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Tab 3: Performance Capability

EVALUATION SECTION 2: PERFORMANCE CAPABILITIES AND SERVICE
DELIVERY

Section 2.1: Overall Customer Experience & Program Delivery

Word Wizards delivers a seamless customer experience from initial engagement through
ongoing support. Our client-centric approach prioritizes clear communication, technical
excellence, and responsive service at every stage. With over 35 years serving federal agencies
and state and local governments, we have refined our processes to ensure consistent quality,
predictable timelines, and full compliance with WCAG 2.1 AA, PDF/UA, and Section 508
standards.

Phase 1: Discovery and Onboarding

The foundation of every successful accessibility engagement is a thorough understanding of the
agency'’s current state, goals, constraints, and internal workflows. Word Wizards invests
significant effort in the discovery phase to ensure our remediation program aligns precisely with
agency needs and delivers measurable results.

Dedicated Project Management

Upon contract initiation, Word Wizards assigns a dedicated Project Manager who serves as the
agency'’s primary point of contact throughout the engagement. This individual is responsible for
coordinating all activities, managing timelines, facilitating communication between agency staff
and our production teams, and ensuring that deliverables meet or exceed expectations. Our
Project Managers have deep experience with federal and state accessibility requirements and
understand the unique challenges facing public sector organizations.

The assigned Project Manager will:

¢ Serve as single point of contact: Agencies never navigate a phone tree or submit
tickets into a queue. Direct access to your Project Manager via phone, email, and video
conference ensures rapid response to questions and concerns.

¢ Coordinate internal resources: Our Project Manager mobilizes the appropriate
remediation specialists, quality assurance reviewers, and subject matter experts based
on document complexity and content domain.

e Manage timeline and milestones: Using our internal tracking system, the Project
Manager monitors progress against agreed schedules and proactively communicates
any adjustments.

¢ Facilitate knowledge transfer: For agencies building internal accessibility capacity, our
Project Manager connects staff with training resources and consultation opportunities.
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Discovery Meeting and Intake Assessment

Within the first week of engagement, we conduct a comprehensive discovery meeting with
agency stakeholders. This meeting establishes the foundation for a successful partnership by
addressing:

e Accessibility goals and priorities: We discuss the agency’s compliance objectives,
including specific DOJ deadlines, any existing settlement agreements or audit findings,
and the relative priority of different content.

e Current document / videos inventory: We gather information about the volume, types,
and locations of documents or videos requiring remediation. This includes content
hosted on websites, content management systems, document repositories, internal
networks, and any third-party platforms hosting agency content.

¢ Internal workflows and stakeholders: Understanding who creates, approves, and
publishes documents helps us identify opportunities to integrate accessibility into
existing processes and determine the appropriate points of contact for different
document types.

¢ Technical environment: We assess the agency’s technology infrastructure, including
content management systems, document authoring tools, and any existing accessibility
testing capabilities.

e Budget and resource constraints: Honest discussion of available funding and staff
resources allows us to recommend the most effective service configuration, whether that
means prioritizing Track 1 for critical content, leveraging Track 2 automation for volume
efficiency, or a phased hybrid approach.

Secure File Transfer and System Configuration

Word Wizards establishes secure channels for document exchange that meet federal security
requirements. Our standard options include:

¢ In-house Secure FTP Server: Our dedicated FTP server provides encrypted file
transfer for routine document exchange. This is our primary delivery mechanism for most
federal agency clients, including HHS, SBA, and OPM-OIG.

e Agency-provided secure systems: We readily integrate with agency-specified transfer
systems.

e Encrypted email: For smaller deliveries and time-sensitive communications, we support
encrypted email transmission.

During onboarding, we also configure our internal tracking systems to align with agency
requirements. Each project is logged with unique identifiers that enable detailed reporting by
document type, complexity tier, turnaround time, and compliance status.

Phase 2: Assessment and Roadmap

For large-scale engagements and agencies with substantial document inventories, Word
Wizards provides comprehensive assessment services to inform remediation planning and
resource allocation.
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Content Inventory and Classification

Our assessment process begins with a systematic review of the agency’s content portfolio. We
categorize content by:

¢ Documents, Forms, Videos: What content requires compliance and what platform will
it be delivered to the end user.

e Complexity tier: We evaluate each document or video based to determine overall effort
required for compliance.

¢ Public visibility and risk profile: Content can be prioritized based on public-facing
exposure, agency mission importance, and potential legal risk. High-visibility content on
agency websites receives priority attention.

e Automation Assisted Workflow Suitability: Based on complexity and compliance
requirements, we recommend Track 1 or Track 2 processing for each document
category and or confirm audio description / Al assisted captioning workflows are
appropriate.

Cost Estimation and Budget Planning

Once we understand the scope of a batch of documents, forms, or videos, we produce an
estimate of cost based on standard rates. Estimates and budgets are shared with the client for
final approval before the work begins.

Remediation Roadmap Development

Based on assessment findings, we develop a comprehensive remediation roadmap that
includes:

¢ Phased implementation schedule: Documents are organized into logical batches
aligned with agency priorities, compliance deadlines, and budget cycles.

e Resource allocation plan: We identify the remediation specialists, subject matter
experts, and quality assurance resources required for each phase.

¢ Milestone and deliverable schedule: Clear checkpoints allow agencies to track
progress and verify that work is proceeding according to plan.

¢ Risk mitigation strategies: We identify potential challenges (e.g., source file
availability, complex technical content) and develop contingency approaches.

e Track optimization recommendations: Based on document characteristics and
agency goals, we recommend the optimal Track 1/Track 2 allocation to maximize
compliance outcomes within available budget.

Phase 3: Remediation, Training, and Monitoring

Word Wizards’ remediation process reflects over four decades of experience making documents
accessible for federal agencies and state and local governments. Our structured workflow
ensures consistent quality, reliable timelines, and full compliance with applicable standards.

Workstream 6: Document Remediation

Track 1: Full-Service Expert Remediation Workflow

For documents requiring guaranteed 100% compliance, our comprehensive 12-step workflow
includes:
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ster 1. Document Intake and Logging: Upon email notification from the agency, our Project
Manager logs the request in our internal tracking system, assigns a unique project
identifier, and acknowledges receipt within one business day.

ster 2. Technical Assessment: Senior remediators evaluate source files to determine complexity
tier, identify potential challenges, and confirm the estimated timeline and cost.

sTer 3. Source File Preparation: If necessary, we convert legacy formats, apply OCR to scanned
documents, or request higher-quality source materials from the agency.

STEP 4. Structural Tagging: Trained specialists apply proper tag structure including headings,
paragraphs, lists, tables, and reading order. We use multiple industry-standard checklists:
WCAG 2.2, PAC3, CommonLook PDF, and any agency-specific requirements.

ster s. Alternative Text Development: Images, charts, graphs, and diagrams receive appropriate
alternative text. Simple images receive concise descriptions; complex visual data
receives two-part alternatives with short phrases plus detailed long descriptions.

sTer 6. Table Remediation: Tables are properly structured with headers associated with data
cells. Complex tables with merged cells or multi-layered structures receive particular
attention to ensure screen reader navigability.

ster 7. Form Accessibility: Interactive forms receive field labels, help text (tooltips), logical tab
order, and appropriate scripting for validation and calculations.

sTep 8. Color Contrast Verification: We verify that all text meets WCAG 2.1 AA color contrast
requirements and remediate source files when necessary.

sTer 9. Metadata and Properties: Document title, language, and other metadata properties are
configured for accessibility tool compatibility.

step 10.First-Level Quality Assurance: A second remediation specialist reviews all work against
compliance checklists and verifies structural accuracy.

sTep 11.Screen Reader Testing: We test all deliverables with industry-standard screen readers
(JAWS and NVDA) to verify real-world usability, not just technical compliance.

sTep 12.Final Review and Delivery: Senior remediators perform final compliance certification.
Completed documents and compliance reports are uploaded to the agency’s secure transfer
system.

Our overall mission in making documents accessible is not only to fulfill checklists based on
accessibility criteria but to make sure they are usable to the end user. Sometimes this requires
creativity with tagging. We have developed our own in-house processes, sanctioned by many
government agency 508 compliance auditors.

Track 2: Automation-Enhanced Processing Workflow

For large batches of archival content where cost efficiency is paramount, our automation-
enhanced workflow leverages the Accessibility On-Demand (AoD) platform:

sTep 1. Batch Intake and Configuration: Documents are uploaded to the AoD platform in bulk. Our
team configures processing parameters based on document characteristics and agency
requirements.

sTer 2. Automated Processing: The platform applies industry-leading OCR, auto-tagging of
document structure, logical reading order establishment, language tagging, metadata
assignment, and bookmark generation. Thousands of files can be processed simultaneously.
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ster 3. Al-Powered Alternative Text: The platform generates contextual alternative text for images
using advanced generative Al. Documents with limited visual content easily pass all checker
requirements and human validation can be provided for more complex material.

ster 4. Human Validation: Unlike pure automation solutions, Track 2 deliverables receive human
expert review. Our remediation specialists verify automated results, correct any errors, and
ensure the final product meets a 95% compliance threshold.

sTer 5. Quality Assurance and Delivery: Validated documents undergo compliance assessment
against PDF/UA and WCAG 2.1 Level AA standards before delivery to the agency.

Track 2 processing achieves significant cost savings compared to full manual remediation while
maintaining quality standards. For documents requiring 100% compliance guarantee, agencies
can escalate selected Track 2 deliverables to Track 1 for additional expert review and
remediation for additional labor hours.

Workstream 7: Video, Audio & Multimedia Accessibility

Captioning Remediation Plan

Word Wizards’ captioning remediation follows a human-hybrid workflow that ensures WCAG
compliance while maintaining cost-effectiveness and rapid turnaround.

Captioning Workflow

sTer 1. File Intake: Agency uploads video files to Word Wizards’ secure SFTP system or provides
access credentials to hosted video platforms. Files are logged into our tracking system with
associated metadata including title, duration, source location, and priority level.

sTer 2. Human Transcription: U.S.-based transcription specialists create verbatim transcripts of all
audio content. This human-performed transcription ensures accuracy for technical
terminology, proper nouns, accented speech, and, critically, speaker identification. Our
transcriptionists identify speakers by name when known or by designation (Speaker 1,
Speaker 2) when unknown, ensuring compliance with WCAG requirements for multi-speaker
content.

step 3. Al-Assisted Timing Synchronization: Once human specialists have validated the transcript
text and speaker identification, Al performs precise timing synchronization, aligning each
caption to the corresponding audio with frame-level accuracy. This automation step achieves
timing precision that would be tedious and time-consuming through manual methods.

sTer 4. Compliance Review: A human captioning compliance specialist reviews the synchronized
caption file to verify WCAG conformance: accurate text, correct speaker identification,
appropriate timing and duration, proper placement, and readability. Any issues identified
during review are corrected before delivery.

step 5. Delivery and Integration: Completed caption files are delivered in the agency’s required
format(s), SRT, VTT, SCC, or embedded, along with transcript documents. Word Wizards can
provide guidance on integrating caption files with agency video platforms.

Captioning Quality Standards
All caption deliverables meet or exceed the following WCAG 2.1 AA requirements:
e 98%+ transcription accuracy for clearly audible speech
e Speaker identification for all multi-speaker content
e Synchronization within 100ms of corresponding audio
e Appropriate caption duration (minimum 1 second, maximum 6 seconds per caption)
e Proper indication of significant sound effects and music when relevant to content
e Notation of inaudible or unclear content with timestamps

Word Wizards Inc. | RFP AFI-2025-117 | January 30, 2025 Page 7



Audio Description Remediation Process

Word Wizards provides audio description services using our proprietary SAIV (Synthetic Al
Voice) technology, delivering descriptive narration at a fraction of traditional costs.

Audio Description Workflow

sTep 1. Visual Content Analysis: Accessibility specialists review video content to identify visual
elements essential to understanding that are not conveyed through existing audio. This
includes on-screen text, charts and data visualizations, scene changes, character actions,
demonstrations, and other visual information that blind or low-vision viewers would need
described.

sTep 2. Script Development: Human specialists write audio description scripts that communicate
essential visual content clearly and concisely. Scripts are crafted to fit within natural pauses in
the existing audio, or, for extended audio description, at designated pause points. Our
scriptwriters balance completeness with brevity, ensuring descriptions enhance rather than
overwhelm the viewing experience.

sTer 3. SAIV Voice Generation: Approved scripts are produced using SAIV, Word Wizards’
proprietary synthetic Al voice technology. SAIV generates broadcast-quality narration that is
virtually indistinguishable from human voice talent, with consistent tone and pacing across the
description track. We select from our voice library to match the character and tone
appropriate for the content.

sTer 4. Timing and Integration: Audio descriptions are precisely timed and integrated with the
video. For standard audio description, narration is placed in natural pauses. For extended
audio description (when visual content is too dense for natural pauses), the video pauses
briefly to accommodate descriptions before resuming.

sTer 5. Quality Assurance: Completed audio description tracks undergo review to verify accuracy,
appropriate timing, audio quality, and overall effectiveness. Reviewers confirm that
descriptions accurately convey visual content without conflicting with existing dialogue or
audio.

Ongoing Monitoring and Maintenance

Video accessibility compliance is not a one-time achievement but an ongoing commitment.
Word Wizards supports agencies in maintaining video accessibility over time through monitoring
and maintenance services.

New Content Workflow Integration

Agencies with ongoing video production can establish streamlined workflows with Word Wizards
for new content. We provide dedicated submission channels for videos requiring captioning and
audio description, with established turnaround timelines based on content volume and
complexity. Agencies benefit from consistent quality standards and delivery formats across all
new content, eliminating the need to re-establish specifications with each project. Our team
maintains regular communication with agency video production staff to anticipate upcoming
needs, align capacity with production schedules, and ensure accessibility is integrated into the
content lifecycle rather than treated as an afterthought.

Legacy Content Remediation Tracking

For agencies working through backlogs of existing video content, Word Wizards provides
comprehensive progress tracking against remediation plans and compliance deadlines. We
deliver regular status reports showing completed, in-progress, and remaining content so
agencies maintain clear visibility into their remediation trajectory. As agency needs or
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compliance requirements evolve, we adjust prioritization, accordingly, shifting resources to
address emerging priorities or newly identified high-risk content. All tracking and reporting
documentation is suitable for demonstrating progress to leadership, auditors, oversight bodies,
or parties to settlement agreements.

Quality Monitoring

Word Wizards monitors quality across all video accessibility deliverables through systematic
accuracy metrics tracking for transcription and captioning. We actively collect client feedback
and resolve issues promptly, using each engagement as an opportunity to refine our processes.
Our team pursues continuous improvement based on production experience, emerging best
practices, and evolving accessibility standards. Internal staff performance monitoring ensures
consistent quality across all team members, with regular calibration to maintain the standards
our reputation demands.

Compliance Documentation and Reporting
Word Wizards provides documentation to support agency compliance management:

¢ Deliverable verification: Each caption and audio description delivery includes
confirmation of WCAG 2.1 AA conformance for the specific success criteria applicable to
the content.

e Project summaries: Periodic summaries documenting videos remediated, minutes
processed, and compliance status achieved.

e Accessibility statements: Guidance on updating agency accessibility statements to
reflect video accessibility practices and remediation progress.

e Audit support: Documentation and records available to support agency responses to
accessibility audits, complaints, or inquiries.

Progress Monitoring and Communication
Throughout the remediation process, agencies receive:

¢ Regular status updates: Our Project Manager provides scheduled updates on work in
progress, completed deliverables, and upcoming milestones.

¢ Real-time access to tracking data: Agencies can request current status on any project
at any time via phone or email.

¢ Milestone notifications: Automated notifications alert agency contacts when
deliverables are ready for download.

e Issue escalation: Any challenges requiring agency input are communicated
immediately with recommended resolution approaches.

Workstream 4: Training, Education, and Capacity Building

Training Services Delivery Workflow

In addition to document remediation and multimedia accessibility services, Word Wizards
delivers comprehensive training and education services following a structured workflow
designed to build lasting organizational capacity. Our training delivery process ensures
agencies receive content tailored to their specific needs and audiences.
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Training Needs Assessment

Every training engagement begins with a collaborative needs assessment. Word Wizards works
with agency stakeholders to identify the subject matter clients wish to receive training on, the
target audiences who will participate, and the learning outcomes required for success. We
assess current staff knowledge levels, existing accessibility challenges, and organizational
goals to design curriculum that addresses genuine gaps and builds practical skills.

Curriculum Development

Based on the needs assessment, Word Wizards develops straightforward educational content
focusing on required technical information and practical means for success. Our curriculum
addresses three primary audience segments:

o Stakeholders and Decision Makers: Education on regulatory criteria including WCAG
2.x requirements, ADA Title Il obligations, Section 508 standards, and DOJ compliance
deadlines. Strategic content helps leadership understand risk, prioritize investments, and
support organizational accessibility initiatives.

¢ Content Producers: Hands-on training for staff creating documents, forms, or videos.
Topics include accessible authoring techniques in Microsoft Office applications, proper
document structure, image descriptions, color contrast requirements, and accessible
form design.

¢ Technical Staff: In-depth training on accessibility remediation technologies, strategies,
and best practices. Content covers PDF tagging, assistive technology testing, evaluation
tools, and remediation workflows for agencies developing internal accessibility capacity.

Flexible Delivery Options

Word Wizards delivers training through multiple formats based on agency preferences and
requirements. Curriculum can be provided as blocks of individual modules per topic for targeted
skill-building, or as longer segments of extended training in webinar format for comprehensive
coverage. We offer client-requested material formats including:

e Live Webinars: Interactive instructor-led sessions with real-time Q&A, demonstrations,
and practical exercises.

¢ Pre-Recorded Videos: Self-paced video modules for on-demand learning, suitable for
integration into agency training programs or learning management systems.

o Slide Presentations: Accessible presentation materials that agencies can use for
internal training delivery and knowledge cascading.

o PDF Reference Sheets and Tip Sheets: Quick-reference guides for day-to-day use by
content creators and technical staff.

e Multi-Channel Versions: Content formatted for various distribution platforms to
maximize reach and accessibility within the organization.

All training deliverables are produced to full accessibility standards, demonstrating the principles
being taught and providing models that agencies can reference for their own content creation.
Phase 4: Ongoing Governance and Improvement

Accessibility compliance is not a one-time achievement but an ongoing commitment. Word
Wizards supports agencies in establishing sustainable governance practices and continuous
improvement processes.
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Documentation and Compliance Reporting

Word Wizards maintains highly detailed documentation and reporting for all compliance
operations under this contract. Our standard deliverables include:

e Compliance certificates: Each remediated document is accompanied by certification
confirming conformance with applicable standards (WCAG 2.1 AA, PDF/UA, Section
508).

¢ Detailed project reports: Reports show pages processed, tier classifications, rates
applied, deliverables provided, and compliance status for each document.

e Aggregate portfolio analytics: For large-scale engagements, we provide dashboard
views of compliance status across the document portfolio, enabling agencies to track
progress toward accessibility goals.

¢ Audit-ready documentation: Our records support agency responses to DOJ inquiries,
OCR complaints, or internal audit requirements.

Periodic Review and Optimization

We periodically review engagement data to ensure ongoing compliance goals, timelines, and
objectives are achieved. This includes:

e Quarterly business reviews: Scheduled meetings with agency stakeholders assess
program performance, discuss emerging needs, and adjust service configuration as
appropriate.

¢ Process improvement analysis: We use engagement data to identify areas for
improvement in our production and quality control workflows throughout the life of the
contract.

e Track optimization recommendations: As agencies gain experience with our dual-
track model, we help refine the allocation between Track 1 and Track 2 processing to
maximize value.

¢ Standards evolution monitoring: We track evolving accessibility standards (including
WCAG 2.2 and emerging WCAG 3.0 guidance) and advise agencies on implications for
their compliance programs.

Pathway to Agency Self-Sufficiency

Word Wizards is committed to building agency capacity for sustained accessibility. Our
engagement model supports a natural progression:

e Phase 1 - Managed Services: Agencies rely on Word Wizards for comprehensive
remediation support while focusing on immediate compliance deadlines.

¢ Phase 2 - Capacity Building: Through training and consultation, agency staff develop
foundational accessibility skills for document authoring and basic remediation.

¢ Phase 3 - Collaborative Production: Agencies handle routine remediation internally
while partnering with Word Wizards for complex content, quality assurance, and
specialized expertise.

¢ Phase 4 - Strategic Partnership: Mature agencies maintain internal accessibility
programs with Word Wizards providing consultation, training updates, overflow capacity,
and specialized services.
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This evolution pathway ensures that agencies build lasting accessibility capacity while
maintaining access to expert support when needed.
Transition Support for Existing Members

For existing AFI or Edge Public members transitioning into our program under this cooperative
contract, Word Wizards provides seamless onboarding:

o Expedited discovery meeting to understand current state and immediate needs

e Priority scheduling to address any urgent compliance deadlines

e Coordination with any existing accessibility vendors to ensure continuity

e Migration support for any in-progress work or historical documentation

e Immediate access to both Track 1 and Track 2 service options
Our goal is to minimize disruption while rapidly delivering the quality, responsiveness, and
expertise that Word Wizards is known for across our 35-year history serving government clients.

Client Onboarding Process: Transitioning New Agencies into the Word Wizards
Workflow

Word Wizards has developed a structured, yet flexible onboarding process designed to ensure
that new Participating Public Agencies experience a seamless transition into our workflow. Our
goal is to establish a strong foundation for partnership from day one, aligning expectations,
configuring secure systems, and empowering agency staff to engage our services efficiently and
confidently.

Phase 1: Kickoff Meeting and Goals Alignment

Every new client relationship begins with a dedicated virtual kickoff meeting. This collaborative
session brings together key stakeholders from both organizations to establish a shared
understanding of the engagement.

Kickoff Meeting Agenda

Topic Discussion Points

Agency Goals and Compliance deadlines, high-priority document types, systems,
Priorities and technologies.

Current State Assessment | Existing document inventory, known accessibility gaps,
previous remediation efforts, document production pipeline

Scope and Volume Anticipated document volume (monthly/quarterly), mix of
Expectations document types, seasonality or peak periods, special events

Timeline and Milestones Critical deadlines (e.g., DOJ compliance dates), phased rollout
plans, reporting requirements

Success Metrics How the agency will measure success, turnaround times,
compliance rates, user feedback
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The kickoff meeting concludes with a documented summary of goals, agreed-upon priorities,
and a preliminary project roadmap. This becomes the guiding reference for our ongoing
partnership.

Phase 2: Secure File Transfer Configuration

Following the kickoff meeting, Word Wizards configures secure access to our file transfer
infrastructure. Data security is paramount when handling government documents, and we
ensure that all file exchanges occur through encrypted, access-controlled channels.

Secure Credentials Setup

Feature Description

Dedicated FTP/SFTP Each agency receives a dedicated folder on our secure server
Folder with unique login credentials. All transfers are encrypted using
SSL/TLS protocols.

Access Control Credentials are issued only to authorized agency personnel
identified during onboarding. Access can be expanded or
restricted as agency needs evolve.

24/7 Availability Our secure portal is available around the clock, enabling
agencies to upload documents at their convenience, nights,
weekends, or whenever workflow demands.

Alternative Transfer For agencies with specific security requirements, we
Methods accommodate agency-hosted secure portals, encrypted email
for smaller files, or integration with approved cloud platforms.

Agency IT or security personnel are welcome to review our security protocols and request
documentation of our data handling practices during this phase.

Phase 3: Billing and Invoicing Procedures

Word Wizards works with each agency to establish billing and invoicing procedures that align
with their procurement and accounts payable requirements. We understand that government
agencies operate under strict financial controls, and we configure our processes to integrate
smoothly with agency systems.

Billing Setup Includes

Details
Purchase Order Confirmation of whether a standing PO, per-project PO, or blanket
Requirements purchase agreement will be used
Invoice Format and Customization of invoice format to include required fields (contract
Delivery number, project codes, cost center allocations); delivery via email,

mail, or electronic invoicing portal

Payment Terms Confirmation of Net 30 terms or agency-specific payment cycles
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Billing Setup Includes

Details
Accepted Payment Setup for payment via check, ACH transfer, or procurement card
Methods (Visa, MasterCard accepted)
Billing Contact Identification of the appropriate agency contact for invoice delivery
Designation and payment inquiries

We provide a sample invoice during onboarding so agencies can confirm the format meets their
requirements before the first project is completed.

Phase 4: Points of Contact and Communication Protocols

Clear communication is essential to a successful partnership. During onboarding, we introduce
agency staff to their dedicated Word Wizards team and establish the communication protocols
that will govern our working relationship.

Your Word Wizards Team

Role Responsibility Contact Method

Project Manager Day-to-day point of contact for project Direct phone, email
submissions, status updates, questions,
and coordination

Production Team Technical questions regarding Via Project Manager or
Lead document remediation, accessibility direct
standards, or deliverable specifications

Account Executive | Contract matters, pricing questions, Direct phone, email
scope expansions, escalations

Executive Senior escalation path for urgent or Available upon request
Availability (CEO) unresolved issues

Communication Protocols

Protocol Commitment

Response Time All inquiries receive a response within 4 business hours;
urgent matters are addressed immediately

Status Updates Proactive updates provided at project milestones; agencies
never have to wonder where their documents are in the
process

Preferred Channels We adapt to agency preferences, phone, email, video

conference, or project management tools as desired
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Protocol Commitment

Escalation Path Clear escalation procedures ensure that any concerns are
addressed promptly at the appropriate level

Phase 5: Ordering Process Orientation

The final phase of onboarding ensures that agency staff understand exactly how to engage
Word Wizards for new services. We walk through the ordering process step-by-step, answer
questions, and provide written documentation for future reference.

How to Order Services

Step Action Details
1 Submit Documents Upload files to your secure FTP folder, send via encrypted
email, or use your preferred transfer method
2 Provide Project Include a brief description of the request, document type,
Details target turnaround, any special instructions
3 Receive Your Project Manager acknowledges receipt, confirms
Confirmation scope and timeline, and provides a cost estimate if
requested
4 Production and QA Documents are remediated through our hybrid human-Al

workflow, with dual-layer quality assurance and screen
reader validation

5 Delivery and Review | Completed documents are returned via secure transfer with
a compliance summary; agency reviews and requests any
adjustments

6 Invoice and Close Invoice issued per agreed billing procedures; project

documented for future reference

Section 2.2: Orders, Engagements & Online Functions

Word Wizards offers Participating Public Agencies (PPAs) multiple flexible channels to initiate,
manage, and track accessibility engagements, ensuring ease of access regardless of agency
size or technical infrastructure. Our service model accommodates both traditional managed-
service engagements (Track 1) and self-service automation-enhanced processing (Track 2),
giving agencies the flexibility to choose the approach that best fits their needs and capabilities.

Initiating and Managing Work

Agencies can request assessments, remediation assistance, training, or advisory services
through multiple communication channels, each designed for responsiveness and ease of use.
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Direct Communication Channels

Email: Agencies may submit documents and requests directly to their assigned Project
Manager via email. Our team acknowledges receipt within one business day and provides
estimated turnaround times based on document volume and complexity. For new engagements,
agencies can contact our main office at 301.986.0808 or ilana@wordwizardsinc.com, and we
will assign a dedicated Project Manager within 24 hours.

Phone: Direct phone access to U.S.-based Project Managers is available during business hours
(8:00 AM to 5:00 PM Eastern Time, Monday through Friday). Our main office number is
301.986.0808. Voicemails left after hours receive a response by the next business day. Unlike
many vendors who route calls through overseas call centers, Word Wizards provides direct
access to the experts managing your projects.

Video Conference: For discovery meetings, project planning sessions, training delivery, and
complex technical discussions, we offer video conferencing via Microsoft Teams, Zoom, or
agency-preferred platforms. Our Project Managers can schedule recurring check-in calls for
large-scale engagements.

Requesting Specific Services
Agencies can request any combination of services under this contract:

e Document Assessments: Request a compliance audit of existing documents to identify
remediation needs, prioritize content, and develop cost estimates. Assessments can
cover individual documents or entire portfolios.

¢ Remediation Services: Submit documents for full-service expert remediation with
guaranteed 100% WCAG 2.1 AA compliance. Provide source files via secure FTP,
email, or agency-designated transfer systems.

¢ Video and Multimedia Services: Request captioning, transcription, and audio
description services for video content via easy FTP upload, online form, email, or phone.

¢ Consulting, Advisory Guidance, Subject Matter Expertise: Word Wizards offers
expert consulting and advisory guidance services to help our clients prepare for and
archive their accessibility goals. Set up a consultation for and we can develop
compliance workplans, build out custom templates, comment on accessible design, and
offer expert opinions on critical subject matter.

Platforms and Portals

Word Wizards provides two complementary platforms to support agency workflows: our secure
FTP portal for Track 1 managed services, and the Accessibility On-Demand (AoD) web-based
platform for Track 2 automation-enhanced processing.

Secure FTP Portal (Track 1 Services)

Word Wizards maintains a proprietary, in-house secure FTP server protected with SSL/TLS
encryption. This platform serves as the primary document exchange mechanism for Track 1 full-
service remediation engagements. Each agency receives:

e Dedicated folder structure: Unique login credentials provide access to agency-specific
folders organized for pending submissions, work in progress, and completed
deliverables.
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e 24/7 access: Agencies can upload source documents and download completed files at
any time, regardless of business hours.

¢ Organized workflow folders: Subfolders clearly separate pending, in-progress, and
completed work, making it easy to track project status.

¢ Automatic file versioning: The system maintains document integrity by preserving
version history throughout the remediation process.

e Federal security compliance: Secure transmission meets federal data handling
requirements, ensuring sensitive government documents remain protected.

The FTP portal eliminates the need for third-party file-sharing services and ensures sensitive
government documents remain under Word Wizards’ direct control throughout the remediation
process. Our federal agency clients, including HHS, SBA, and OPM-OIG, rely on this platform
for daily document exchange.

Accessibility On-Demand (AoD) Platform (Track 2 Services)

For agencies selecting Track 2 automation-enhanced processing, the Accessibility On-Demand
(AoD) web-based platform provides high-volume document remediation at a low cost thanks to
automation and Al enhanced efficiency. The platform offers:

e Batch upload capability: Agencies can upload hundreds or thousands of PDF files
simultaneously for processing. The platform accepts files via web upload or API
integration.

e Service level selection: Agencies choose from three processing levels based on
compliance requirements and budget:

Level 1 (Standard): Foundational accessibility through automated OCR, tagging, and logical
reading order. Ideal for internal or archival documents where full compliance guarantee is not
required.

Level 2 (Enhanced): Adds Al-powered contextual alternative text for images and enhanced
structure analysis. Guaranteed 95%+ compliance per page. |deal for public-facing content with
moderate complexity.

Level 3 (Full): Includes complete human review by expert Remediation Analysts with
guaranteed compliance. Combines automation efficiency with expert quality assurance.

Real-time processing status: The platform displays processing progress for uploaded
batches, showing files pending, in progress, and completed.

Compliance scoring and reporting: Each processed document receives a compliance
assessment score against PDF/UA and WCAG 2.1 Level AA standards. Agencies can view
aggregate compliance metrics across their document portfolio.

Download and delivery: Completed files are available for immediate download through the
platform interface. Agencies can download individual files or entire batches.

Platform Features and Capabilities

The AoD platform represents the latest in automated remediation technology. It is currently
deployed as a service only offering for internal use, and a client forward portal and AIP
integration are in imminent development. AoD provides the following features to support
accessibility compliance workflows:
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Automated High-Volume Batch Remediation: Remediate large batches of content using a
combination of automation, machine reading, and Al powered LLM technology. The platform
can process tens of thousands of pages per batch at scale, with rapid generation of compliance
reports included in the output.

Accessibility Issue Visibility: For documents processed through the platform, agencies can
view identified accessibility issues categorized by type (structure, images, tables, forms, reading
order) and severity. This visibility helps agencies understand common issues in their document
inventory and informs upstream authoring improvements.

Compliance Trends and Analytics: The platform tracks compliance scores over time, enabling
agencies to monitor progress toward accessibility goals. Dashboard views show compliance
rates by document type, department, or time period, supporting governance reporting and
continuous improvement initiatives.

Order and Engagement History: Agencies can access complete history of all documents
submitted, processing options selected, completion dates, and compliance results. This audit
trail supports internal reporting and external compliance verification.

Report Generation: The platform generates compliance certificates and summary reports for
processed documents. Reports can be downloaded individually or in batch for inclusion in
agency accessibility documentation.

Project Status and Tracking (Track 1)

For Track 1 full-service engagements, agencies receive regular status updates from their
assigned Project Manager:

¢ Receipt confirmation: Acknowledgment of document receipt within one business day,
including preliminary complexity assessment and estimated turnaround time.

e Progress updates: For large-volume projects, scheduled updates on work completed,
work in progress, and projected completion dates.

e Completion notification: Immediate notification when deliverables are ready, with
download instructions and summary of work performed.

¢ Compliance documentation: Summary reports detailing accessibility standards
applied, testing performed, and compliance certification for each deliverable.

Integration Capabilities

Word Wizards can accommodate agency-specific workflows, procurement systems, and
technical environments. Our integration capabilities support both Track 1 managed services and
Track 2 platform-based processing. Integration levels depend on agency support and
compatible technologies, as well as require additional capital investment to build out, test, and
deploy on an enterprise scale.

Procurement System Integration

We work with agency purchasing departments to establish streamlined ordering processes
compatible with existing procurement workflows:

e Purchase Orders: Agencies can issue standard purchase orders referencing the AFI
cooperative contract. We accept POs via email, fax, or agency procurement portals.
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e Blanket Purchase Agreements: For agencies with ongoing remediation needs, we
establish BPAs that simplify recurring orders and streamline invoicing.

e Procurement Cards: We accept procurement card (P-Card) transactions for smaller
engagements, enabling rapid ordering without formal PO processes.

¢ Agency Procurement Portals: We can register as a vendor in agency-specific
procurement systems and accept orders through those platforms.

Technical Integration Options

For agencies seeking deeper integration with internal systems, we offer multiple technical
approaches:

Single Sign-On (SSO): Our FTP platform is based on a Synology NAS server which supports
SSO integration using SAML or OIDC protocols. Agencies can configure SSO to allow staff to
access Word Wizards platforms using existing agency credentials, eliminating separate login
management and supporting identity governance requirements. Additional development fees
apply for SSO integration.

API Integration (Track 2): The Accessibility On-Demand platform will eventually provide an API
integration that enables agencies to platform document remediation directly into existing
workflows. API capabilities will include:

e Programmatic document upload from content management systems or document
repositories
e Automated triggering of remediation processing based on workflow events

¢ Retrieval of compliance scores and remediation status for integration with agency
dashboards

¢ Automated download of remediated documents back to agency systems
This APl integration enables agencies to embed accessibility remediation into CI/CD pipelines,
content management workflows, or document publishing processes without manual intervention.

Agency-Designated File Transfer Systems: For agencies with specific security requirements
or existing file transfer infrastructure, we integrate with agency-designated systems. Our federal
clients frequently require document exchange through agency-controlled secure transfer
platforms, and we accommodate these requirements routinely.

Integration Implementation Timelines
Implementation timelines for integrations depend on complexity and agency requirements:
o Standard FTP access: Same-day setup. Agencies receive credentials and folder
access within hours of contract initiation.

e AoD platform deployment: 1-3 business days. Account provisioning and initial
configuration completed rapidly.

e SSO integration: 1-3 months. Timeline depends on agency identity provider
configuration, testing requirements, and change management processes.

e APl integration: 3 - 6 months. Timeline varies based on integration complexity, agency
development resources, and testing requirements. Word Wizards provides technical
documentation, sandbox environments, and integration support.
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e Custom workflow integration: 1 -2 months. Complex integrations involving multiple
systems, custom development, or specialized security requirements require additional
planning and implementation time.

Word Wizards assigns a technical lead to support integration projects and coordinates closely
with agency IT staff throughout implementation.

Minimum Engagement Thresholds

Word Wizards maintains no minimum engagement thresholds for document remediation
services. We recognize that agencies of all sizes have varying accessibility needs, from a
single PDF form to thousands of legacy documents.

Commitment to Small Entities

Small municipalities, special districts, and agencies with limited budgets receive the same
quality, attention, and turnaround commitments as large-volume engagements. Our approach
includes:

¢ No minimum order requirements: Agencies can submit a single document for
remediation without meeting volume thresholds or minimum spend requirements.

¢ No minimum subscription levels: Access to the AoD platform does not require
subscription commitments. Agencies pay only for documents processed.

¢ No minimum professional services hours: Training and consultation services are
available in increments as small as one hour, enabling small agencies to access expert
guidance within their budgets.

e Starter package discounts: Small agencies (populations under 50,000) receive a 10%
discount on their first engagement up to 250 pages, reducing the barrier to entry for
initial compliance efforts.

e Nonprofit discounts: Qualifying nonprofit organizations receive a 15% discount on all
services, supporting the accessibility missions of community-based organizations.

Section 2.3: Monitoring, Changes & Issue Handling

Word Wizards provides comprehensive project monitoring, flexible change management, and
responsive issue handling throughout the contract term. Our approach ensures agencies
maintain visibility into work status while retaining the flexibility to adapt priorities, adjust scope,
and evolve their accessibility programs as needs change. Whether agencies are utilizing Track
1 full-service remediation, Track 2 automation-enhanced processing, or a hybrid approach, our
monitoring and change management processes provide consistent oversight and seamless
adaptation.

Project Tracking and Monitoring

Every engagement receives systematic tracking from initial intake through final delivery. Our
monitoring approach differs by service track while maintaining consistent visibility and
accountability.

Once projects are received, each job receives a unique identifier and is tracked through our
internal project management system. The system captures:

e Document inventory and page counts
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e Complexity tier classification for each document

¢ Assigned remediation specialists and quality assurance reviewers
e Target delivery date and current status

e Compliance standards applied and testing performed

e Issue logs and remediation notes

Projects progress through defined stages with agency notification at each transition:

Stage Description

Received Documents logged in tracking system; acknowledgment sent within
4 business hours with preliminary assessment

In Production Active remediation by assigned specialist; agency notified of
production start and confirmed delivery timeline

Quality Assurance Dual-layer QA including automated compliance checks, manual
review, and screen reader validation with JAWS and NVDA

Delivered Completed files transferred via secure channel with compliance
certificate and summary report

Our Project Managers maintain real-time visibility into all active work and can provide status
updates on demand. For large-volume engagements, we establish scheduled reporting
cadences (weekly or bi-weekly) to ensure agency stakeholders remain informed without
requiring individual inquiries.

Status Updates and Dashboards

Word Wizards provides status information tailored to different stakeholder audiences, ensuring
that both technical staff and agency leadership receive the information they need in appropriate
formats.

On-Demand Status Access
Agencies can obtain current status on any engagement at any time through multiple channels:
o Direct Project Manager contact: A phone call or email to your assigned Project

Manager yields immediate status on Track 1 engagements. Our Project Managers have
real-time access to all tracking data and can provide detailed updates upon request.

e Scheduled status calls: For large or complex engagements, we establish recurring
check-in calls (weekly, bi-weekly, or monthly) to review progress, discuss upcoming
work, and address any questions.

Reporting for Technical Staff

Technical stakeholders (IT staff, web developers, content managers, accessibility coordinators)
typically need detailed, document-level information to support their operational responsibilities.
Our technical reporting includes:

e Document-level status showing current stage and assigned resources

e WCAG issue logs identifying specific accessibility barriers found and remediated
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¢ Remediation notes documenting approaches used for complex elements

e Validation tools and testing methods applied (PAC3, CommonLook, JAWS, NVDA)
¢ File manifests listing all deliverables with version information

e Compliance certificates confirming standards met for each document

Reporting for Leadership

Agency leadership and program managers typically need summary-level information focused on
program performance, budget, and compliance progress. Our executive reporting includes:

e Completion percentages showing progress against remediation goals

e On-time delivery rates demonstrating reliability and schedule adherence

e Budget utilization tracking spends against allocated funds

e Compliance trends showing improvement in accessibility posture over time
e Volume metrics summarizing pages and documents processed by period

e Track allocation showing distribution between Track 1 and Track 2 services

Customized Reporting

We recognize that different agencies have different reporting needs based on their governance
structures, compliance requirements, and internal stakeholders. Word Wizards accommodates
custom reporting requests including:

e Agency-specific report templates aligned with internal formats

¢ Integration with agency dashboards via data export or API

e Scheduled automated delivery of reports via email

e Ad-hoc reports for board presentations, audit responses, or compliance documentation

Change Requests and Scope Adjustments

Word Wizards accommodates evolving agency needs without bureaucratic barriers. We
understand that accessibility programs must adapt to changing priorities, budget cycles,
compliance deadlines, and organizational circumstances. Our change management approach
emphasizes flexibility and responsiveness while maintaining appropriate documentation for
significant contractual changes.

Routine Adjustments

Most changes are handled through simple communication with your Project Manager, without
formal change order processes:
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Change Type Our Response

Volume Adjustments Negotiated based on the existing terms, the anticipated volume of

content, and the results after testing the automation product to ensure
content is compatible with high performance results.

Timeline Changes Rush processing available with published premiums (+25% to +150%

based on urgency). Schedule delays accommodated without penalty.

Priority Reordering Document priorities adjusted upon request. Agencies can reprioritize

queued work based on emerging needs.

Contact Changes Updated promptly in our systems. New agency staff oriented to

workflows and provided appropriate access.

Specification Updates Revised requirements incorporated into workflow. Agency-specific

checklists or style guides integrated as provided.

Track Transitions and Optimization

As agencies gain experience with our dual-track model, they may wish to adjust the allocation
between Track 1 and Track 2 services. We support these transitions seamlessly:

Track 1 to Track 2 migration: Agencies initially using full-service remediation may
transition appropriate content (archival documents, high-volume batches) to automation-
enhanced processing to reduce costs. We help identify suitable candidates and manage
the transition.

Track 2 to Track 1 escalation: Documents processed through Track 2 that require
additional remediation (e.g., complex elements that automation couldn’t fully address)
can be escalated to Track 1 for expert completion.

Hybrid optimization: Based on engagement data, we periodically recommend optimal
Track 1/Track 2 allocation to maximize compliance outcomes within available budget.

Track transitions are handled as routine operational adjustments and do not require formal
change orders.

Expansion to New Sites, Applications, or Document Types

When agencies need to expand scope to include new websites, applications, document
repositories, or content types, we onboard the new scope under the existing contract:

New sites and applications are assessed and integrated into the remediation program
using standard intake processes

Standard workflow and pricing apply; no separate procurement or contract modification
required

If new content requires specialized expertise (e.g., highly technical STEM content,
multilingual documents), we identify appropriate resources and confirm any pricing
implications before proceeding

New document types (e.g., adding video captioning to a document remediation
engagement) are added at published rates
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Significant Scope Changes

For significant contractual changes that affect overall engagement structure, pricing, or terms,
we provide formal documentation:

¢ Enterprise platform licensing arrangements for high-volume agencies
¢ On-premises deployment of Track 2 automation capabilities

e Multi-year commitment agreements with associated discounts

e Custom integration development beyond standard API capabilities

¢ Dedicated staffing arrangements for very large engagements

These changes are assessed within 24-48 hours, with written proposals provided for agency
approval before implementation. Our goal is responsive partnership; agencies should never feel
that process stands in the way of getting the accessibility support they need.

Section 2.4: Payment & Invoicing

Word Wizards provides flexible, transparent payment and invoicing practices designed to
accommodate the diverse procurement requirements of Participating Public Agencies (PPAs).
Our invoicing approach ensures clear documentation of services rendered, supports agency
financial reporting requirements, and offers multiple payment options to align with agency
purchasing policies and procedures.

Standard Invoicing Practices

Invoice Timing
Word Wizards submits invoices based on the nature and scope of each engagement:

e Project completion: For standard document remediation engagements, invoices are
submitted upon project completion when all deliverables have been transferred to the
agency. This approach ensures agencies pay only for completed, quality-assured work.

e Batch billing: For large-scale engagements involving substantial document volumes or
extended timelines, we establish billing upon delivery of completed batches of
documents.

¢ Monthly billing: For ongoing retainer arrangements, training programs with multiple
sessions, or continuous remediation support, we submit invoices monthly for services
rendered during the preceding period.

e Platform usage: For Track 2 integrations and future platform use, we build these
directly into the portal for easy tracking and dashboard level budget reports.
Invoice Content and Detail

All Word Wizards invoices include detailed documentation to support agency financial
processing and audit requirements. Invoices are delivered electronically via email or designated
submission portal specified by the agency. We accommodate agency-specific invoice formats,
electronic invoicing systems, and submission portals as required.

Invoice Accuracy and Dispute Resolution

Word Wizards is committed to accurate, transparent invoicing. If an agency identifies a
discrepancy or has questions about any invoice:
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e Contact your Project Manager or our accounting department immediately
e We investigate and respond within two business days
e Legitimate errors are corrected and revised invoices issued promptly

¢ Disputed amounts do not affect payment terms for undisputed portions

Payment Terms

Standard Payment Terms

For first-time clients, we require payment in full or a signed purchase order prior to delivery of
the final product. After establishing ongoing purchase orders, BPAs, or other funding
confirmation, Word Wizards applies standard payment terms of Net 30 from invoice date. This
allows agencies adequate time for internal processing while maintaining reasonable cash flow
for our operations. We recognize that public agencies operate under various fiscal constraints
and procurement policies, and we accommodate agency-specific payment terms as specified in
purchasing policies or negotiated agreements.

Early Payment Discounts
Word Wizards does not offer early payment discounts to agencies

Extended Payment Terms

We understand that some agencies require extended payment terms due to fiscal policies,
budget cycles, or cash flow timing. Word Wizards accommodates extended upon project
requirement with official documentation of funding, subject to mutual agreement.

Accepted Payment Methods

Word Wizards accepts multiple payment methods to accommodate the diverse procurement
practices of public agencies. We do not impose minimum transaction amounts for any payment
method.

Purchase Orders

We readily accept purchase orders from all Participating Public Agencies

Procurement Cards (P-Cards)
We accept procurement card payments for agencies utilizing P-Card programs:

Credit and Debit Cards

Standard credit and debit card payments are accepted through the same channels as
procurement cards:

ACH / Electronic Funds Transfer (EFT)

Word Wizards accepts ACH and EFT payments for agencies preferring electronic bank
transfers:

Additional Fees

Deposits

For purchase orders over $2500.00, Word Wizards may require a deposit before beginning work
depending on the services and turnaround time required.
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Late Payment

Word Wizards will apply a 2% late payment fee for invoices over 120 days overdue. We will
issue a final notice of late payment prior to any late payment fees and attempt periodic
resolution during the period of non-payment. We understand sometimes the realities of
government budgeting requires payment extensions, which can be provided if agreed to in
writing by both parties.

Cooperative Contract Administration

Invoices for services rendered under the AFI cooperative contract clearly reference the contract
number and Edge Public program participation. This documentation supports agency
compliance verification and cooperative program reporting requirements.

The 5% administrative fee payable to Edge Public is incorporated into Word Wizards’ published
pricing structure. Agencies pay the quoted rates with no separate administrative fee line item.
Word Wizards remits the administrative fee to Edge Public in accordance with the Supplier
Administration Agreement, accompanied by required sales reporting.

Section 2.5: Service Delivery, Timelines & SLAs

Word Wizards delivers document remediation, multimedia accessibility, and related services to
Participating Public Agencies (PPAs) nationwide through a combination of expert human
remediation (Track 1) and automation-enhanced processing (Track 2). Our service delivery
model ensures consistent quality and responsiveness regardless of agency location, size, or
technical maturity, while providing the flexibility to scale from single-document requests to
enterprise-wide accessibility programs.

National Service Delivery

Geographic Coverage

Word Wizards serves agencies throughout the United States from our headquarters in Silver
Spring, Maryland (Washington, D.C. metropolitan area). Our service model is location-
independent: all document remediation, quality assurance, and project management activities
are performed by our U.S.-based team regardless of the agency’s geographic location. We
currently serve federal agencies, state governments, counties, municipalities, school districts,
and special districts across all 50 states.

Our secure file transfer infrastructure operates 24/7, enabling agencies in any time zone to
submit documents at their convenience. Completed deliverables are available for download
around the clock through our secure FTP portal or the Accessibility On-Demand (AoD) platform.

Time Zone Accommodation

Word Wizards accommodates agencies across all U.S. time zones through flexible scheduling
and extended availability:

¢ Standard business hours: Project Managers are available during extended Eastern
business hours (8:00 AM — 6:00 PM ET, Monday through Friday), providing coverage
from 5:00 AM to 3:00 PM Pacific Time.

e Scheduled calls: For agencies in Pacific, Mountain, Alaska, or Hawaii time zones, we
accommodate scheduled calls outside standard Eastern hours upon request. Project
Managers arrange recurring check-in calls at times convenient for agency stakeholders.
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e Asynchronous communication: Email and secure portal communications are
monitored throughout the business day, with responses provided within established SLA
timeframes regardless of the agency’s time zone.

e Emergency contact: For critical issues outside business hours, agencies can reach our
emergency contact line for situations requiring immediate attention.

Supporting Agencies with Varying Technical Maturity

Word Wizards tailors our service approach to match each agency’s capabilities and resources.
For agencies with limited IT staff, we provide full-service support that minimizes technical
burden, simple submission methods, plain-language communication, and delivered files ready
for immediate use without requiring agency technical involvement. Agencies with moderate
technical capabilities benefit from collaborative workflows, detailed documentation, and WCAG-
referenced reporting that builds internal knowledge. For agencies with advanced IT teams and
established accessibility programs, we offer deeper technical engagement including detailed
issue logs, consultation on source document improvements, API integration with the AoD
platform, and custom reporting. Our goal is to meet agencies where they are while supporting
their growth toward greater accessibility maturity over time.

Scalability

Word Wizards’ dual-track service model provides inherent scalability. Track 1 expert
remediation scales through our experienced team of specialists, while Track 2 automation
enables rapid processing of large document volumes. This combination allows us to serve
agencies across the full spectrum of size and need.

Small municipalities, special districts, and nonprofit organizations receive the same quality and
service commitment as our largest clients. We maintain no minimum order requirements, and
small batches typically turn around within one to three business days. Discounted pricing is
available for small agencies and qualifying nonprofits, discussed during onboarding.

Mid-size agencies benefit from economies of scale through volume-based pricing
arrangements, priority scheduling, customized reporting, and regular check-in meetings. Our
Project Managers work with agency staff to optimize the balance between Track 1 and Track 2
services, maximizing compliance outcomes within available budgets.

Large programs, including state agencies, metropolitan governments, and multi-agency
collaboratives, benefit from dedicated account teams, program-level governance support,
phased rollout planning aligned with DOJ compliance deadlines, and volume-based pricing
negotiated based on projected volumes and commitment terms. Track 2 automation can
process thousands of documents simultaneously, providing enterprise-level capacity for large-
scale remediation efforts.

Service Level Agreements

Word Wizards commits to clear, measurable service levels that ensure predictable, reliable
performance. Our SLAs differ by service type and track, reflecting the distinct delivery models
and requirements for each service category.
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Response Time SLAs
Word Wizards commits to prompt, predictable response times based on issue urgency:

Priority Level Description Response Time

Critical Urgent compliance deadlines, Within 2 business hours
legal/audit requirements, executive
priorities, production system failures

High Project delays, quality concerns, Within 4 business hours
expedited requests, escalated issues

Standard Status inquiries, routine coordination, | Within 1 business day
general questions, non-urgent
requests

Response time is measured from receipt of the inquiry during business hours (8:00 AM - 6:00
PM ET). Inquiries received outside business hours are timestamped at the start of the next
business day.

Delivery SLAs by Service Type

Document Remediation — Track 1 (Full-Service Expert Remediation)

Delivery timelines for Track 1 document remediation are based on document volume and
complexity:

Document Volume Standard Delivery

1-25 pages 1-3 business days
26-75 pages 2-5 business days
76-150 pages 3-6 business days
151-300 pages 4-8 business days
300+ pages 5-10 business days

These timelines assume standard complexity (Tier 1-2) documents. Highly complex documents
(Tier 3-4) with extensive tables, technical graphics, or specialized content may require additional
time, which is communicated during project intake. Rush delivery is available at premium rates
for agencies with urgent deadlines.

Document Remediation — Track 2 (Automation-Enhanced Processing)

Track 2 processing through the Accessibility On-Demand (AoD) platform provides high-volume
batch processing capability:
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Batch Size Processing Time

Up to 10,000 pages 3-5 business days
10,000+ pages Timeline varies based on volume and
complexity

Larger batches or batches with high document complexity may exceed the standard timeframe
once processing variabilities are accounted for. The platform provides real-time status visibility
SO agencies can monitor progress throughout processing.

Forms Remediation

Forms remediation involves making existing PDF forms accessible, including proper field
labeling, keyboard navigability, and assistive technology compatibility. Forms remediation is
included under standard per-page pricing based on complexity tier:

Form Complexity Standard Delivery
Simple forms 1-20 pages 3-5 days
Complex forms with conditional logic 7-10+ days (Case-by-case basis depending

on complexity)

Forms Development

Forms development is distinct from forms remediation and involves creating interactive PDF
forms from scratch with advanced programming features. Forms development includes
JavaScript for validation, calculations, custom functionality, and database integration. This
specialized work is billed at an hourly rate and delivery timelines depend on the technical
requirements of the project, including the number of fields, complexity of calculations and
validation scripts, conditional logic and branching paths, and integration requirements. Forms
development projects are scoped individually, with timeline estimates provided during project
intake based on specific technical requirements.

Video Captioning
Word Wizards provides video captioning services including verbatim transcription, speaker
identification, and synchronization with video timing:

Batch Size Standard Delivery

1-20 hours of video content 5-7 business days

Technical or specialized content (legal proceedings, medical content, multilingual materials)
may require additional time for accuracy verification.

Audio Description

Audio description timing is based on video complexity and the density of visual information
requiring description:
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Batch Size Standard Delivery

1-20 hours of video content 7-21 business days (based on complexity)

Videos with frequent visual-only information, complex graphics, or rapid scene changes require
more extensive description scripting and production time. Audio description services include
script development, professional voice recording, and integration with source video files.

Resolution and Mitigation Targets

When accessibility defects are identified in delivered work, Word Wizards acts swiftly to correct
them:

Critical accessibility defects: Issues that would cause a document to fail compliance
validation below a 90% threshold (e.g., missing tags, broken reading order, inaccessible forms)
are corrected and re-delivered within 2 business days of identification.

Track 1 Compliance Guarantee: Documents remediated through Track 1 are guaranteed to
meet WCAG 2.1 AA, PDF/UA, and Section 508 standards.

Track 2 Compliance Commitment: Documents processed through Track 2 at Level 2
(Enhanced) or Level 3 (Full) are targeted to achieve 95%+ compliance. Documents falling below
this threshold may be re-processed through automation or escalated to Track 1 for manual
remediation at the applicable hourly rate.

Platform Availability and Uptime

Secure File Transfer System (Track 1)

Word Wizards’ secure FTP/SFTP file transfer system supports Track 1 service delivery with the
following availability commitments:

e Uptime target: 99.5% availability measured monthly, excluding scheduled maintenance
windows.

¢ Scheduled maintenance: Performed during off-peak hours, typically weekends or after
10:00 PM Eastern. Agencies receive advance notice (minimum 48 hours) for planned
maintenance that may affect availability.

e Outage notification: In the event of an extended unplanned outage, affected agencies
receive email notification within four hours, with status updates continuing until
resolution.

Accessibility On-Demand Platform (Track 2)

The AoD platform provides automation-enhanced document processing with the following
availability framework:

e Uptime target: 99% availability measured monthly for the web-based platform interface,
excluding scheduled maintenance.

¢ Scheduled maintenance: Platform maintenance is typically performed during weekend
hours with advance notice to active users.

¢ Incident communication: Platform status and any service interruptions are
communicated via email to registered users.
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Third-Party Platform Notice: The Accessibility On-Demand platform is developed and hosted
by archSCAN, LLC. AoD services are subject to potential interruption and technical issues
outside of Word Wizards’ direct control. In the event of platform disruptions, Word Wizards will
promptly notify affected agencies and work directly with the developer to mitigate problems and
achieve effective, prompt resolution.

Section 2.6: Problem Escalation, Warranty & Support

Problem Escalation Process

Word Wizards maintains a straightforward escalation process that reflects our commitment to
responsive, relationship-based service. As a focused small business, we eliminate the
bureaucratic layers that often frustrate agencies working with larger vendors. Problems are
resolved quickly because decision-makers are accessible and empowered to act.

Escalation Path. The first point of contact for any issue is the agency’s assigned Project
Manager, who has authority to resolve most day-to-day matters including timeline adjustments,
priority changes, and routine quality concerns. If the Project Manager cannot resolve an issue to
the agency’s satisfaction, or if the matter involves contractual, pricing, or policy questions, it
escalates to the Account Executive, who oversees the overall client relationship and has
broader decision-making authority. For urgent or unresolved matters requiring executive
attention, agencies have direct access to our CEO, llana Gordon, who personally ensures
resolution. This three-tier structure means that no issue requires more than two escalations to
reach the highest level of our organization.

Communication Expectations. When an issue is raised, the receiving team member
acknowledges it within four business hours and provides an initial assessment of the situation,
expected resolution approach, and timeline. Agencies receive status updates at least daily for
critical issues and at agreed intervals for less urgent matters until resolution is achieved. All
escalations are documented, and agencies receive written confirmation when issues are closed,
including a summary of actions taken and any preventive measures implemented.

Coordination with Agency Staff. We recognize that effective issue resolution often requires
collaboration. Our team coordinates directly with agency technical staff, content owners, or
procurement personnel as needed to diagnose problems, gather necessary information, and
implement solutions. We adapt to agency communication preferences, whether that means
phone calls, emails, video conferences, or participation in agency team meetings. Our goal is to
function as an extension of the agency’s team, not as a distant vendor.

Incident Communication

Word Wizards maintains clear communication protocols for service incidents affecting either
track:

¢ Initial notification: Within one hour of confirmed incident affecting service availability or
delivery timelines.

e Status updates: Every two hours during active incidents, or more frequently for critical
situations.

¢ Resolution notification: Within one hour of incident resolution, including summary of
impact and any required follow-up actions.
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e Post-incident review: For significant incidents, we provide a written summary within
five business days describing root cause, impact, and preventive measures
implemented.

Incident communications are delivered via email to designated agency contacts. For agencies
with active critical projects, we provide direct phone notification in addition to email.

Warranties and Rework

Remediation Services Warranty Summary

Track 1: Word Wizards guarantees 100% compliance with WCAG 2.1 AA /2.2 AA, Section 508,
and PDF/UA standards. In the event a remediated document is found to be non-compliant, we
will work with the agency to review the specific findings. If the issue is attributable to our work,
we will correct it promptly at no additional cost. Deficiencies arising from factors outside our
remediation, such as source file limitations or post-delivery modifications, will be corrected at
standard hourly rates.

Track 2: Automated processing typically achieves 95% or higher compliance. Full third-party
compliance reports are provided for all documents. Documents falling below the 95% threshold
may be escalated to Track 1 at applicable hourly rates. Track 2 services are provided subject to
the Track 2 Services Warranty Disclaimer.

Track 2 Services Warranty Disclaimer

Track 2 remediation services are provided using third-party automation and Al-assisted
technology. Results may vary based on document complexity and source quality. Word Wizards
makes no guarantee of 100% compliance with WCAG 2.1 AA, PDF/UA, Section 508, or any
other accessibility standard under Track 2 workflows.

Compliance scores for Track 2 deliverables are generated by a third-party accessibility checker
and are provided “as is” without independent verification, interpretation, or warranty of accuracy.
Word Wizards assumes no responsibility for limitations or errors in third-party compliance
reporting.

Full compliance assurance requires elevation to Track 1 services with expert human review. By
selecting Track 2 services, the client acknowledges these limitations and assumes all risk
associated with residual compliance deficiencies. The client further acknowledges that for large-
scale remediation projects encompassing hundreds of thousands or millions of pages, an
acceptable threshold of compliance deficiencies is inherent to automated processing and
represents a reasonable trade-off for the speed, scale, and cost-effectiveness that Track 2
services provide.

Important Notice Regarding Track 2 Automation Platform

Agencies considering Track 2 automation-enhanced services should understand the following
considerations regarding the Accessibility On-Demand (AoD) platform:

Emerging Technology: Automated PDF remediation represents an emerging capability in the
accessibility field. While the Accessibility on Demand (AoD) platform has demonstrated strong
performance on substantial test content, achieving 95-98% compliance rates through
automation alone, broad commercial deployment remains relatively new. As with any emerging
technology, initial performance may exhibit variability as the platform encounters the diverse
range of document types and formatting characteristic of public sector environments.
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Continuous Improvement: Platform stability, accuracy, and feature capabilities will improve
over time through ongoing partnership between Word Wizards, archSCAN (the platform
developer), and our agency clients. Feedback from production usage directly informs platform
enhancements, and we are committed to transparently communicating improvements as they
are deployed.

Development Realities: Future platform developments, feature additions, and integration
capabilities are subject to the practical realities of software development, including programming
complexity and budgetary limitations. While we have outlined an evolution pathway from
managed services through API integration and enterprise deployment, specific timelines and
feature availability may be adjusted based on development progress and market requirements.

Human Validation Safeguard: To mitigate risks associated with automation variability, all
Track 2 services at Level 2 include human validation of a random sample by trained remediation
specialists. This hybrid approach ensures that automation outputs are verified before delivery,
maintaining quality standards even as the underlying technology matures.

Track 1 Availability: Agencies requiring guaranteed 100% compliance, predictable delivery
based on proven processes, or risk-averse approaches should utilize Track 1 full-service expert
remediation. Track 1 services rely entirely on human expertise with over 35+ years of
demonstrated performance and carry no technology maturity considerations.

Word Wizards is committed to transparency regarding both the opportunities and limitations of
automation-enhanced accessibility services. We view our Track 2 offering as a valuable option
for appropriate use cases, particularly high-volume archival content where cost efficiency is
paramount, while maintaining Track 1 as the gold standard for priority content requiring absolute
compliance assurance.

Support Resources and Documentation

Word Wizards provides support materials and educational content tailored to agency needs
upon request. Resources may include direct one-on-one training sessions, written
documentation, and modular knowledge articles addressing specific accessibility topics, tools,
or workflows. Platform training and instruction on use of our systems is included as part of the
standard onboarding phase for all new engagements. Additional support materials can be
developed to meet agency-specific requirements as needed throughout the contract term.

Section 2.7: Cooperative Administration & Reporting

Marketing and Promotion

Collaborative Partnership with AFl and Edge Public

Word Wizards is committed to actively marketing and promoting the AFI contract as a pilot
program demonstrating a new paradigm in document accessibility services. We view this
cooperative contract not merely as a sales channel, but as an opportunity to showcase how the
combination of proven human expertise and emerging automation technology can transform
how public agencies approach accessibility compliance at scale.

We will work closely with AFl and Edge Public to develop and execute joint marketing initiatives
that reach eligible entities nationwide. Our collaborative approach will include:

e Joint content development: Word Wizards will collaborate with AFl and Edge Public
marketing teams to create educational content, case studies, webinars, and promotional
materials that highlight the contract’s unique value proposition. We will provide subject
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matter expertise on accessibility trends, DOJ compliance requirements, and the evolving
technology landscape to ensure marketing content is accurate, timely, and compelling.

Conference and event participation: When possible, Word Wizards will participate in
AFI| events, Edge Public partner meetings, and relevant public sector conferences to
promote the contract and educate potential users. This includes providing speakers for
webinars, contributing to panel discussions, and staffing exhibit opportunities as
appropriate.

Direct outreach support: Our team will support Edge Public sales efforts by
participating in agency outreach calls, providing technical expertise during sales
presentations, and responding promptly to agency inquiries generated through
cooperative marketing channels.

Success story documentation: As agencies achieve compliance milestones through
this contract, we will work with AFl and Edge Public to document and share success
stories that demonstrate the program’s value to prospective participants.

Positioning as a Pilot Program

Word Wizards will market and promote this contract as a pilot program that introduces a new
model for accessibility services, one that combines the reliability of expert human remediation
with the scalability of automation-enhanced processing. This positioning reflects the genuine
innovation represented by our dual-track approach and creates a compelling narrative for
agencies evaluating their compliance options.

The pilot program framing emphasizes several key themes:

Innovation with accountability: Agencies participating in this contract gain access to
emerging automation technology while retaining the security of proven human expertise.
The dual-track model allows agencies to adopt automation at their own pace, with Track
1 full-service remediation always available as a guaranteed-compliance option.

Partnership in technology maturation: Early adopters of Track 2 automation services
become partners in refining and improving the technology. Their feedback directly
informs platform enhancements, and they benefit from improvements as the technology
matures. This collaborative approach creates shared investment in the program’s
success.

Transparent expectations: By positioning this as a pilot program, we set appropriate
expectations about the emerging nature of automation technology while highlighting the
safeguards, human validation, compliance guarantees, and Track 1 availability, that
protect agencies regardless of which track they choose.

Differentiation from Other Contracts

Word Wizards holds other cooperative and state contracts for accessibility services. We will
differentiate the AFI/Edge Public contract through the following approaches:

Dedicated program identity: We will maintain a distinct program identity for the AFI
contract, including contract-specific quotes, dedicated reporting, and clear identification
on all invoices and communications. Agencies and our internal team will clearly
understand when work is being performed under this cooperative vehicle.

Pricing structure alignment: The AFI contract pricing structure, including the 5%
administrative fee and cooperative-specific volume arrangements, is distinct from pricing
under other contracts. This ensures that the AFI contract stands on its own merits and
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that participating agencies receive the full benefit of the cooperative’s aggregated buying
power.

Proactive promotion: When engaging with agencies that could use either the AFI
contract or another vehicle, we will proactively present the AFI option and explain its
unique benefits, particularly for agencies interested in the hybrid automation model or
seeking the specific advantages of the AFI/Edge Public cooperative network.

Contract Pricing and Terms Verification

Word Wizards ensures that participating agencies can easily verify they are receiving correct
contract pricing and terms through multiple mechanisms:

Contract Identification

Contract reference on all documents: Every quote, proposal, and invoice issued
under this contract will prominently display the AFI contract number (AFI-2025-117) and
identify Edge Public as the cooperative administrator. This clear identification ensures
agencies and their procurement staff can immediately verify the applicable contract
vehicle.

Contract-specific quotes: When preparing quotes for agencies, we generate contract-
specific documents that reference the AFI contract pricing matrix and applicable terms.
Quotes clearly itemize services, applicable rates, and any volume-based or other
adjustments, allowing agencies to verify alignment with published contract pricing.

Statement of work alignment: For larger engagements, statements of work explicitly
reference the AFI contract and incorporate its terms by reference, ensuring contractual
clarity and audit trail documentation.

Pricing Verification

Published rate schedules: Contract pricing is documented in the awarded contract
materials available through AFI and Edge Public. Agencies can compare quoted rates
against published schedules to verify accuracy.

Itemized invoicing: All invoices provide detailed itemization showing quantities, unit
rates, service categories, and applicable discounts. This transparency enables agencies
to verify that billed amounts align with contract terms and quoted prices.

Inquiry response: Agency procurement or finance staff may contact our Project
Manager or accounts team at any time to verify pricing, request rate confirmation, or
clarify invoice details. We respond to such inquiries within one business day.

Terms Verification

Agencies can verify they are operating under correct contract terms through the contract
reference displayed on all transactional documents. The AFI contract number serves as the
definitive indicator that AFI/Edge Public cooperative terms, including warranty provisions,
compliance guarantees, SLAs, and administrative requirements, apply to the engagement.
Agencies uncertain about applicable terms may request a copy of the relevant contract excerpts
or contact our team for clarification.
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Quarterly Sales and Usage Reporting

Word Wizards will provide comprehensive quarterly sales and usage reports to AFl and Edge
Public, enabling effective program administration and demonstrating contract value to
stakeholders.

Report Content and Structure
Each quarterly report will include:

e Total gross dollar volume: Aggregate sales revenue generated under the AFI contract
during the reporting period, with comparison to prior periods to show trends and growth.

e Participating agency breakdown: Itemized listing of all agencies that utilized the
contract during the period, including individual agency spend totals. This enables AFlI
and Edge Public to understand program adoption and identify high-utilization
participants.

e State and regional breakdown: Sales volume organized by state and region, allowing
AFl and Edge Public to identify geographic patterns, target underserved areas for
outreach, and demonstrate program reach to stakeholders.

e Service category breakdown: Revenue allocation across major service categories,
including Track 1 document remediation, Track 2 automation-enhanced processing,
forms development, video captioning, audio description, and consultation services. This
breakdown reveals service mix trends and helps inform program development priorities.

Report Format and Delivery

Quarterly reports will be delivered electronically in formats suitable for Edge Public’s
administrative requirements. We will provide reports in spreadsheet format (Excel) for data
analysis purposes, along with a summary narrative highlighting key trends, notable
engagements, and program observations. Reports will be delivered within 15 days following the
close of each calendar quarter, or on an alternative schedule if preferred by Edge Public.

Additional Reporting Capabilities
Beyond standard quarterly reports, Word Wizards can provide:

e Ad hoc reports: Custom reports addressing specific questions or requirements from
AFI or Edge Public, such as analysis of particular service categories, agency types, or
time periods.

¢ Annual summaries: Comprehensive annual reports consolidating quarterly data and
providing year-over-year analysis for program review and planning purposes.

e Program metrics: Beyond financial reporting, we can provide operational metrics such
as document volumes processed, average turnaround times achieved, compliance rates,
and customer satisfaction indicators to support program evaluation.
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