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Call Unit (AKA)


Hours of 


Operation Scope of Responsibility


Provider/Claim Call Center 
8am - 12pm and 1pm - 


5pm, M-F


• Claims status


• General policy questions


• Status of Prior Authorizations, 


• Status of Provider Contracts


• TPL Questionnaires.


Insure Oklahoma 8am – 5pm, M-F
• Insure Oklahoma member questions


• Insure Oklahoma prospective member questions


Spanish Assistance 7am -5pm, M-F
• Any Spanish-speaking caller


• IO Spanish speakers  


Online Enrollment Helpdesk 8am – 5pm, M-F


• Educate members/applicants regarding application for SoonerCare


• Help applicants to navigate the home view of the online application.


• Send paper applications via mail.


• Check for current eligibility.


• Answer general questions about the application.


• UNABLE to answer specific guideline questions.  


• UNABLE to answer case specific “what if” type eligibility questions.


Online Enrollment Spanish 8am – 5pm, M-F


For Spanish speakers only.


• Educate members/applicants regarding application for SoonerCare


• Help applicants to navigate the home view of the online application.


• Send paper applications via mail.


• Check for current eligibility.


• Answer general questions about the application.


• UNABLE to answer specific guideline questions.  


• UNABLE to answer case specific “what if” type eligibility questions.


SoonerCare Help Line 8am – 5pm, M-F


• Access to Care Issues 


• Assist member in finding a PCP/CM


• BCC program general questions


• Enrollment materials and application requests


• EPSDT calls


• PCP change requests/PCP issues   


• Medical ID Cards 


• Member Eligibility 


• SoonerCare and SCHIP covered services


• SoonerPlan
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Call Unit (AKA)


Hours of 


Operation Scope of Responsibility


SoonerCare Spanish 8am – 5pm, M-F
• Any Spanish-speaking caller


OHCA DHS (Eligibility, Family Planning 


& BCC Unit, DHS)
8am – 4pm, M-F


• Breast and Cervical Cancer 


• Family Planning Waiver


Online Enrollment Applications 8am – 5pm, M-F


• Assists clients with applications or application completion


• What items are to be included in ‘income’ section


• Who is to be included in ‘household’ section


• Fields questions from DHS and other contracted entities regarding Agency View


• Aid members in updating their demographic, income, and household composition information on 


their case


• Research completion percentage of SC-1 applications in progress


• Performs workflow tasks


Online Enrollment Applications 


Spanish
8am – 5pm, M-F


For Spanish speakers only.


• Assists clients with applications or application completion


• What items are to be included in ‘income’ section


• Who is to be included in ‘household’ section


• Fields questions from DHS and other contracted entities regarding Agency View


• Aid members in updating their demographic, income, and household composition information on 


their case


• Research completion percentage of SC-1 applications in progress


• Performs workflow tasks


Patient Advise Line (PAL)
5pm - 8am, All day on 


Saturday, Sunday & 


State Holidays


• Assess the nature and urgency of the caller’s problem and recommend an appropriate course of 


action including home care, calling the medical home provider the next day, or accessing emergency 


medical services.


• Provide medical advice based upon pre-established clinical protocols approved by OHCA prior to 


implementation, particularly where medical resources are limited


Dental Unit 8am – 5pm, M-F
• Assist Member in finding a Dentist
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Call Unit Location Tier Avg Vol/Mo* Int CC?
Pharmacy Helpdesk COP I 13,752 No


EDI Helpdesk HP I 1,030 No
Insure Oklahoma HP I 11,796 Yes
Internet Helpdesk HP I 1,802 No
OE Internet Helpdesk HP I 7,127 No
OE Internet Helpdesk Spanish HP I 309 No
OHCA (Claims) Call Center HP I 32,616 Yes
OHCA (Claims) Call Center Spanish HP I 420 Yes


OE Helpdesk LifeCare I 8,071 Yes
OE Helpdesk Spanish LifeCare I 200 Yes
SC Beh Health LifeCare I 472 Yes
SC Helpline LifeCare I 60,531 Yes
SC Helpline Spanish LifeCare I 3,766 Yes


Adjustments OHCA I 287 No
Insure OK Employer OHCA I 2,701 No
Member Services OHCA II 6,819 No
Member Services Spanish OHCA II 322 No
OE Apps OHCA II 14,880 Yes
OE Apps Spanish OHCA II 941 Yes
OHCA DHS OHCA I 134 Yes
Provider Enrollment OHCA II 1,363 No
Provider Services OHCA II 3,071 No
Third Party Liability OHCA I 3,761 No


*March 2011 through February 2012


All Call Units Metrics







Current Software Users
Avaya IP Agent R7.0* All Agents
Avaya CMS Supervisor R16.0 Supervisors
NICE Perform R3.0 Supervisors
HP CTI Lite All Agents
OKMMIS Call Tracking All Agents
*Migrate to Avaya One-X in 2012


Software







Call Unit Metrics


Month Starting
Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Avg Aban 
Time


Answer 
Speed Month Starting


Calls 
Answer


Avg ACD 
Time


Calls 
Abandon


Avg Aban 
Time


Answer 
Speed


5/1/2011 33281 3:13 1294 :53 :27 5/1/2011 504 4:25 95 2:44 2:21
6/1/2011 34512 3:13 1683 1:02 :33 6/1/2011 442 4:50 112 2:10 2:59
7/1/2011 30541 3:12 1865 1:17 :44 7/1/2011 409 5:24 85 3:21 4:02
8/1/2011 36892 3:15 1197 :50 :24 8/1/2011 494 5:03 77 1:46 2:51
9/1/2011 34785 3:06 891 :43 :17 9/1/2011 455 4:26 80 1:54 2:28


10/1/2011 36225 3:04 1597 :58 :31 10/1/2011 442 4:41 84 2:31 2:36
11/1/2011 30276 3:08 2655 1:27 1:10 11/1/2011 347 4:47 91 3:17 4:18
12/1/2011 27937 3:07 2906 1:33 1:11 12/1/2011 375 5:08 77 2:30 3:16
1/1/2012 27759 3:17 9773 2:57 4:53 1/1/2012 327 4:54 162 3:02 6:46
2/1/2012 28049 3:31 9731 3:10 5:08 2/1/2012 275 5:03 130 3:35 7:10
3/1/2012 31877 3:22 2596 1:51 1:07 3/1/2012 355 5:07 99 4:35 3:49
4/1/2012 32050 3:18 1093 1:19 :29 4/1/2012 440 5:50 95 2:39 3:02


12 Month Avg 32015 3:13 3107 1:49 1:24 12 Month Avg 405 4:58 99 2:50 3:48


Month Starting
Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Avg Aban 
Time


Answer 
Speed Month Starting


Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Avg Aban 
Time


Answer 
Speed


5/1/2011 7380 2:07 929 2:39 1:37 5/1/2011 152 2:56 3 :16 1:30
6/1/2011 8636 2:03 878 1:59 1:17 6/1/2011 119 3:01 4 2:50 1:05
7/1/2011 8178 1:59 700 2:01 1:02 7/1/2011 154 2:39 4 :36 1:18
8/1/2011 9554 1:57 1019 1:37 1:17 8/1/2011 202 3:04 4 2:05 1:25
9/1/2011 7883 2:08 401 1:07 :41 9/1/2011 206 3:09 3 :55 :59


10/1/2011 9261 2:04 664 1:44 1:01 10/1/2011 222 3:00 4 1:49 1:21
11/1/2011 7744 1:58 397 1:27 :45 11/1/2011 223 2:56 4 2:06 2:06
12/1/2011 7085 2:01 420 1:24 :51 12/1/2011 215 3:04 6 1:19 1:03
1/1/2012 8432 2:05 1594 2:05 2:27 1/1/2012 260 3:22 12 2:57 2:50
2/1/2012 7598 1:49 707 1:49 1:18 2/1/2012 275 3:02 7 3:20 1:51
3/1/2012 9543 1:47 566 1:25 :46 3/1/2012 340 2:55 7 1:34 1:18
4/1/2012 10756 2:04 938 1:37 1:00 4/1/2012 287 2:51 16 1:10 1:04


12 Month Avg 8504 2:00 768 1:44 1:22 12 Month Avg 221 2:59 6 2:07 1:31


Online Enrollment Helpdesk, M-F 8am-5pm Online Enrollment Helpdesk Spanish, M-F 8am-5pm


Claims Call Center M-F 7:30am-5:30pm Claims Call Center Spanish, M-F 7:30am-5:30pm







Call Unit Metrics


Month Starting
Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Avg Aban 
Time


Answer 
Speed Month Starting


Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Avg Aban 
Time


Answer 
Speed


5/1/2011 59100 2:33 8519 2:15 1:27 5/1/2011 3620 2:44 270 3:39 1:53
6/1/2011 61177 2:31 7810 1:39 1:17 6/1/2011 4060 2:45 275 2:13 1:39
7/1/2011 59219 2:28 6153 1:42 1:02 7/1/2011 3705 2:38 180 2:09 1:26
8/1/2011 70716 2:31 9420 1:31 1:19 8/1/2011 4469 2:50 294 1:53 1:49
9/1/2011 62678 2:44 4033 1:01 :40 9/1/2011 3781 3:04 133 1:12 1:05


10/1/2011 63673 2:42 5839 1:33 :59 10/1/2011 3942 3:06 189 1:50 1:24
11/1/2011 55095 2:33 3437 1:14 :41 11/1/2011 3408 2:55 115 1:25 1:04
12/1/2011 51888 2:37 4359 1:11 :48 12/1/2011 3059 3:06 132 1:18 1:16
1/1/2012 64510 2:47 16641 1:55 2:33 1/1/2012 3875 3:11 433 2:53 3:04
2/1/2012 57726 2:49 6891 1:37 1:15 2/1/2012 3710 3:08 243 2:21 3:27
3/1/2012 64493 2:32 4330 1:20 :45 3/1/2012 4464 2:50 212 1:49 1:12
4/1/2012 65145 2:37 5528 1:22 :54 4/1/2012 3926 3:02 181 1:27 1:13


12 Month Avg 61285 2:37 6913 1:31 1:28 12 Month Avg 3835 2:56 221 2:00 1:42


Month Starting
Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Avg Aban 
Time


Answer 
Speed Month Starting


Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Avg Aban 
Time


Answer 
Speed


5/1/2011 1005 7:17 17 3:48 :48 5/1/2011 15400 6:18 457 7:33 :55
6/1/2011 1085 7:19 26 4:17 :45 6/1/2011 16685 6:05 127 1:04 :19
7/1/2011 956 7:06 19 5:06 :45 7/1/2011 15193 5:53 124 1:28 :19
8/1/2011 1061 6:29 8 4:35 :30 8/1/2011 17792 5:49 113 :48 :14
9/1/2011 953 6:39 10 3:07 :32 9/1/2011 14346 5:43 80 1:02 :12


10/1/2011 966 5:57 9 3:39 :38 10/1/2011 15081 5:44 116 1:26 :17
11/1/2011 752 5:57 9 2:56 :36 11/1/2011 13451 5:50 82 1:13 :14
12/1/2011 702 6:00 6 4:00 :24 12/1/2011 11845 5:48 37 :18 :09
1/1/2012 865 6:15 17 2:54 :42 1/1/2012 14536 5:55 35 :13 :09
2/1/2012 753 5:48 24 5:53 1:16 2/1/2012 12590 5:59 65 3:42 :11
3/1/2012 723 6:34 37 4:52 1:24 3/1/2012 14094 5:52 110 1:02 :16
4/1/2012 633 6:06 58 11:20 2:34 4/1/2012 14122 5:46 104 :52 :16


12 Month Avg 871 6:27 20 4:42 :54 12 Month Avg 14595 5:53 121 1:43 :17


Online Enrollment Applications, M-F 8am to 5pmOnline Enrollment Applications Spanish, M-F 8am to 5pm


SoonerCare Help Line, M-F 8am-5pm SoonerCare Help Line Spanish, M-F 8am-5pm







Call Unit Metrics


Month Starting
Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Avg Aban 
Time


Answer 
Speed


5/1/2011 13259 3:18 68 :39 :05
6/1/2011 12437 3:29 47 :31 :04
7/1/2011 11409 3:17 54 :22 :05
8/1/2011 12539 3:05 64 :25 :05
9/1/2011 11319 3:01 38 :10 :04


10/1/2011 11709 2:56 54 :56 :05
11/1/2011 10346 3:13 27 :29 :04
12/1/2011 9533 3:06 47 :25 :04
1/1/2012 12787 3:12 85 :29 :05
2/1/2012 10901 3:05 56 :57 :57
3/1/2012 12376 2:52 101 :36 :06
4/1/2012 11852 3:07 208 :39 :10


12 Month Avg 11706 3:08 71 :33 :09


Month Starting
Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Avg Aban 
Time


Answer 
Speed


5/1/2011 487 2:50 79 1:24 1:16
6/1/2011 420 3:00 64 1:46 1:08
7/1/2011 372 2:46 70 2:35 1:09
8/1/2011 540 2:43 65 1:10 :55
9/1/2011 571 2:50 47 1:00 :35


10/1/2011 485 2:46 49 1:35 1:35
11/1/2011 468 2:36 54 1:15 :37
12/1/2011 351 2:31 42 1:20 :47
1/1/2012 461 2:51 119 0 2:23
2/1/2012 424 2:53 84 1:50 1:50
3/1/2012 468 2:33 75 1:11 :43
4/1/2012 618 2:52 72 1:17 :41


12 Month Avg 472 2:45 68 1:32 1:23


Insure Oklahoma Call Center M-F 8am-5pm


SoonerCare Behavioral Health, M-F 8am-5pm







Peak Hours with Volume
HP Call Units Call Vol Peak Hr Call Vol Peak Hr Call Vol Peak Hr Call Vol Peak Hr
Claims Call Center 251 10:30-11:30am 330 9:30-10:30am 219 10:30-11:30am 210 10:30-11:30am
Claims Call Center (Spanish) 7 3:30-4:30pm 9 4:30-5:30pm 6 4:30-5:30pm 3 10:30-11:30am
Insure Oklahoma Call Center 70 11am-12pm 84 2-3pm 89 11am-12pm 83 2-3pm
Life Care Units Call Vol Peak Hr Call Vol Peak Hr Call Vol Peak Hr Call Vol Peak Hr
Online Enrollment Helpdesk 77 1-2pm 66 11am-12pm 90 10-11am 67 1-2pm
Online Enrollment Helpdesk (Spanish) 4 1-2pm 3 1-2pm 3 12-1pm 3 1-2pm
SoonerCare Behavioral Health 8 11am-12pm 7 2-3pm 7 11am-12pm 5 4-5pm
SoonerCare Help Line 508 10-11am 453 2-3pm 483 1-2pm 363 10-11am
SoonerCare Helpline (Spanish) 49 4-5pm 32 11am-12pm 38 2-3pm 29 10-11am
OHCA Call Units Call Vol Peak Hr Call Vol Peak Hr Call Vol Peak Hr Call Vol Peak Hr
Online Enrollment Applications 103 11am-12pm 103 3-4pm 104 3-4pm 79 2-3pm
Online Enrollment Applications (Spanish) 13 1-2pm 8 11am-12pm 6 9-10am 4 4-5pm


April 9, 2012 April 17, 2012 April 25, 2012 May 3, 2012


Peak Hours





		All Call Units

		Software

		RFP Call Unit Metrics

		Peak Hours






Number of calls that required Translation Services from December 2010 to May 2011
Please note that these figures incude the SoonerCare Helpline and the PAL.


May-11 325
Apr-11 193
Mar-11 336
Feb-11 160
Jan-11 250
Dec-10 196
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EXAMPLES OF TYPES OF INQUIRIES THAT CALL CENTERS RECEIVE 
 
 
Member Calls 
• Provide information about the different programs that OHCA offers (Choice, Insure 


Oklahoma, Oklahoma Cares, waiver programs, etc.), general parameters for 
eligibility and covered services, and how to enroll; 


• Refer members to other appropriate programs or agencies when necessary, such as 
SoonerStart, WIC, TANF, etc. 


• Refer members to the HPES Internet Help Desk as necessary for, Internet problems, 
PIN and password resets, and others as appropriate; 


• Explain and assist members with the SoonerCare or Insure Oklahoma online 
enrollment processes for appropriate potential or renewing members, including how 
to complete an online or paper application, required verifications and where to send 
them, time frames for receiving decisions, and follow-up; 


• Provide members who need to contact Oklahoma Department of Human Services 
(OKDHS), eligibility agent for some member categories, with the location, 
telephone number and hours of operation of the appropriate county office; 


• Answer questions related to income guidelines, household composition and other 
general eligibility requirements for all programs; 


• Provide information about application status for OHCA-processed eligibility, 
including why an application or member was denied, why a case was closed, and 
possible next steps; refer other members to OKDHS; 


• Process requests for file updates including demographic changes, income changes, 
newborns, pregnancy, household changes as appropriate and refer appropriate 
changes to the correct OHCA unit or contractor as needed; 


• Take changes in demographic information, child custody, support, income, or 
household composition to report to OKDHS on a daily basis by fax; for members 
who can use Online Enrollment and whose eligibility certification was at least 9 
months ago, remind members that recertification is required and can be 
accomplished on a home computer or with an agency partner organization; if 
member has no computer access, offer members the option to verify all information 
and renew during the call. 


 
PCP and Dentist Information 
• Provide members with unbiased information about contracted primary care 


providers (PCP) and dental providers including location, languages spoken, services 
offered, etc. to meet the needs of the member; including referral to any online 
provider directories or listings; forward requests for assistance with specialists or 
dentists to the appropriate units; 


• When talking to a member who has not yet chosen a PCP, offer to assist the 
member with PCP enrollment; 


• Enroll SoonerCare Choice and Insure Oklahoma members with the PCP of their 
choice; 


• Process properly completed PCP action forms received to add a member to a 
Choice or Insure Oklahoma primary care provider’s panel in the event that the panel 







is at capacity; if a primary care provider is set on “panel hold”, forward completed 
action forms to OHCA Provider Services; note that the use of such “action forms” 
has been greatly reduced over the past few years and it is OHCA’s goal to minimize 
the use of these forms; 


• Assist members with complaints about providers and forward to OHCA Member 
Services unit as needed. 


 
Program-Specific Information 
• Answer general questions about the role and purpose of medical homes and/or 


primary care providers, and Health Access Networks where appropriate;  
• Provide general information about non-emergency transportation (NET) benefits 


and refer members as appropriate to OHCA’s NET broker or the OHCA 
Transportation Coordinator; 


• Provide information to members and applicants to the Insure Oklahoma program 
about employer-sponsored and individual coverage, dependent eligibility, premium 
amounts and payment methods, out-of-pocket expenses and reimbursement, and 
other general issues and refer more complex questions to HPES for resolution; 


• Answer members’ questions about behavioral health services, including available 
providers and benefits and refer more complex calls to Member Services; 


• Provide general information about home and community based waiver services 
including OKDHS programs (currently ADvantage, Developmental Disability 
Services Division waivers) and OHCA programs (currently Living Choice, 
Medically Fragile, SoonerSeniors, My Life My Choice) and refer members to 
OKDHS or OHCA Opportunities for Living Life division as appropriate. 


 
Provider Calls 
• Inform providers about contract types, requirements for each contract, and general 


information about services covered by each contract type; 
• Explain the electronic provider enrollment (EPE) and update process, information 


required for completion of the application, faxed documents required for 
verification, and time frames for enrollment processing, screening fee, federal 
screening requirements and disclosure of ownership questions; and encourage 
providers to enroll, renew, and change demographic and other information via the 
electronic process; 


• After explaining EPE, instruct providers who are unwilling or unable to use EPE to 
make changes to demographic or other information by sending a written request to 
Provider Contracting signed by the authorized representative on the Provider 
Agreement; transfer providers who are unwilling or unable to use EPE to enroll or 
renew provider agreements to Provider Contracting for information regarding the 
paper process; 


• Contractor may not change banking or other information on a provider’s file, but 
should encourage provider to make necessary changes using the Electronic Provider 
Enrollment system 


• Provide information to out-of-state providers regarding requirements for 
contracting, prior authorizations, process for obtaining higher reimbursement if 
applicable; 







• Refer providers to the HPES Internet Help Desk as necessary for initial setup to the 
secure provider website, batch claim issues, Internet problems, PIN and password 
resets, and others as appropriate; 


• Explain reimbursement methodologies, including fee-for-service, care coordination 
fees, SoonerExcel incentives payments, DRGs, Medicare crossover, etc.; 


• Refer all providers, billing agents or others requesting verification of member 
eligibility to OHCA’s Eligibility Verification System (EVS) available by telephone,   
web or via EDI (270/271 transaction); Contractor should not verify eligibility 
except in unusual circumstances; 


• After informing provider that prior authorization status, claim status and denial, 
provider’s contract status and claim denial information is available online, answer 
questions if provider is unwilling or unable to check online or instruct the caller to 
phone the appropriate OHCA contractor (such as the contractor for behavioral 
health or imaging authorizations); the Contractor may limit the number of inquiries 
per call, require identification of the caller, contact managers of providers or billing 
agents that call frequently, or take other reasonable action to encourage callers to 
obtain information via the web; 


• Instruct providers requesting claim reconsideration to complete an HCA-17 form 
available on the OHCA website; 


• Instruct providers requesting retroactive (backdated) contracts or payment to 
complete a settlement request form on the OHCA website. 


 
Insure Oklahoma Employer and Insurance Agent Calls 
• Answer general program questions including inquiries from potential participating 


businesses or agents; 
• Look up PINs that employees at participating employers need to make online 


application; 
• Answer eligibility questions related to businesses and employees 
• Answer questions related to the status of renewals, whether documents have been 


received and other application questions; 
• Assist businesses in finding participating agents by referring them to the Insure 


Oklahoma website or offering them several names of participating agents; 
• Answer general questions from members about OHCA audits; refer specific 


questions about audit findings or recoupments to OHCA; 
• Take information about requests for presentations about Insure Oklahoma at 


businesses or other locales; send an email to Insure Oklahoma with necessary 
information such as name, address, date of presentations, etc.  


• Answer questions about requirements for qualifying plans, rate changes, and other 
insurance plan information. 


 








 


Bidders Library on Call Tracking Records 


In general, the record should indicate: 


1. who called (this is usually completed automatically, but complete if its doesn’t) 


2. what the primary issue(s) are 


3. what the resolution was 


4. if the call is transferred to Tier 2, what the caller needs that can’t be supplied by Tier 1. 


 


Example One: 


A woman named Marge from a physician’s office, Dr. Marvin Smith, SoonerCare Provider ID 20021345, 


calls regarding the status of the contract renewal that he recently processed in Electronic Provider 


Enrollment (EPE). The agent asks if Marge is aware that she can log in and check the status herself. She 


says she is but the computer is down. The agent checks the EPE workflow and finds that Dr. Smith did 


submit a renewal but has not yet faxed in the required documentation to process the renewal. The 


agent explains the fax process to the office, including the necessity to use the required fax cover sheet 


and send only one fax at a time, and reminds the office what is needed – the doctor’s license and proof 


of malpractice insurance. 


 


Assuming that Dr. Smith’s name, provider number, etc. already appears on the record: 


Acceptable: 


 Marge called re: contract renewal. EPE shows waiting on faxed docs. Explained fax process and 


needed docs.  


 


Unacceptable: 


 Where his contract is 


 


 


Example Two: 


A business office manager named Rich calls about an ambulatory surgery center claim, ICN 42355 dated 


12/24/10 that was denied. He has completed the required form and submitted it to OHCA for 


reconsideration but he still has questions about what is wrong and what he can do in the future to avoid 


the situation. The agent refers to manager to the Tier 2 Provider Services call center. 


 


Assuming that the ASC’s name, provider number, etc. already appear: 


Acceptable: 


 Bus mgr Rich re ICN 42355 dated 12/24/10. Completed HCA-17 process, still has questions.  


 


Unacceptable: 


Denied claim  


  







Example Three: 


Here is an example of a record with some information left off.  The record has a name of a caller, 


however, the Member ID or the Provider ID should be filled out so the system can identify the member 


or provider and fill in the information so the call can be searched and tracked. 


 


 


 


 


 


 


 


 


 







Example Four: 


The note below is unacceptable because, the agent transferred the caller, but did not explain why the 


caller was being transferred.   


 


 


 


 


Acceptable : Caller has questions about definitions of specific income items. 


 


 


 


 







 


Example Five: 


Below are some examples of notes, although short, are descriptive enough to tell what the agent told 


the caller or did with the call. 


 


 


 


 







 


 


 


 


 


 


 


 


 


 


 


 


 







Here is a longer note, but says what the agent told the caller. 


 


 








 


Job Descriptions 
 


Customer Service Specialist II 


The employees working in these positions, under supervision, assist health care professionals 


involved in providing services to SoonerCare members.  Their duties include researching and 


answering basic verbal and written inquiries related to the agency policy and monitoring the 


claims processing system for procedure and eligibility problems. 


Customer Service Specialist I 


These positions serve in an entry-level capacity in assisting members and health care 


professionals involved in providing services to SoonerCare members.  These employees respond 


at an entry-level capacity to verbal and written inquiries relating to the agency’s policy. 


 








SoonerCare Online Enrollment 
The Oklahoma Health Care Authority has developed a tentative timeline to offer SoonerCare Online 


Enrollment to more SoonerCare Members. 


 Breast & Cervical Cancer – Next 9 months 


 Insure Oklahoma – Towards end of 2012 


 TANF & Aid to the Disabled – 2013  


While developing your cost proposals, please consider this information. 


 


 


 








Question Submitted by: Director John S. Richard, Department of Central 
Services 


2006 OK AG 11 
Decided: 04/14/2006 


Oklahoma Attorney General Opinions 


Cite as: 2006 OK AG 11, __ __ 


 
 


¶0 This office has received your request for an official Attorney General Opinion in which you ask, in effect, the 
following questions: 
1. Previous Attorney General Opinions have found that state contracts may not contain clauses that limit 
a private vendor's liability to the State. Does the prohibition on limitation of liability clauses apply only to 
contracts for goods, only to contracts for services, or to all state contracts? 
2. Does the prohibition on limitation of liability clauses apply only to clauses that limit direct damages, or 
are state agencies also prohibited from entering into contracts that limit a private vendor's liability for 
indirect, incidental, special, punitive or consequential damages? 
3. Are state agencies also prohibited from entering into contracts that limit a private vendor's liability for 
loss of profits, revenue, data or data use? 
4. May a state agency enter into a contract whereby a private vendor accepts unlimited liability for 
damages caused by the vendor's negligent or intentionally wrongful acts only if the State agrees that the 
vendor will have sole control of the defense of any claims? 
5. Does the prohibition on limitation of liability clauses apply to license agreements (also known as 
"shrink wrap licenses") enclosed with off-the-shelf computer software products? (This question relates to 
boxed, off-the-shelf software products that come with packaged warranties.) 
6. May a state agency enter into a contract limiting a private vendor's liability for damages resulting from 
advice and/or assistance the private vendor provided to the agency in implementing software 
applications? 
7. May a state agency enter into a contract that clearly limits a vendor's liability if the contract also 
includes the language, "To the extent that the limitation of liability contained herein is construed by a 
court of competent jurisdiction to be a limitation of liability in violation of Oklahoma law, such limitation 
of liability shall be void"? 
8. May a state agency enter into a contract containing language in the clause proposed in Attachment "A" 
to this question? 
9. May a state agency enter into a contract containing language in the clauses proposed in Attachment 
"B" to this question?  


Background 


¶1 Before addressing your questions specifically, we think it advisable to review the issues which led to your 
request. Your questions stem from previous Attorney General Opinions concluding that state contracts may not 
contain clauses which: limit private vendors' liability and hold them harmless for their own negligence or 
intentionally wrongful acts (A.G. Opins. 01-2, 78-256); indemnify a non-state party (A.G. Opin. 96-7); and waive 
the State's legal rights and defenses in advance of an action (A.G. Opin. 78-256). A "hold harmless" clause, for 
example, is one "whereby one party assumes the liability inherent in the undertaking, thereby relieving the other 
party of responsibility" - i.e., the State agrees to assume whatever liability would otherwise be borne by the 
vendor. 17A Am. Jur. 2d Contracts § 280 (West, WESTLAW through 2005). An "indemnity" clause "holds the 
indemnitee [vendor] harmless from liability by requiring the indemnitor [the State] to bear the cost of any damages 
for which the indemnitee is held liable." Id. An "exculpatory" clause is "[a] contractual provision relieving a party 
from any liability resulting from a negligent or wrongful act." Black's Law Dictionary 588 (7th ed. 1999). All such 
contract clauses, however they are labeled, have essentially the same general effect - to impose an actual or 
contingent obligation on the State for the benefit of the vendor.  


¶2 You indicate that some vendors, particularly information technology vendors, object to contracts assigning 
them "unlimited liability." As we understand it, vendors' liability is not unlimited; rather, state contracts provide that 
each party, the State and the vendor, is responsible for its own intentionally wrongful acts or negligence. 1 "There 
is no impropriety in a contractual provision or stipulation making the contractor liable for the consequences of the 
contractor's own negligence." 64 Am. Jur. 2d Public Works and Contracts § 130 (2001).  
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¶3 In contrast, the contract provisions you have provided require the State to bear the risk of the vendors' 
intentionally wrongful acts or negligence in addition to the State's own. The obligations thereby assumed by the 
State may be substantial if injured third parties assert claims against the State, because the limitation of liability 
clauses would foreclose the State from being awarded damages in a breach of contract suit against the vendor 
whose acts or omissions actually caused the injury. 2 Attorney General Opinion 01-2 determined that such a 
contract provision creates a "debt or obligation" prohibited by Article X, Section 23 of the Oklahoma Constitution 
unless funds have been appropriated to cover the resulting obligation at the time the contract is executed. Id. at 
12. The Opinion noted that such clauses were prohibited since the obligation created is contingent upon a future 
event which may or may not occur and therefore indeterminate as to both amount and the time payable, making 
appropriation impracticable. Id. 


¶4 In response to Opinion 01-2, the Legislature in 2002 introduced State Question 703, which proposed to amend 
Article V, Section 53 of the Constitution to allow the Legislature to "enact laws to permit state entities to limit the 
contractual liability of persons contracting to provide information technology goods or services to the state, but in 
no event shall liability be limited to less than the amount of the contract." H.J. Res. 1051, 48th Leg., 2d Sess. 
(Okla. 2002). When State Question 703 was submitted to a vote of the people in the November 5, 2002 general 
election, it was defeated, with 55.74% of voters against the proposal. See Okla. State Election Bd., Gen. Election 
Nov. 5, 2002, Summary Results, available at http://www.state.ok.us/~elections/02gen.html.  


¶5 The contract issues you raise are not peculiar to Oklahoma. Other states have determined that limitation of 
liability, hold harmless, and indemnification clauses favoring vendors are void under the states' Constitutions, 
statutes, or public policy unless means for paying any contingent liabilities are provided for at the time of 
executing the contract.  


¶6 Attorney General Opinion 01-2 was based on the principles articulated by the Oklahoma Supreme Court in 
Wyatt-Doyle & Butler Engineers, Inc. v. City of Eufaula, 13 P.3d 474 (Okla. 2000), where the court regarded 
contingent liabilities as debts or obligations prohibited under the Oklahoma Constitution Article X, Section 26 
(Article X, Section 26 is similar to Article X, Section 23 but applies to political subdivisions rather than the State.) 
A.G. Opin. 01-2, at 10-12. Wyatt-Doyle involved an indemnification clause in which a city agreed to pay funds 
owed by a public trust if the trust defaulted on its obligation. Wyatt-Doyle, 13 P.3d at 475. The court found the 
clause void, saying it created a contingent liability prohibited by Okla. Const. art. X, § 26. Id. at 479. The kind of 
contract clause in Wyatt-Doyle is different from the limitation of liability clauses about which you ask, in that the 
latter do not require the State to become a surety and pay the balance of a debt owed to a third party. These 
clauses do, nonetheless, create a contingent obligation. Other states with similar constitutional provisions have 
come to the same conclusion.  


¶7 In a provision similar to Oklahoma's Article X, Section 26, Texas's Constitution prohibits a city or county from 
creating a debt unless at the time it is created a tax and sinking fund are instituted to pay for it. Tex. Const. art. XI, 
§ 7. 3 The Texas Supreme Court said such a debt was created pursuant to that constitutional provision when a 
county agreed to indemnify private railway companies for their liability for damages incurred from the public's use 
of a causeway and drawbridge built jointly by the county and the railway companies. Tex. & New Orleans R.R. 
Co. v. Galveston County, 169 S.W.2d 713, 715 (Tex. 1943). The court noted that when the parties made the 
agreement they could not determine when such liability might arise or what its extent would be, and thus a debt 
was created. Id. at 715. Because the county had not, at the time it made the agreement, provided for levying and 
collecting a sufficient tax or created a sinking fund to pay the debt, the indemnity agreement was invalid. Id.; see 
also Brown v. Jefferson County, 406 S.W.2d 185, 189-90 (Tex. 1966) (finding that although a "hold harmless" 
provision created an indeterminate future liability, the county could agree to it if it levied the tax and established 
the sinking fund required by the Constitution).  


¶8 In summarizing these and other cases, Texas's Attorney General stated, "[A] county's agreement to indemnify 
a third party for damages arising from the third party's acts creates a debt within [the Constitution]." Tex. Op. Att'y 
Gen. GA-1076 (2004), 2004 WL 763182, at * 3; see also Idaho Op. Att'y Gen. 79-13 (1979), 1979 WL 29534, at 
*3 (construing a similar constitutional provision and stating that a contract in which a public entity assumes liability 
for its own fault or negligence is permissible, but warning that any contract provision that imposes on the state an 
assumption of existing or contingent liability on behalf of a third party may violate the Constitution); N.M. Op. Att'y 
Gen. 00-04 (2000), 2000 WL 1833589, at *4 (finding that an indemnification provision created a debt under the 
state Constitution, which "preclude[s] a government from entering into an agreement subjecting it to contingent 
liability, the amount of which is uncertain at the time of the agreement"); N.D. Op. Att'y Gen. 2002-L-21 (2002), 
2002 WL 562587, at *2 (deciding that although a particular state entity had authority to indemnify a contractor or 
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third party, it must include a non-appropriation clause as well as identify the funds it would use to fulfill its 
obligations if a claim arose under the indemnity provision).  


¶9 Even without such a constitutional provision, states have prohibited limitation of liability clauses in state 
contracts for reasons of public policy. For example, Maryland's Attorney General was informed that "requiring 
contractors to assume unlimited liability on State contracts will both drive up the cost to the State of doing 
business (. . . by requiring prospective vendors to increase the cost of their proposals so as to compensate for the 
potential unlimited liability) and reduce the pool of potential contractors, by eliminating those who refuse to 
assume unlimited liability." Md. Op. Att'y Gen. 97-029 (1997), 1997 WL 819842, at *2. These same points were 
made in the Opinion request which resulted in Okla. A.G. Opin. 01-2. See A.G. Opin. 01-2, at 8. Responding to 
these issues, Maryland's Attorney General replied, "[A] provision requiring the State to bear indeterminate risk for 
another's negligence is beyond the authority of a contract officer unless insurance or another source of funds was 
available to underwrite the risk, or the agreement itself expressly conditioned the obligation on the availability of 
appropriations." Md. Op. Att'y Gen. 97-029, 1997 WL 819842, at *4.  


¶10 In this and other opinions, Maryland's Attorney General relied not on any constitutional or statutory 
provisions, but on public policy grounds. See, e.g., Md. Op. Att'y Gen. 86-064 (1986), 1986 WL 287651, at *3 
(finding that a proposed indemnity clause in a contract for the State Department of Agriculture to purchase a 
vaccine was "flatly inconsistent" with the state's public policy because it "expose[d] the [State] to potentially 
unlimited liability under circumstances in which no funds are appropriated to fund that potential liability, the risk is 
uninsured, and the indemnity clause itself does not condition the [State's] obligation on future appropriations 
having been made available.")  


¶11 At least one state, Louisiana, has codified this public policy against the state assuming liability for others' 
actions:  


A. It is hereby declared that any provision contained in a public contract . . . which requires a public 
entity to assume liability for damages arising out of injuries or property damage to the contracting 
parties or to third parties caused by the negligence of anyone other than the public body, its 
employees, or agents, is contrary to the public policy of the state of Louisiana. Any and all such 
provisions in any and all public contracts issued on or after October 1, 1988, are null and void.  


La. Rev. Stat. Ann. § 38:2195 (West 2005).  


¶12 State entities are entrusted with public funds and spending those funds must serve the public interest. Article 
X, Sections 23 and 26 were enacted "as a protection of the people from the excesses of governmental entities." 
Wyatt-Doyle, 13 P.3d, at 477. The Oklahoma Supreme Court recognized this public policy in examining the 
competitive bidding requirements which accompany the award of most state contracts, finding as follows:  


The provisions of statutes , charters and ordinances requiring competitive bidding in the 
letting of . . . contracts are for the purpose of inviting competition, to guard against favoritism, 
improvidence, extravagance, fraud and corruption, and to secure the best work or supplies at the 
lowest price practicable, and they are enacted for the benefit of property holders and taxpayers,
and not for the benefit or enrichment of bidders, and should be so construed and administered 
as to accomplish such purpose fairly and reasonably with sole reference to the public interest. 


Rollings Const., Inc., v. Tulsa Metro. Water Auth. , 745 P.2d 1176, 1177-78 (Okla. 1987) (emphasis added) 
(citation omitted).  


¶13 Oklahoma's Constitution reserves to the people the power to act in a legislative capacity and set public policy 
by referendum. "[T]he people reserve to themselves the power to propose laws and amendments to the 
Constitution and to enact or reject the same at the polls independent of the Legislature, and also reserve power at 
their own option to approve or reject at the polls any act of the Legislature." Okla. Const. art. V, § 1. In the 2002 
referendum concerning public contracts, Oklahoma's electorate indicated that limiting vendors' liability is not in the 
public interest. See Okla. State Election Bd., Gen. Election Nov. 5, 2002, Summary Results, available at 
http://www.state.ok.us/~elections/02gen.html. A limitation of liability provision which releases a vendor from 
responsibility for damages caused by its own negligence or intentionally wrongful acts puts the vendor's interest 
above that of the public. Such a clause is, therefore, not only constitutionally suspect but void as against public 
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policy.  


¶14 This office recognizes that the provisions of Article X, Sections 23 and 26, create problems when contracting 
with vendors who ask the State to assume their potential liability, especially when a vendor is the sole source for 
a particular good or service, or when the state's operations are so dependent on a particular vendor's product that 
the State effectively loses its bargaining power. There is no easy answer to this issue, but we believe there is at 
least one possibility, albeit with its own problems, that would satisfy the constitutional debt provisions and public 
policy considerations. That approach is to ensure that no obligation is created under the constitutional provisions 
by eliminating the uncertainty associated with contingent liabilities.  


¶15 Attorney General Opinion 01-2 determined that a contract provision limiting a vendor's liability created a 
contingent obligation because the proposed indemnity was "indefinite in term and uncertain in amount." Id. at 12 
(quoting A.G. Opin. 96-7, at 18). Therefore, if the State could make certain the time and amount of payment and 
encumber funds sufficient to pay the amount when the contract was executed, no "obligation" in the constitutional 
sense would be created. This approach has been advocated by Ohio's Attorney General in several opinions 
addressing debt creation under that state's Constitution. See, e.g., Ohio Ops. Att'y Gen. 96-060 (1996), 1996 WL 
708356; 99-049 (1999), 1999 WL 756681; 2003-035 (2003), 2003 WL 22720012; 2005-007 (2005) 2005 WL 
526809.  


¶16 Based on state case law, Ohio's Attorney General determined that a hold harmless or indemnification clause 
in a state contract could comply with the state's constitutional debt and appropriation provisions 4 as long as it met 
the following criteria: (1) "the clause may obligate the state only for the duration of the [fiscal year] in which the 
contract is executed" and cannot "bind the state for any length of time beyond that [period]"; (2) "the clause must 
specify a maximum dollar amount for which the state is obligated"; and (3) the amount specified must be 
appropriated to the contracting state agency and encumbered as available for payment prior to the contract's 
execution. Ohio Op. Att'y Gen. 96-060 (1996), 1996 WL 708356, at *9 (interpreting State v. Medbery, 7 Ohio St. 
522 (1857)). The Attorney General cautioned that even if these three criteria were met, however, "a state agency 
also should consider whether agreeing to include such clauses in its contracts is prudent or advisable as a matter 
of public fiscal policy." Id. at *11. 


¶17 This approach, although perhaps difficult to implement, would satisfy the legal requirements of Okla. Const. 
art. X, § 23 (for state agencies) and Section 26 (for municipalities and other political subdivisions of the state). A 
state entity and a vendor could negotiate and incorporate into a contract the amount of contingent liability the 
State would bear for a certain contract period, with the vendor being liable for any damages exceeding the 
agreed-upon amount. The state entity would then ensure that sufficient funds were appropriated and encumbered 
to cover the amount before the contract was executed. The extent to which the State should protect itself in a 
procurement contract against risk associated with a vendor's intentionally wrongful acts or negligence is a policy 
question for the procuring agency and perhaps the State Purchasing Director, not a question of law this office can 
answer. 74 O.S. 2001, § 18b(A)(5).  


¶18 We affirm the conclusions of Attorney General Opinions 78-256, 96-7, and 01-2. With those Opinions and the 
requirements of Okla. Const. art. X, §§ 23 and 26 in mind, we turn to your specific questions. The answers given 
assume that any contract containing a limitation of liability clause must incorporate some means to fund the 
potential liability, as mentioned previously.  


¶19 1. Does the prohibition on limitation of liability clauses apply only to contracts for goods, 
only to contracts for services, or to all state contracts? 


¶20 The prohibition applies to all state contracts. The constitutional provisions apply regardless of the subject 
matter of a contract and include contracts for both goods and services.  


¶21 2. Does the prohibition on limitation of liability clauses apply only to clauses that limit 
direct damages, or are state agencies also prohibited from entering into contracts that limit a 
private vendor's liability for indirect, incidental, special, punitive, or consequential damages?


¶22 The prohibition applies to clauses that limit any damages, regardless of type, that the State could collect from 
a vendor in a contract action. 5  
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¶23 3. Are state agencies also prohibited from entering into contracts that limit a private 
vendor's liability for loss of profits, revenue, data, or data use? 


¶24 Yes, if the loss of profits, revenue, data, or data use results from the vendor's, rather than the state's, 
negligence or intentionally wrongful acts.  


¶25 4. May a state agency enter into a contract whereby a private vendor accepts unlimited 
liability for damages caused by the vendor's negligent or intentionally wrongful acts only if 
the State agrees that the vendor will have sole control of the defense of any claims? 


¶26 You indicate that some vendors submit contract clauses which state that the vendor will pay the cost of the 
state's defense if a third party sues the State alleging damages arising from a state contract with the vendor; in 
return for this promise, the vendor demands sole control over defending the case. Such a contract clause 
attempts to waive the State's legal rights and defenses before a lawsuit ever arises. No purchasing officer has the 
authority to agree to such a clause; State law provides that this authority belongs only to the Attorney General. 
Title 74, Section 18b(A)(3) reads as follows:  


A. The duties of the Attorney General as the chief law officer of the state shall be:  


. . . .  


3. To initiate or appear in any action in which the interests of the state or the people of the state are 
at issue, . . . and prosecute and defend in any court or before any commission, board or officers any 
cause or proceeding, civil or criminal, in which the state may be a party or interested; and when so 
appearing in any such cause or proceeding, the Attorney General may, if the Attorney General 
deems it advisable and to the best interest of the state, take and assume control of the prosecution 
or defense of the state's interest therein[.]  


Id.  


¶27 The Attorney General is the only person who could agree with a vendor to allow it to have sole control over 
the state's defense, and then only once a lawsuit had actually arisen. "In the absence of explicit legislative or 
constitutional expression to the contrary, the attorney general possesses complete dominion over every litigation 
in which he properly appears in the interest of the state whether or not there is a relator or some other nominal 
party." State ex rel. Nesbitt v. Dist. Court, 440 P.2d 700, 707 (Okla. 1967), overruled on other grounds by 
Beidleman v. Belford, 525 P.2d 649 (Okla. 1974); see also A.G. Opin. 78-256 at 597-98 (concluding that such a 
clause is "unenforceable as being illegal in that the State Board of Public Affairs is not the proper state agency to 
make such a decision and cannot do so under the guise of negotiating and performing a contract with a private 
entity"). Because both the Oklahoma Supreme Court and the Legislature have granted to the Attorney General 
control over litigation in which the State has an interest, no other person can cede control of a lawsuit to a vendor 
or waive in advance the state's defenses. Therefore, such a contract clause is prohibited. 


¶28 5. Does the prohibition on limitation of liability clauses apply to license agreements (also 
known as "shrinkwrap licenses") enclosed with off-the-shelf computer software products? 
(This question relates to boxed, off-the-shelf software products that come with packaged 
warranties.) 


¶29 Mass software licenses such as shrinkwrap, clickwrap, and browsewrap 6 (collectively, quickwraps) are unlike 
conventional contracts in that: (1) the buyer indicates acceptance by some act other than a signature on a writing; 
(2) they are not negotiated, but are a "take it or leave it" type of agreement; and (3) they are intended for use by a 
large group of end-users "for which negotiated licenses would be financially, administratively or otherwise 
infeasible." Terry J. Ilardi, Mass Licensing - Part 1: Shrinkwraps, Clickwraps and Browsewraps, 831 PLI/Pat. 251, 
255 ( 2005). Typically, quickwrap licenses contain limitation of liability clauses with language similar to that cited 
in your questions. You ask specifically about such clauses contained in shrinkwrap licenses. 7  


¶30 With shrinkwrap agreements, the packaged software is technically an offer which a buyer is free to accept or 
reject ("pay now, terms later"). The buyer triggers the agreement by opening the package and indicates 
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acceptance of the license terms contained therein by failing to return the software within a specified period of 
time. Id. at 256. Thus, the contract is formed not when an order is placed or the software is purchased, but after 
the buyer has had a chance to inspect both the software and the terms accompanying it. ProCD, Inc. v. 
Zeidenberg, 86 F.3d 1447, 1452-53 (7th Cir. 1996). While a few courts have found shrinkwrap agreements to be 
unenforceable, most courts have held them to be valid. 8  


¶31 For courts that have found shrinkwrap agreements enforceable, such agreements do not raise any new legal 
issues, but are merely another form of transaction, common in the sale of consumer goods, that requires payment 
before the buyer knows all the terms of the agreement. See, e.g., ProCD, 86 F.3d at 1451 (comparing purchasing 
boxed software to buying consumer goods whose warranties are viewable only after the sale). In ProCD, the court 
analyzed the shrinkwrap agreement as a sale of goods under Article 2 of the UCC (enacted in Oklahoma as 12A 
O.S. 2001 & Supp.2005, §§ 2-101 - 2-725). Id. at 1452. Section 2-204(1) of the UCC (12A O.S. 2001, § 2-204(1)) 
states that agreement may be shown by the conduct of the parties. The court found the defendant was bound by 
the license agreement because his failure to return the software for a refund indicated acceptance of the license 
terms contained within the box. Id.  


¶32 In the question you raise, under the reasoning of ProCD and similar cases, a limitation of liability clause 
contained in a shrinkwrap agreement is part of the contract if the State keeps the software. A buyer may still, 
however, reject certain terms in such an agreement and propose different terms, either before the purchase (by 
obtaining a copy of the shrinkwrap agreement before placing an order) or before the post-sale acceptance-or-
refund period expires. The Oklahoma version of the UCC allows a party, like the State, to attempt to modify the 
terms of a sale of goods, including a shrinkwrap agreement. Title 12A, Section 2-207 provides as follows:  


(1) A definite and seasonable expression of acceptance or a written confirmation which is sent 
within a reasonable time operates as an acceptance even though it states terms additional to or 
different from those offered or agreed upon, unless acceptance is expressly made conditional 
on assent to the additional or different terms. 


(2) The additional terms are to be construed as proposals for addition to the contract. 
Between merchants such terms become part of the contract unless:  


(a) the offer expressly limits acceptance to the term of the offer;  


(b) they materially alter it; or  


(c) notification of objection to them has already been given or is given within a reasonable time after 
notice of them is received.  


(3) Conduct by both parties which recognizes the existence of a contract is sufficient to establish a 
contract for sale although the writings of the parties do not otherwise establish a contract. In such 
case the terms of the particular contract consist of those terms on which the writings of the parties 
agree, together with any supplementary terms incorporated under any other provisions of this act.  


Id. (emphasis added).  


¶33 A "merchant" is a person who either deals in goods of the kind being offered or someone who "by his 
occupation holds himself out as having knowledge or skill peculiar to the practices or goods involved in the 
transaction." 12A O.S. Supp.2005, § 2-104(1). "'Between merchants' means in any transaction with respect to 
which both parties are chargeable with the knowledge or skill of merchants." Id. § 2-104(3). Under these 
definitions, a state purchasing officer or other employee involved in a shrinkwrap license transaction who is 
knowledgeable about the offered goods would qualify as a merchant. See, e.g., Miss. Op. Att'y Gen. 98-0288 
(1998), 1998 WL 304154, at *3 (finding that that State Department of Information Technology Services, as well as 
other state entities and employees with sufficient knowledge or skill, qualified as merchants under the state 
version of the UCC). 


¶34 If the State initiates a purchase order for boxed software indicating terms such as quantity, price, etc. and the 
vendor ships the software with a license agreement which includes a limitation of liability clause not previously 
agreed upon, courts disagree whether the license is a proposal to add additional or different terms to the contract 
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under Section 2-207. See, e.g., M.A. Mortenson Co. v. Timberline Software Corp., 998 P.2d 305, 311-12 (Wash. 
2000), but contra, 316-17 (Sanders and Alexander, JJ., dissenting). In any case, the State may negotiate the 
limitation of liability clause in a shrinkwrap license (either before or after purchase) and seek to make it conform to 
the constitutional requirements cited above by conditioning the State's acceptance upon the vendor's agreement 
to alter the limitation of liability clause.  


¶35 6. May a state agency enter into a contract limiting a private vendor's liability for 
damages resulting from advice and/or assistance the private vendor provided to the agency 
in implementing software applications? 


¶36 See the answer to Question 1. The constitutional requirements apply to contracts for both goods and 
services. Rendering advice and/or assistance in implementing software applications pursuant to a contract 
constitutes providing services.  


¶37 7. May a state agency enter into a contract that clearly limits a vendor's liability if the 
contract also includes the language, "To the extent that the limitation of liability contained 
herein is construed by a court of competent jurisdiction to be a limitation of liability in 
violation of Oklahoma law, such limitation of liability shall be void"? 


¶38 See the answer to Question 1. Regarding the quoted language, it essentially says the limitation of liability 
clause is valid unless or until a court finds otherwise, and is similar to a clause that says liability is limited "to the 
extent allowed by Oklahoma law." This statement is not prohibited in state contracts, but is superfluous. If the 
State cannot under the Constitution agree to a particular limitation of liability clause, the clause is void and the 
quoted language has no legal effect. If, on the other hand, the clause specifies a maximum dollar amount and 
time period for which the State is obligated and funds are appropriated and encumbered for the contingent 
obligation, the clause is valid and enforceable. Inserting "to the extent allowed by law" or similar language does 
not change this result. See, e.g., Ohio Op. Att'y Gen. 2005-007 (2005), 2005 WL 526809, at *6; Miss. Op. Att'y 
Gen. 2002-0488 (2002), 2002 WL 31663364, at *1.  


¶39 8. May a state agency enter into a contract containing language in the clause proposed in 
Attachment "A" to this question? 


¶40 9. May a state agency enter into a contract containing language in the clauses proposed 
in Attachment "B" to this question? 


¶41 This office does not generally construe contracts in Attorney General Opinions, but will address a public 
entity's authority to agree to a particular contract term if the question can be answered as a matter of law. 74 O.S. 
2001, § 18b(A)(5). You have submitted with your questions two attachments containing proposed contract 
language. Attachment "A" states as follows: 


Unlimited liability will apply only to direct damages incurred by the State for death, physical 
injury or damage to real or tangible personal property of the State , except to the extent caused 
by the negligence or willful misconduct of the State, its employees, agents, contractors, 
representatives or third parties. In no event will VENDOR be liable for indirect, incidental, 
special, consequential damages, or damages resulting from lost data or lost profits, or costs 
of procuring substitute goods, software or services, however arising, even if it has been 
advised of the possibility of such damages. For all other direct damages, VENDOR'S liability 
for such damages arising out of, relating to or in any way connected with the relationship of the 
parties, the agreement, or the provision or non-provision of software or services (whether in 
contract, tort, or otherwise) shall in no event exceed the amount received by VENDOR from the 
State under this agreement, and if such damages result from specific services, such liability 
shall be limited to two times the fees paid for the service giving rise to the liability from which the 
claim arose. 


¶42 Letter from John S. Richard, Director, Department of Central Services, to W.A. Drew Edmondson, Attorney 
General of Oklahoma (Jan. 24, 2006) (on file with the Oklahoma Attorney General's Office) (emphasis added). 
This clause disclaims vendor liability for any damages other than direct damages, and limits direct damages to the 
amount of the contract or, in certain circumstances, to twice the contract amount. Regarding damages other than 
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direct damages, see the answer to Question 2. As for limiting the vendor's liability to the contract amount, or twice 
that amount, a state purchasing officer is not authorized to agree to this clause if it creates an obligation for which 
no appropriation has been made, as addressed above.  


¶43 You also attached a second sample limitation of liability clause labeled "Attachment B." It reads as follows:  


a) NEITHER PARTY SHALL BE LIABLE FOR ANY INDIRECT, INCIDENTAL, SPECIAL, PUNITIVE, 
OR CONSEQUENTIAL DAMAGES, OR ANY LOSS OF PROFITS, REVENUE, DATA, OR DATA 
USE. VENDOR'S MAXIMUM LIABILITY FOR ANY DAMAGES ARISING OUT OF OR RELATED 
TO THIS AGREEMENT OR YOUR ORDER, IN CONTRACT OR TORT, SHALL BE LIMITED TO 
THE AMOUNT OF THE FEES YOU PAID VENDOR UNDER THIS AGREEMENT, AND IF SUCH 
DAMAGES RESULT FROM YOUR USE OF PROGRAMS OR SERVICES, SUCH LIABILITY 
SHALL BE LIMITED TO THE FEES YOU PAID VENDOR FOR THE DEFICIENT PROGRAM OR 
SERVICES GIVING RISE TO THE LIABILITY.  


b) Notwithstanding the limitation on direct damages stated in a) above, VENDOR shall indemnify 
Customer for claims of bodily injury and/or tangible personal property damage resulting from 
negligent or intentionally wrongful actions or omissions of an [sic] VENDOR employee in the 
performance of obligations under this agreement to the extent such actions or omissions were not 
caused by Customer or any third party; provided, however, that (i) Customer notifies VENDOR 
within thirty (30) days of Customer's receipt of a claim; (ii) VENDOR has sole control of the defense 
and all related settlement negotiations, to the extent permitted by law (provided, however, without 
Customer's written consent, VENDOR may not admit that Customer has any liability, obligate 
Customer to pay any non-reimburseable sum or make any admission of a wrongdoing by Customer 
in conjunction with the defense or as a result of the settlement of the claim); and (ii) [sic] Customer 
provides VENDOR with the assistance, information and authority reasonably necessary to perform 
the above; reasonable out-of-pocket expenses incurred by Customer in providing such assistance 
will be reimbursed by VENDOR.  


As used in this section b), the term "tangible personal property" shall not include software, 
documentation, data or data files. VENDOR'S liability shall not apply to damages incurred from use 
of any software.  


c) This agreement applies only to the license of commercially available VENDOR software and 
standard technical support for such software. This agreement does not apply to any VENDOR 
consulting services that you may order. In the event you wish to order VENDOR consulting services, 
that order will be under a separate written agreement containing the terms of such order, including 
the terms for any limitations of liability.  


To the extent that the limitation of liability contained herein is construed by a court of competent 
jurisdiction to be a limitation of liability in violation of Oklahoma law, such limitation of liability shall 
be void.  


Id. This clause poses several issues, some of which have already been addressed above in the answers to 
Questions 2 (excluding all but direct damages), 3 (excluding damages for loss of profits, revenue, data, or data 
use), 4 (granting the vendor sole control over defense of claims), and 7 (including an inoffensive, but legally 
ineffective, clause). 


¶44 Some language at first glance appears unobjectionable, such as, "VENDOR shall indemnify Customer for 
claims of bodily injury and/or tangible personal property damage resulting from negligent or intentionally wrongful 
actions or omissions of an [sic] VENDOR employee." Id. ¶ b). "Tangible personal property," however, is then 
defined to exclude "software, documentation, data or data files," the very things that the vendor apparently 
intends to provide to the State in this contract. Id. Thus, the vendor is not liable if its employee negligently or 
intentionally destroys, corrupts, or fails to properly maintain software, documentation, data or data files, which 
could potentially cost the State as much as a claim for bodily injury or injury to tangible personal property arising 
from conduct of the vendor's employee. This clause is a tacit limitation of liability in favor of the vendor and should 
be treated as if it were clearly labeled as such.
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¶45 It is, therefore, the official Opinion of the Attorney General that:  


1. In accordance with the principles articulated in Wyatt-Doyle & Butler Engineers v. City of 
Eufaula, 13 P.3d 474 (Okla. 2000), Article X, Section 26 (and by extension, Article X, Section 
23) of the Oklahoma Constitution prohibits limitation of liability clauses in all state contracts, 
whether for goods or services, unless at the time the contract is executed funds have been 
appropriated and encumbered to pay for any contingent liability which might arise. 9 Further, 
a limitation of liability clause which creates an unfunded contingent liability is void as 
against public policy. 


2. Absent an appropriation as described in Answer 1, limitation of liability clauses that limit 
any damages, regardless of type, that the State could collect from a vendor in a contract 
action are prohibited.  


3. Absent an appropriation as described in Answer 1, limitation of liability clauses that limit a 
vendor's damages for loss of profits, revenue, data, or data use are prohibited.  


4. The Attorney General is the only person who can agree to grant a vendor sole control over 
the state's defense of any claim arising from a contract with the vendor. State ex rel. Nesbitt 
v. Dist. Court, 440 P.2d 700, 707 (Okla. 1967); 74 O.S. 2001, § 18b(A)(3). See also A.G. Opin. 
78-256, at 597-98. Therefore, a contract clause granting a vendor control over the state's 
defense in a lawsuit before a claim ever arises is prohibited. 


5. Absent an appropriation as described in Answer 1, limitation of liability clauses contained 
in shrinkwrap agreements for packaged off-the-shelf software which limit a vendor's 
damages as in Answers 2 and 3 above, are prohibited.  


6. Absent an appropriation as described in Answer 1, limitation of liability clauses in 
contracts for a vendor to provide advice and/or assistance in implementing software 
applications are prohibited.  


7. Although contract language which states a vendor's liability is limited to the extent 
allowed by law is not prohibited, such language has no legal effect if the State cannot under 
the Constitution agree to a particular limitation of liability clause.  


8. Regarding the proposed language in your Attachment "A," reproduced in full in the text 
above, see Answers 1 and 2.  


9. Regarding the proposed language in your "Attachment B," reproduced in full in the text 
above, see Answers 1, 2, 3, 4, and 7.  


W.A. DREW EDMONDSON 
Attorney General of Oklahoma  


DEBRA SCHWARTZ 
Assistant Attorney General  


FOOTNOTES 


1 Oklahoma's Governmental Tort Claims Act ("GTCA") provides that governmental entities, officers, and 
employees shall only be liable in tort to the extent specified in the GTCA. 51 O.S. 2001, § 153. Thus, the State 
has no authority to assume liability by contract for its own wrongful or negligent acts beyond that allowed under 
the GTCA.  


2 Under some such clauses, the State essentially would assume a risk of exposure to potential damages 
originating in tortious conduct beyond that contemplated by the GTCA, 51 O.S. 2001 & Supp.2005, §§ 151 - 200. 
In the GTCA the State adopted the doctrine of sovereign immunity for itself, its political subdivisions and all of 
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their employees acting within the scope of their employment. 51 O.S. 2001, § 152.1(A). Some limitation of liability 
clauses would require the State in effect to extend its immunity to the vendor and its employees, who are not 
personnel the Legislature intended to protect under the GTCA. Such clauses thus essentially attempt to waive, by 
contract, the sovereign immunity of the State. Nevertheless, the GTCA does not directly apply to the proposed 
clauses because the state's liability, though directly traceable to tortious acts by the vendor and its employees, 
would arise as a matter of contractual obligation. A person injured by the tortious act or omission would sue the 
State in tort, but the State would in turn sue the vendor in contract.  


3 Like Oklahoma, Texas has a similar constitutional provision which applies to state entities. See Tex. Const. art. 
III, § 49.  


4 Ohio Op. Att'y Gen. 96-060 also addressed whether such contract clauses violated the state Constitution's 
prohibition on lending the credit of the state to a private entity, a provision similar to Okla. Const. art. X, § 15. Id. 
at *9. The Attorney General determined that as long as the state received consideration equal to the value of its 
assumption of the contractor's liability there was no violation. Our Opinion does not address this issue.  


5 "Direct" (or general) damages are "[d]amages that the law presumes follow from the type of wrong complained 
of." Black's Law Dictionary 394 (7th ed. 1999). "Consequential" damages are "[l]osses that do not flow directly 
and immediately from an injurious act, but that result indirectly from the act." Id. "Incidental" damages are "[l]osses 
reasonably associated with or related to actual damages." Id. at 395. "Punitive" damages are "[d]amages 
awarded in addition to actual damages when the defendant acted with recklessness, malice, or deceit . . . and . . . 
are generally not recoverable for breach of contract." Id. at 396. "Special" damages are "[d]amages that are 
alleged to have been sustained in the circumstances of a particular wrong." Id. We found no definition for 
"indirect" damages.  


6 "Shrinkwrap" refers to a license contained within a physical package; "clickwrap" refers to licenses in which a 
computer user must assent to certain conditions before being allowed to download or install software; 
"browsewrap" refers to licenses which are available only by clicking on an Internet link. Ilardi, 831 PLI/Pat. at 256-
57.  


7 In referring to shrinkwraps, this Opinion uses the terms "license," "contract," and "agreement" interchangeably 
and does not consider any legal differences in the terms which may matter under the copyright doctrine of first 
sale. ProCD, Inc. v. Zeidenberg, 86 F.3d 1447, 1450 (7th Cir. 1996).  


8 The law in this area is still unsettled, with courts using varied rationales to find shrinkwrap agreements either 
enforceable or unenforceable. See Kevin W. Grierson, Annotation, Enforceability of "Clickwrap" or "Shrinkwrap" 
Agreements Common in Computer Software, Hardware, and Internet Transactions, 106 A.L.R.5th 309, 319 
(2003).  


9 A vendor remains liable for any damages exceeding the amount the State has by contract agreed to assume.
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Contractor shall provide its own hardware, software and information technology support 
services necessary to meet the infrastructure requirements for accessing the Medicaid 
Management Information System (MMIS) production environment and/or other MMIS 
applications and/or the MMIS test environment as detailed below: 
 
a. Connection Options – Contractor shall use one of the following: 


i. Leased line from Contractor to OHCA’s fiscal agent with an Ethernet or Fast 
Ethernet handoff; or 


ii. VPN (virtual private network) connection across the internet to OHCA’s fiscal 
agent with high speed internet access and as well as a device capable of 
establishing a VPN tunnel with OHCA’s fiscal agent’s hardware. 


iii. Internet Browser compatible with OHCA version (currently utilizing: Internet 
Explorer Version 7.0 or above). 


 
b. Transmission -– Contractor shall encrypt all connections with OHCA’s fiscal agent 


utilizing all of the following minimum standards: 
i. 3-DES (data encryption standard) encryption 


ii. Group 2 Diffie-Hellman 
iii. MD5 (message-digest algorithm 5) Hash 
iv. ESP (encapsulated security payload) Protocol 


 
c. Authentication - Contractor shall establish a one-way Microsoft Active Directory 


trust with OHCA’s fiscal agent in which the fiscal agent will trust the Contractor with 
one of the following to ensure that Domain controllers and DNS (domain name 
system) servers on both networks communicate properly: 


 
Either servers with publicly registered IP (internet protocol) addresses or 
servers with private IP addresses which require the following: 
 


 Static NAT (network address translation) for each Domain Controller and 
DNS server (IP range to be assigned by OHCA’s fiscal agent). 


 
 A manually configured DNS Zone with all DNS servers and Domain 


controllers only on the Contractor’s network. This zone shall be manually 
set to reflect the Static NAT addresses of each of the servers. 


 
Once an acceptable DNS Zone is established for the trust, OHCA’s fiscal agent 
and the Contractor shall exchange DNS records. Contractor shall update and 
exchange DNS records if additional Domain Controllers are added to the 
Contractor’s network.  
 


d. Contractor shall: 
i. Submit requests for employee passwords for the MMIS; 


ii. Train appropriate staff to use the MMIS; 







iii. Notify OHCA when an issued password is no longer needed due to 
termination of employment or change in duties within five (5) business 
days; 


iv. Ensure that its employees are informed of importance of system security 
and confidentiality including HIPAA; 


v. Document and notify OHCA of system problems to include type of 
problem, action(s) taken by Contractor to resolve problem and length of 
system down-time within eight (8) hours of problem identification. 


vi. Provide a Microsoft Active Directory user account for use with the MMIS 
production environment. 


 
 
 








OHCA Requirements for use of BPO telephony platform 
 


OHCA has toll free lines, including 1-800 numbers for both members and providers. The right to 
use the numbers as well as the sequential combination of numbers that make up the 1-800 
numbers shall remain the property of OHCA. 
 
The system allows the Contractor to specify pre-determined skill sets (e.g. online enrollment, 
provider contracting, etc.) for its call agents so that call agents do not receive calls for skills sets 
they do not have. 
 
To use this platform, the Contractor shall:  


1. Levy no charge to the caller for calls made to SoonerCare Call Center toll-free numbers 
from anywhere in the United States of America 


2. Accept voice and data transmission from OHCA and its fiscal agent, HPES, compatible 
with the 24-channel voice and 24-channel data lines currently in existence; 


3. Connect to OHCA’s Avaya Media Gateway switch housed at the fiscal agent location, 
2401 N. W. 23rd Street in Oklahoma City (the “D-mark”); 


4. Connect its agents to the switch using Avaya IP Agent for Computer Telephony 
Integration (CTI), with one (1) license per agent provided by OHCA. OHCA will also 
supply the Contractor with one (1) license of the Centre Vu Supervisor module to 
monitor agents and pull historical reports on agent and unit performance; 


5. Route voice communication along with caller data returned from OHCA’s Medicaid 
Management Information System (MMIS) to agent workstations, making that data 
available for integration with MMIS applications; agents will logon to the OKMMIS to 
access the required data; OHCA will issue one MMIS logon per agent. Agents will use 
OHCA’s CTI application and other necessary software to log into assigned call units, 
navigate between appropriate work status states, transfer and conference calls. When the 
Contractor agent accepts a call, the caller information will be displayed enabling the 
agent to know which client or provider is calling and to review notes from the caller's 
previous inquiries, allowing the agent to quickly address the caller's needs; 


6. Make voice connections via a dedicated T1 line and transmit data over a separate 
dedicated T1 line between OHCA’s fiscal agent and Contractor; one voice and one data 
line is required for each 24 agents; (Example: 30 agents will require two voice T1 lines 
and two data T1 lines.) 


7. Maintain all systems from the T1 (any data circuit that runs at the original exchange)“D-
mark” into its LAN and PBX (private branch exchange); T1 lines will be maintained by 
OHCA; 


8. Supply all hardware for agents and supervisors, including desktop computer systems 
capable of running Microsoft Windows XP, MMIS requirements, Avaya Centre Vu, 
which requires a Pentium-class 233 MHz processor with 64 MB of RAM;  


9. Maintain computer operating system and applications within one version of the current 
OHCA versions for the life of the contract; 


10. Maintain a local file server and Local Area Network (LAN) capable of pushing software 
applications to its agents and supervisors. The Contractor PBX should have data 
reporting capabilities;  







11. Supply telephonic equipment including VoIP phone sets and headsets for agents with 
connectivity to and compatibility with the Avaya phone system and Meridian phone 
equipment at OHCA. 





