the need to preschedule. VRI ASL is available 24 hours a day with 40 languages 
available from 6 am to 8 pm daily and on weekends across all time zones. In addition to the above 
listed employment requirements:

• Provide meaning for meaning consecutive interpretation via web-based video.
• Spoken: Must have the ability to interpret meaning for meaning from English to Spanish and from
Spanish to English - or from English to another Target Language and from that Target Language to
English - demonstrating strong communication skills in both languages.

3.1 Video Remote and Secure Video/Telephonic System Capabilities

HLS has cloud-based and redundant telecom platforms available to process incoming requests for 
services. Our call centers are dispersed nationwide. The typical platform is a traditional PBX utilizing 

known and unforeseen cus-tomer volume call demands.

The second platform is a cloud-based communications platform utilizing industry standard SIP and 
VoIP communication technology and has no physical trunk limitations for fast connection to telephonic 
or video-based interpreters. Both systems, independent of each other, can easily accommodate 
customer volume increases and requirements without any risk of running out of capacity.
This system is highly reliable with 99.9% operational availability over the past several years
since inception.

information. Call data user metrics information is automatically collected by the applications in use to 
process incoming service requests (IVR, Live Agent, Telecom Platforms, answer and connect times, 
etc.) and written to a secure data storage environment, backed up at a government approved co-
location site. Once in a database, this information is available and provided to clients in Call Detail 
Reports which are included automatically with their customer invoice.
• Connects to the requested interpreter or live Customer Service Representative within an average
of 5 - 15 seconds.
• Connects to IVR within an average of 3 seconds.
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• Successfully connects to the requested Interpreter within 15 seconds, on average, 24- 7, weekends,
holidays.
• Maintains service connection availability 24-7.

3.2 Video Remote Interpretation (VRI) Accessibility

Homeland Language Services offers Video-Remote Interpretation (VRI) supporting American Sign 
Language (ASL) and the 40 top foreign languages in real-time from any desktop, laptop, tablet, or 
handheld device. Our VRI service connects clients to a video interpreter in 30 seconds or less, on 
average without the need to preschedule. VRI ASL is available 24 hours a day with 40 languages 
available from 6 am to 8 pm daily and on weekends. 

Costs - no fees, charges or costs when using the free app. Simply log in, enter your account code, 
and expect fast connect to a live ASL or language interpreter as pictured below. Or, use the app to 
access audio-only interpreters in over 200 languages without need to preschedule. You pay for the 
minutes you request and use. ASL interpreter joins your meeting from any desktop, laptop, tablet or 
handheld device, 24/7/365.

Video Remote Interpretation - Implementation Procedures

Your dedicated account manager will provide instructions on how to download our free app to
each of your desktop, laptop, tablet computers and handheld devices. Simply press the Homeland
Language Services icon to request an interpreter

topics you must accomplish. Jot down their interpreter ID number. Otherwise, your interpreter
is there to assist you so please begin your health care exam, hospital admittance,
legal proceeding or other meeting.

to call with anyone not using the app; Zoom, Teams, and other app integration; full screen
mode, and many others.
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Select audio (OPI) or video
(VRI) interpreting services

Select the Language and
type of interpreter requested

Finally, press Call and wait
for an interpreter to join the
line (2-3 seconds connect
time)

1

2

3
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VRI Image appearance
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Clients’ Review
It is important to highlight that at the end of every call you have the opportunity to rate your Interpreter 
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3.3 Automated Call Center Services Supporting 200+ Languages

government employee time savings in task performance in accessing Interpreter and Translator 
skilled resources whenever and however they choose-24 hours a day, 7 days a week. From the 

in Zoom, Teams, and other web meetings applications, from any telephone, desktop or laptop 
computer, tablet computer or handheld device, under most scenarios. Our multimedia service 
layers allow customers to access interpreter and translator resources according to their workload, 
schedules, and needs. Industry analysts have reported that many customers prefer self-service 

easy-to-use telephonic interpretation, through IVR (interactive voice response) automated services, 
customers will be empowered to obtain services and assistance they need at a fraction of the cost 
of other vendor services or self-performed by the government. Enabling customers to obtain service 
without interacting with a live agent unless assistance is required.

3.4 Automated Voice Response (IVR) Telephonic Interpreter Services

Homeland Language Services provides a wide array of user-friendly voice response services, 
including IVR, voice/speech recognition to access the language you require. Your dedicated 

navigate voice response systems that empower callers to meet their information needs using self-
service telephony applications available in over 200 languages. On a project- by-project basis, these 
integrated applications will share common features for effective training to all customer sites and 
staff. Our technical staff consistently develop and maintain automated voice solutions with few steps 
for ease of use and fastest-connect that provides premium technolog-ical service to our customers 
and provides timely updates to workforce management teams in the tracking, monitor and control of 
critical Answer and Connect Times, and other critical usage metrics.

3.5 Interactive Voice Response Service

of government call center interpreter support contracts; and smaller departments where individual 
employees require access to interpreters when immediately needed. Again, Homeland Language 
Services support ranges from “large nationwide government centers” that operate 24×7 and handle 

programs that call in for interpreters as needed. To support these critical needs, our experienced 
technical team will ensure that greetings, language selection, and data collection, etc., are fully tested 
and, following customer approval, performed in a timely fashion on a 24×7 basis for each department 
or agency. Your Program Manager will be highly available by cell phone, email, telephone, and 
e-mail 24×7 will ensure that emergency notices are post-ed within two hours; and that other special
request updates comply with our fast turnaround commitments.
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100% dedicated Customer Support Shift 
Supervisor via phone or email, 24/7/365 available 
to support account moves, adds, changes, and 
escalations with authority to quickly respond to 
keep connection times at SLA commitment.

Approx. 5500 telephonic interpreters will support
the customers’ critical languages and all other 
languages (200+), 24/7/365.

Customer Support Plan - Assigned to the
customers

Interpreters

Historical usage has been reviewed with no
changes required to HLS support structure.
This solicitation will require <2% of existing 
interpreter capability, therefore easy integration
into Homeland Language Services’ call handling
platform.

100% Dedicated Program Management - will 
be assigned as your dedicated Senior Program 
Manager with the authority to maximize 
operational availability of services while meeting 
cost, technical performance, and tailored 
customer access needs. We will meet with the 
customers weekly or monthly in-person, via the 
web, or phone call.

100% dedicated Workforce Management Division
Shift Supervisor - Will work with both
customer support group and dedicated Senior
Program Managers to track, monitor, and control
all processes with immediate solutions/
corrections performed.

Management and Customer Support teams to
review usage trends to immediately react to
“known and unforeseen” surges with additional
interpreters in-queue to drive connection
times to contribute 

As a guarantee of success and because of this solicitation this account will be designated a key 
account with enhanced performance monitoring and tracking, management, and control of each 
performance area at the highest levels of visibility. HLS large/key accounts, without exception are in 
excellent standing with our customers regarding contract performance. Summary of our key account 
implementation guidelines provided below:

3.6 Customer Support Plan
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3.7 Value to Our Customers

By using our high technology interpreter call centers and intelligent call routing products, we bring 
seamless delivery of best-in-class interpreter call center services to you. We alleviate traditional 
interpreter call center challenges associated with other vendors. Our customers realize dramatic 
cost savings resulting from ease of use, improved morale, lower government personnel turnover, 

language support program.

3.8 Homeland Language Services Workforce Management

Deploying and correctly scheduling adequate numbers of interpreters at each site is crucial to the 

will occur and that staff resources will need to be continually reviewed and reassigned for maximum 

less, etc. This volume is continually managed. 

3.9 Emergency/Surge Alternate Call Routing and Redirection

Invisible to our customers, each provisioned toll-free number can have multiple dedicated answitched 
termination points to best reach our call centers during normal operations and supporting unexpected 
call volume. All calls are supported in an IP-based cloud environment with a high connection time 
availability of 99.9%, however many customers may reach us through regional long-distance carriers 
creating a need for multiple redundant paths to our interpreter centers. This approach enhances 
fastest connect to interpreters with the following.
• Failover
• Redundancy
• Security
• Flexibility
• Scalability

4.0 On-Site / Face to Face Interpretation - ASL and 150+ Languages

On-Site interpretation supporting American Sign Language (ASL) and approximately 150 different 
languages are highly available through HLS upon 48 hour notice throughout most major cities, 
counties and regions nationwide. CART services are also readily available. All HLS interpreters are 
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4.1 On-Site Interpreter Scheduling Tool - Tracking, Monitor and Control of 
Hundreds of Simultaneous Appointments

HLS cloud-based Internet Interpreter Scheduling System (CBIISS) was designed for use by

1.) medical and legal organizations to manage their in-house interpreter services; 2.) GSA, federal 

Each administrator of interpreting services will have their own username / password and can en-
ter, edit, and cancel interpreting assignments directly into a secure, HIPAA-compliant data-base, 
24/7/365. Implementation, training and end-user demo provided at no charge as needed for each 
customer site.

Managers/Administrators are given complete end-to-end scheduling, accounting, auditing, and re-
porting authority. They can access information regarding interpreter location and availability. They 
can track all past, current and future appointments. They can add credentials, revoke, or restrict 

-
ers can access the Interpreter Scheduling System with their secure user-name / password to view, 

-
ness needs. Secure, reliable and HIPAA compliant, our platform allows you and your requesters to 
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create appointments anywhere in three simple steps. The agency, interpreters, and requesters 
can all monitor appointments. Compatible on all browsers, our platform is designed to be intuitive 
and provide a solution for desktops, tablets, and mobile devices while using minimum software 
requirements. HLS deeply values and respects our clients’ time, therefore, our platform has been 
designed with key features to guarantee accessibility and timely delivery and schedule of on-site 
interpreters and translations. 

Free of any charge our costumers can access our platform at any time and our Quality Assurance 
Team will train all account managers and administrators on its usage. In addition, our IT department 
is constantly monitoring our servers to guarantee full and expedite support and upgrades.

a major reduction when it comes to time, money and energy consumption:

Costs saving - Without the middle man to take your appointment requests and wait for a response 
from the Interpreting company, you go straight to the source. As soon as you create your appointment 

appointment needs. Our project manager will personally supervise the process in order to ensure 
that the most suitable interpreter is assigned to the appointment.

Time saving - Our platform automatically adds up all incomes and expenses, they can all be 
synchronized online.
Energy saving - Appointments are saved immediately and using any mobile device. No more long 
and tedious waiting processes or waiting lists. No need to move, call or email anybody to schedule an 
appointment. With our OPI and VRI services, you can easily access 800+ professional interpreters 
ready to communicate in over 80 languages.
Real time tracking - HLS’s CBIISS offers 24/7/365 tracking on both your appointment scheduling and 
the interpreters while they are on their way to their appointments.

Approximately 15 full time personnel in our Interpreter Relations Group perform all actions from new-
hire to secure access protocols for entering the Scheduling Secure interpreter platform. We assist 
and track, monitor and control all interpreter engagements each hour, week and month for detailed 
usage metric reporting and bi-weekly payment, or monthly customer invoicing. All HLS telephonic, 

hiring protocols and ongoing QA (quality assurance) performance monitoring. Hiring Documentation 
and Data (varies by Contract Authority in all cases).

• Criminal History/Background Checks
• Non-Disclosure Agreement (PHI, customer agency and nature of calls, cannot be discussed)
• HIPAA Compliance regarding PHI (patient healthcare information protections)

• Employment History
• Successful completion of role play in practical interpreting test scenarios monitored by senior
linguists.

• Fingerprinting, eQIP, eVerify, and other standards (varies by contract)
Depending on the state and labor category (medical, courts, etc.) HLS interpreters carry one or multiple 
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hospital legal and medical expertise. Background investigations and Non-Disclosure Agreements 
(NDA) are in place with all staff and contractor staff to support a diverse range of customer needs. All 

provided to customers upon request at Status and Program Review meetings.

Stages of Onboarding Process and Training - Two to three years minimum interpretation or translation 
experience in a professional business, medical or legal environment.

• Background check with ESS or a local police station.

for interpreter service. 45 minutes interview with the candidate to include role-plays and personal
exercises to assess basic language and interpreting skills.

In-house training:
• 2 weeks for candidates without a background in interpretation.
• 1 week for applicants with more than 3-years of interpreting experience.
*During training, our Quality Control team goes over the interpreter’s work, skills, guidelines, protocol,
vocabulary, interpreter’s Code of Ethics, and HIPAA compliance.

Company Orientation: Newcomers study Homeland Language Services policies, guidelines and sign

Technical and payment information: Technical team provides credentials and access to our platform,
together with guidelines and recommendations how to use it effectively. Team lead provides new
employees payroll and documentation.
Interpreters shall demonstrate English business-level communication skills, knowledge, and abilities
with expertise in medical and legal terminology, and other business-level standard phrases and usage.
Provide meaning for meaning consecutive interpretations via phone. Simultaneous interpretation is
also available upon request.
• Demonstrated ability to interpret the meaning for meaning from English to Spanish and from Spanish
to English,
• or from English to all other languages and from the target language to English –and demonstrate
effective communication skills in both languages.
• Medical or legal-related experience preferred. We provide a training program to enhance
interpretation skills.
• College-level or formal study in languages, translation, and interpretation a plus.

equip and eVerify, etc.
• Must possess a High School diploma or GED, with three years minimum experience in a professional
interpreter environment.
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Homeland Language Services (HLS) is a leading Language Services Provider (LSP) of interpretation 
and translation services in support of our federal, state, hospital, and healthcare clientele. A crucial 
component of this service is HLS establishment and operation of highly effective and easy to access 
interpreter contact centers and translation support personnel immediately available to our customers. 

recognized services that deliver immediate availability to our medical linguists. HLS is committed to 
delivering the highest levels of customer service; uses state-of-the-art, scalable, and secure voice/
data/ video contact center facilities and technology; offers the rapid response capability, capacity, and 
experience needed to operate language support contact centers in routine business and emergency 
or crises; and know how to control costs effectively with scalability to meet unforeseen surges. After 
16 years of services support we fully understand the need for easy to access and

are not 
provided. In response, HLS is proposing over the phone interpretation, on-site interpretation, video-
remote interpretation, translation & transcription services, CART and other peripheral services.
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Headquarters Location

ADDRESS: 
1000 Town Center Dr / Third 
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Meet Our 
Professional Team
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