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Dear Dan:

I speak on behalf of the entire Conduent team in saying how thrilled we are to have the opportunity to deliver an outstanding health & welfare administration 
solution for The Hershey Company. We look forward to working with your Hershey team to fine-tune our solution to meet your objectives and begin a long-term 
strategic relationship.  

Choosing a partner who is focused on delivery of an “Amazon-like” employee experience—that utilizes voice, chat, mobile, web and people interactions driven by 
AI, robotics and machine learning—will create the type of sweet employee experience to spread happiness throughout your workforce.

We are proposing a people-first journey powered by next-generation digital technology. We will deliver an improved employee experience that embraces the 
intrinsic Happiness Quotient of your employee’s benefit experience.

Putting the Employee First: Continuous focus on improving employee experience by providing individual, immediate and intelligent interactions that meet the 
need of every individual employee.

Keep it Simple: Using the right ingredients of intelligent technology that will provide information in digestible bites so as Hershey employee healthcare needs 
change, they can make confident decisions. Conduent provides intelligent insights for the moments that matter. Conduent makes the complex simple.

Stay one Step Ahead: Decrease cost and drive value through AI, Automation, and Process Simplification. Select a proven partner that will keep up with your 
employee’s evolving expectations. We continue to innovate by leveraging development across all Conduent’s lines of business and work being done in our 
multiple innovation labs.

Conduent has been delivering Benefit Outsourcing services to large, complex corporations like Hershey for over 30 years. Discovery, Implement and Execute is 
the process used to migrate clients to go-live on time and under budget. Our client retention is very high with the average client relationship over 10 years.

Our proposal goes into more detail about how exactly we’ll create these results and what you can expect along the way. Thank you for the incredible opportunity 
to serve The Hershey Company.

Sincerely:

Elizabeth Bufo 
Client Partner, The Hershey Company 
Conduent

Mr. Daniel Ziegler
717.374.6861

Senior Sourcing Specialist, Indirect Sourcing

Elizabeth Bufo
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We believe aligning your business needs with the needs of your employees is critical to 
improving engagement and as a result, the overall success of your business. We examine 
your needs across the health, wealth and career spectrum because that is how your 
employees view their personal success and your commitment to them.

We will help you ensure your HR budget is applied wisely and leads to good outcomes 
for your people and your business—regardless of your level of investment.

EXECUTIVE SUMMARY
Our Understanding 
More than 120 years after Milton Hershey began his vision of a company centered on an entire 
community that would enrich the lives of everyone around it, Hershey continues that vision by 
seeking to create a sweeter employee benefits experience.  The remarkable Hershey workforce         
has catapulted Hershey to one of the most trusted and valued global brands on the planet. It’s a 
great place to work and play, and your employees deserve a meaningful, best-in-class experience 
that will keep them happy and healthy while increasing productivity and innovation. 

Conduent believes that the employee should have access to world-class tools, content, products 
and services to help adapt to our changing world, navigate its challenges and opportunities 
and ultimately retain remarkable employees.

As we know, benefits decisions can be confusing and overwhelming to employees and their 
dependents. This is why our Conduent Life@Work Employee Experience layer has been 
designed as an integrated benefits delivery system with a focus on simplification, cost management 
and employee engagement. Conduent streamlines benefits design and administration while 
amplifying your strategic voice, employee value proposition, and reflecting your Hershey culture.
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      The Finest Ingredients Available 
Just as Hershey has perfected the chocolate that the world has come to 
know and love, so Conduent has perfected benefits administration, freeing 
our clients to focus on what they do best.  Our investment and commit-
ment to help Hershey meet your current strategic objectives includes:

New Technology – Conduent’s Life@Work solution will engage 
Hershey employees with a single access point to the web, call center, and 
administration center for health and welfare, pension, voluntary benefits, 
spending accounts and total rewards. Our integrated solution will focus on 
retirement readiness, providing employees with enhanced online education, 
decision support and the ability to calculate unlimited pension estimates, 
in addition to commencing benefit elections online.

Experienced Team – In Conduent’s client-first service delivery model, our 
seasoned veteran Mark Little, with over 30 years of HRS experience will be 
leading the Hershey client operations team. Mark’s teams have consistently 

exceeded quality and service targets in all areas. Mark will be responsible 
for all operational deliverables related to your plans and will ensure that 
service level agreements are met and maintained by the Conduent service 
delivery team. Tony Puciaty will be part of our implementation team, working 
closely with the Hershey team throughout the 2020 implementation.

Financial Flexibility – Conduent’s flexible pricing model allows Hershey the 
ability to pay for core benefits administration services on a per benefit eligible 
participant per month (PPPM) fee. Conduent HR Services has a robust 
Voluntary Benefits offering and if we were to become broker of record on 
the current line-up of voluntary and life/disability benefits, we have the 
financial flexibility to offset core benefit and administration fees. Conduent 
is fully transparent regarding all commissions received on voluntary, life and 
disability products. We currently interface with all of Hershey vendors and 
can ensure a high degree of integration in the enrollment, payroll deduction 
and direct bill process.

If there is a singular truth about today’s economy, it’s that you can’t go it alone. Organizations must identify 
and focus on their strengths, then carefully select best-in-class service partners to handle the rest. Currently, 
there is an abundance of choices. Yet fewer and fewer service providers are investing in centers of scientific 
and engineering excellence like Conduent to assist customers in engaging employees to take ownership and 
responsibility for their total health and financial well-being.

“ The help-the-other-fellow 
principle is the only one 
that will succeed in 
modern business.”

  MILTON S. HERSHEY

      It’s All About the Sweet Partnership: Conduent’s Value Proposition to Hershey

Making a Difference: World Class Expertise 
Hershey:
While much has changed in America since the days of Milton Hershey, the power of building connections with those around us—from 
consumers and shareholders, to our partners and employees—remains vital to the future of our children, our communities, and our business.

Conduent: 
Touching and impacting the lives of millions. Everything we do is in service of our client. Everything we build grows out of our client’s needs.
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Our Approach 

Strengthen the Core

Build & Modernize the Foundation

Global talent with benefit  
administration expertise and  
experience of working with automation

Technology: Analytics, Platform  
rationalization, automation, AI & RPA

Documentation to capture knowledge

Transform the Core

Grow the Business

People First Journey Powered by Next-Gen Digital Technology

Protect the Investments & Savings

Simplify processes and industrialize  
delivery

Eliminate low value-chain workload

Transition from SLA to KPI

Advanced analytics with data  
harmonization to provide real-time  
trend and exception data

Build & Modernize the Foundation

Global talent with benefit  
administration expertise and  
experience of working with automation

Technology: Analytics, Platform  
rationalization, automation, AI & RPA

Documentation to capture knowledge

Harvest the Savings

Accelerate business growth 

Retain employees and increase  
satisfaction

Continuous Improvement to accelerate 
business with technology, delivery and 
industry experts

Become a business partner from a  
service provider

Our Approach 
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Our Solution

Conduent’s solution will deliver an employee experience that is individualized, immediate and intelligent, fueled by real transformation 
through accelerated technology delivery and will minimize risk through a culturally sensitive approach. We will serve both your U.S. and Canadian 
workforces with Conduent staff, regardless of the service delivery location, leveraging our innovative Conduent technology.  Core tenets of our 
solution are Quality, Agility and Value.

 SEAMLESS EXPERIENCE – deliver exceptional employee experience through voice, mobile, portal

EDUCATION – a wealth of resources for every employee, regardless of where they are in their healthcare and 
wellness journey

ENGAGEMENT – through micro-personalization, an easy-to-navigate portal and decision support solutions both at time of enrollment 
and throughout the year 

TRANSFORMATION – drive real transformation through collaboration, partnership and innovation, solving for strategic employee 
outcomes and cost savings

CUSTOMER SERVICE – we offer a flexible service delivery model, which serves your members’ needs wherever they are on the support 
continuum: engaging self-service tools, superior call center support and attentive, high-touch service for complex issues  
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Quality, Process and Controls
Improved experience for Employees
and Administrators

Capacity and Scalability
Improved speed of delivery
Increase Automation

Committed year-over-year
productivity improvements
Transformation through Innovation

QUALITY AGILITY VALUE 

Drive Process  
Excellence and  

Innovation 

Enable Employees to 
Accelerate Business 

Be Hershey’s trusted 
partner to Unlock 

Value 

�Quality, Process and Controls 
��Improved experience for Employees 

and Administrators

Conduent Confidential 

May 9, 2017 2 

Quality, Process and Controls
Improved experience for Employees
and Administrators

Capacity and Scalability
Improved speed of delivery
Increase Automation

Committed year-over-year
productivity improvements
Transformation through Innovation

QUALITY AGILITY VALUE 

Drive Process  
Excellence and  

Innovation 

Enable Employees to 
Accelerate Business 

Be Hershey’s trusted 
partner to Unlock 

Value 

�Capacity and Scalability 
��Improved speed of delivery
��Increaded Automation
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Quality, Process and Controls
Improved experience for Employees
and Administrators

Capacity and Scalability
Improved speed of delivery
Increase Automation

Committed year-over-year
productivity improvements
Transformation through Innovation

QUALITY AGILITY VALUE 

Drive Process  
Excellence and  

Innovation 

Enable Employees to 
Accelerate Business 

Be Hershey’s trusted 
partner to Unlock 

Value 

��Committed year-over-year 
productivity improvements

��Transformation through Innovation

Our Solution
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       Creating Connections: An Optimized Hershey Experience through Life@Work
Conduent will help Hershey employees achieve overall health and financial well-being through a combination of our enhanced Life@Work and our 
experienced service center team. These are both supported by technologies that streamline and personalize the caller’s experience and shorten 
the time required to achieve any change. Our commitment to you is to continue to evolve and improve participant-facing tools.

At the heart of Conduent’s delivery model is our innovative Employee Experience layer, Life@Work®, which enables employees with a single click 
to access enrollment, decision support/wellness tools, spending accounts, voluntary benefits, pension modeling, retirement planning and a total 
rewards statement.



Conduent Confidential7

       Creating Connections: An Optimized Hershey Experience through Life@Work
Conduent’s Employee Experience layer will integrate all activity and drive Hershey’s people goals by achieving focused outcomes through simple, 
intuitive and individualized engagement. These outcomes are guided by several important criteria:

•    Understand the audience – Delivering targeted and meaningful 
information via preferred channels selected by the employee (e.g., print, 
email, text, push-messaging, etc.) which helps promote  desired behaviors.

•    Make it simple – We make every effort to simplify complex topics 
and eliminate acronyms, avoiding confusion and empowering employees 
to make optimal decisions regarding their health & welfare and 
retirement benefits.

•   Make it efficient – Our goal is to allow employees to complete a 
desired action during a single point of contact with the fewest 
required steps.

•   Make it personally relevant – Engaging communications must be 
personal and pertinent. We will engage your workforce and their 
families with purpose.



Conduent Confidential8

       Creating Connections: An Optimized Hershey Experience through Life@Work
Core Components – Hershey’s focused outcomes will be achieved through a combination of persuasive communications and predictive analytics 
to motivate personal engagement. Conduent’s approach incorporates mobile, electronic, print, and both virtual and face-to-face education in order 
to ensure participant engagement is not limited by medium. In addition, our system can be used as an aggregator for other benefits or can be easily 
linked to other providers. Key elements include:

•   Mobile Access – Conduent believes that engagement happens not 
only through highly personalized information, but also by meeting 
participants where they are – whether they are tech-savvy or less 
familiar or comfortable with high-tech service. Accordingly, our delivery 
model is multi-channel in nature – from high-touch contact center 
service to HTML5 mobile capability, optimized for all major phone 
and tablet browsers.

•   Integration – With integration as a Conduent core competency, our 
portal is designed to be scalable and highly configurable. Our portal 
has the capability to launch a seamless total rewards experience and 
aggregates and integrates all vendor/carrier partners through Single 
Sign-On (SSO), deep links and serves as a central hub of information 
for employees.

•   Modeling – Our personalized portal Optimizer tool will help your 
employees make informed decisions regarding their benefits, thus 
allowing them to take responsibility for their health and financial 
well-being.

•   Automation – To avoid the inaction and lost opportunity caused by 
manual processes, our portal automates transactions with appropriate 
participant decision points. This “immediate gratification” increases 
decision execution. For example, participants can complete their dis-
tribution elections, including adding rollover information and setting 
up direct deposit.

•   Data Analytics – Conduent’s analytics capabilities have evolved 
beyond operational analytics – that is constantly reviewing our 
performance and making changes to optimize operational efficiency 
and enhance the user experience. Conduent has the ability to aggregate 
data and use diagnostics to quickly identify trends and take proactive 
measures.

The seamless integration of process, technology and people are always 
evolving. Conduent is dedicated to delivering an engaging employee 
experience that enhances loyalty and trust for all Hershey employees.  
Innovation and partnership will drive value to The Hershey Company 
year after year.  
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       Our Value During Transition
Change can be daunting. Our dedicated transition team will work side-by-side with Hershey to ensure that the implementation has no “surprises” and that program 
objectives are achieved with minimal disruption. Conduent will implement our agreed-upon solution and administer a customer-centric delivery model mirrored to your 
specific needs for the entire lifecycle of the contract. We will collaborate with key stakeholders to identify transition risks and come up with a detailed and thorough risk 
mitigation strategy. Our experts will leverage our significant experience and expertise transitioning clients from your current insourced model – while guiding Hershey 
through the challenges of a high-impact, high-visibility transition.

Every client is unique and each implementation comes with its own set of challenges and opportunities. However, the clients making these transitions (and the projects 
themselves) have many factors in common that Conduent has analyzed, addressed and learned from over time – so Hershey can be assured that Conduent is not “rein-
venting the wheel” with each implementation.

We will leverage our experience to deliver higher quality and greater efficiencies to Hershey and apply our industry-leading best practices and technology to drive em-
ployee satisfaction and a seamless transition. During the transition, we run conversion data through an exhaustive series of integrity tests. This allows us to identify gaps 
or accuracy concerns and enables our teams to true-up the database, thereby reducing the amount of manual activity that is required for steady-state administration.

Jan 2020 – Mar 2020  Tasks 

Implementation Timeline 

Data Interfaces Discovery, Requirements and Development 

Interface Build 

Interface Testing 

H&W System Build 

 
Dec 2019 

Project Kickoff 
MILESTONE 

DATES 

Discovery and  
Requirements Definition 

Configuration and System Build 

Translate Requirements 

Project Management Project Charter, Status Meetings, Weekly Meetings, Change Management, Overall Management – All Deliverables 

Call Center                                                                Call Center – IVR, Knowledge base, Tools, Training, Operational Readiness 

Employer Admin  
Training 

Define Business Processes (New Hires, Terms, 
Payroll Recon, Exceptions, etc.) 

Transition to Ongoing 
Service Delivery Develop work flows/ case types Operations & Service 

Apr 2020 – Jun 2020 Jul 2020 – Sep 2020 Oct 2020 – Dec 2020 

Portal Build Discovery and  
Requirements Definition 

 
 Configuration and System Build 

 

*Portal Testing Translate Requirements 

Go Live – 
Oct 

 OE 

System and Integration Testing  

*Hershey acceptance testing will follow Conduent internal testing phase prior to production move.  

 Ongoing 

Go Live – 
Jan 2021 



Conduent Confidential1 0

       Pricing
In the spirit of achieving Hershey’s overall goals beyond the immediate RFP, 
we are recommending alternatives to lower cost nearshore participant service 
center delivery option that will drive additional cost savings. Conduent has 
tremendous flexibility and global reach to meet Hershey’s needs.

The Per Person Per Year (PPPY) price for the eligible participant population is:

        5-year Health and Welfare PPPY:

        a.  On Shore location: Chesapeake, VA $88.56

       b.  Near shore location Montego Bay Jamaica $76.80

       c.  Offshore Manila Philippines location $63.84

The PPPY price above does not include the ancillary services included in RFP 
which we have priced transitionally per the Hershey Pricing & Fees Schedule 
Separately Priced Ongoing Services, FS/HAS/HRA Administration, COBRA, 
Direct Bill, QMCSO, PPACA, Eligibility and Enrollment Appeal, Vendor 
Remittance and Dependent Verification.

In the spirit of achieving Hershey’s overall goals beyond the 
immediate RFP, we are recommending alternatives to lower cost 
offshore and  nearshore participant service center delivery options 
that will drive additional cost savings. Conduent has tremendous 
flexibility and global reach to meet Hershey’s needs today and in 
the future.
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       Conduent Innovative Benefits Administration Future
Innovation is in our Conduent DNA. Our innovation centers,  Conduent Labs, take innovative  ideas and technology and create practical solutions to 
enhance our client solutions and internal operations. We have a world-class team of scientists and researchers in our two Conduent Labs facilities 
(U.S. and India), focused on areas such as platform modernization, automation, data and process analytics, cloud, mobility, machine learning, and 
personalization. The teams deliver Human Resource solutions that take advantage of  new technology, our deep client expertise and global best practices. 
Conduent is focused on core product upgrades are those that are foundational to the platform and may include such enhancements as refreshed 
portal designs, embedded workflow/process automation for tasks and events, integration of new standard partner services, packaged communications 
tools, underlying technology optimization, or front-end browser support. 

Production releases are typically scheduled quarterly with, on some occasions, a release occurring more frequently. Your Conduent Technology 
Program Manager will work with you to define how this roadmap would be scheduled for your specific availability and also continuously inform 
you of more frequent minor upgrade releases.

Product and Service priorities are determined by Hershey Quarterly Management Reviews, monthly and weekly reviews by Client Technology/Product IT, 
and Center of Excellence leaders. Conduent’s HR services / benefits administration product roadmap is prioritized based on our clients' needs and 
the landscape of the competitive market.



Conduent Confidential1 2

       Life@Work
Life@Work® is Conduent’s  Employee Experience layer and mobile platform 
focused on delivering simple and intuitive outcomes for participants. 
Life@Work® is designed to simplify self-service through user-tested intuitive 
design. Our completely personalized experience engages participants 
to make confident decisions, provides interactive guidance and answers 
to anticipated questions, and offers easy to access educational tools, mod-
elers, calculators, and resources at the point of need. Life@Work® helps 
transform novice users into engaged and informed plan members, which 
in turn promotes year-round self-service usage.

Our design approach begins with these guiding principles:

•  Simple – intuitive, mobile-first design.

•   Personal – user-centric, supports both frequent and 
infrequent visitors.

•   Flexible – promote client brand, messages and campaigns. 
The Life@Work® portal uses a standard, configurable approach 
for rapid deployment. The portal integrates with Conduent 
back-end administration and specialty services.

HRS Innovation Roadmap 
Key Investment Areas –Life@Work 6 

Consumer–driven user experiences:  
personalized, relevant, guided, 

collaborative,  secure 

Workforce insight that drives strategic 
HR and Benefits program changes and 

actions 

Data visualization for all 
compensation and benefits 

Process automation, integration 
and workflow across the HR and 

Talent lifecycle 

Benefit Wallet, educated health 
consumers:   

decisions, behaviors and utilization 

Event-based, targeted planning, 
advice, guidance, education and 

communications for total wellbeing 

Automated job and work events that 
increase productivity,  engagement 

and satisfaction 

Machine learning to deliver best 
content via digital and live channels 

All Channels FOCUS ANALYTICS FINANCIAL WELLBEING BENEFITWALLET 
INTEGRATED HEALTH 

TOTAL REWARDS HRaaS DIGITAL WORKPLACE NEXT GEN CARE 
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$5B Rev

NYSE: CNDT

68,000 Employees

30+ Years of History

65 of Fortune 100 Clients

500+ Government Entities

Digital Interactions Company

Benefits Administration Experience

11M+ Participants

250+ clients

80 Countries

30 Languages

Lean Six Sigma Culture

       About Conduent
While we are focused on the future with Hershey, we are proud of our past. 
Our capabilities have been tested and refined by more than 30 years of benefit 
administration experience, administering Health, DC, and DB benefits for millions 
of participants annually. Our reputation for service delivery excellence is among 
the very best in the industry, and we continue to receive high marks from both 
the analyst community and our clients. We were recognized as a Leader in the 
Nelson Hall index for Benefits Administration, have been named a “Leader” in 
Everest Group’s PEAK Matrix™ assessment for Health and Welfare Benefits 
Administration Outsourcing, and we’ve been ranked in Gartner’s Leaders 
Quadrant for contact center services since 2012. More than 100 benefits administration 
clients have been with us for our entire 30 years in the business, and we are 
honored to have one of the highest renewal rates in the industry.

Conduent employs the best talent with deep HR and benefits administration 
experience. Our collective experience will be especially helpful to Hershey 
because we have successfully navigated mergers, acquisitions, divestitures, 
benefit plan changes, and vendor integrations.  We have a strong foundation to 
deliver outstanding Health and Welfare administration, and the comprehensive 
breadth of HRS service to support Hershey’s growth.

Conduent is the world’s largest provider of diversified business services, with 
$5.B in revenue, 68,000 global employees, serving 65 of Fortune 100 companies, 
and a passion for digital transformation and delivering continuous value.  
Whether it’s digital payments, claims processing, benefit administration, 
automated tolling, customer care or distributed learning – Conduent manages 
and modernizes these interactions to create value for both our clients and 
their constituents.
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© 2019 Conduent, Inc. All rights reserved.

The contents of this proposal are considered to be Conduent private data and are provided for the exclusive use of Hershey. The contents  
herein may not be reproduced without the specific written permission of Conduent. This document is for informational purposes only and does  
not constitute a contract or an offer to contract.

NAME: 
Elizabeth Bufo

POSITION: 
Client Partner, The Hershey Company

TELEPHONE: 
484-793-5431

EMAIL:  
Elizabeth.Bufo@conduent.com

Thank you for your consideration.

Summary
Thank you again for the opportunity to participate in the RFP 
process. We value this opportunity to establish a relationship 
with Hershey. Conduent is dedicated to delivering an engaging 
employee experience that enhances loyalty and trust at Hershey’s. 
Innovation and partnership will drive value to The Hershey 
Company year after year.  Please let us know what else we can do 
to earn the right to your business.
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