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Agreement No.  

AGREEMENT BETWEEN THE COUNTY OF SAN MATEO AND OMBUDSMAN 

SERVICES OF SAN MATEO COUNTY 

 

This Agreement is entered into this _____ day of _______________ , 20_____, by and between the 

County of San Mateo, a political subdivision of the state of California, hereinafter called “County,” and 

OMBUDSMAN SERVICES OF SAN MATEO COUNTY, hereinafter called “Contractor.” 

* * * 

Whereas, pursuant to Section 31000 of the California Government Code, County may contract with 

independent contractors for the furnishing of such services to or for County or any Department thereof; 

and 

Whereas, it is necessary and desirable that Contractor be retained for the purpose of providing a 

Measure K funded Ombudsman Services program. 

Now, therefore, it is agreed by the parties to this Agreement as follows: 

1. Exhibits and Attachments 

The following exhibits and attachments are attached to this Agreement and incorporated into this 

Agreement by this reference: 

Exhibit A—Services 

Exhibit B—Payments and Rates 

Attachment H—HIPAA Business Associate Requirements 

Attachment I—§ 504 Compliance 

2. Services to be performed by Contractor 

In consideration of the payments set forth in this Agreement and in Exhibit B, Contractor shall perform 

services for County in accordance with the terms, conditions, and specifications set forth in this 

Agreement and in Exhibit A. 

3. Payments 

In consideration of the services provided by Contractor in accordance with all terms, conditions, and 

specifications set forth in this Agreement and in Exhibit A, County shall make payment to Contractor 

based on the rates and in the manner specified in Exhibit B.  County reserves the right to withhold 

payment if County determines that the quantity or quality of the work performed is unacceptable.  In no 

event shall County’s total fiscal obligation under this Agreement exceed Two Hundred Forty Three 

Thousand Nine Hundred Sixty-six Dollars ($243,966).  In the event that the County makes any advance 

payments, Contractor agrees to refund any amounts in excess of the amount owed by the County at the 

time of contract termination or expiration. Contractor is not entitled to payment for work not performed as 

required by this agreement. 

4. Term 
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Subject to compliance with all terms and conditions, the term of this Agreement shall be from July 1, 

2021, through June 30, 2023. 

5. Termination 

This Agreement may be terminated by Contractor or by the Director of Aging & Adult Services or his/her 

designee at any time without a requirement of good cause upon thirty (30) days’ advance written notice to 

the other party.  Subject to availability of funding, Contractor shall be entitled to receive payment for 

work/services provided prior to termination of the Agreement.  Such payment shall be that prorated 

portion of the full payment determined by comparing the work/services actually completed to the 

work/services required by the Agreement. 

County may terminate this Agreement or a portion of the services referenced in the Attachments and 

Exhibits based upon the unavailability of Federal, State, or County funds by providing written notice to 

Contractor as soon as is reasonably possible after County learns of said unavailability of outside funding. 

County may terminate this Agreement for cause.  In order to terminate for cause, County must first give 

Contractor notice of the alleged breach. Contractor shall have five business days after receipt of such 

notice to respond and a total of ten calendar days after receipt of such notice to cure the alleged breach. 

If Contractor fails to cure the breach within this period, County may immediately terminate this Agreement 

without further action. The option available in this paragraph is separate from the ability to terminate 

without cause with appropriate notice described above. In the event that County provides notice of an 

alleged breach pursuant to this section, County may, in extreme circumstances, immediately suspend 

performance of services and payment under this Agreement pending the resolution of the process 

described in this paragraph. County has sole discretion to determine what constitutes an extreme 

circumstance for purposes of this paragraph, and County shall use reasonable judgment in making that 

determination. 

6. Contract Materials 

At the end of this Agreement, or in the event of termination, all finished or unfinished documents, data, 

studies, maps, photographs, reports, and other written materials (collectively referred to as “contract 

materials”) prepared by Contractor under this Agreement shall become the property of County and shall 

be promptly delivered to County.  Upon termination, Contractor may make and retain a copy of such 

contract materials if permitted by law.   

7. Relationship of Parties 

Contractor agrees and understands that the work/services performed under this Agreement are 

performed as an independent contractor and not as an employee of County and that neither Contractor 

nor its employees acquire any of the rights, privileges, powers, or advantages of County employees. 

8. Hold Harmless  

a. General Hold Harmless 

Contractor shall indemnify and save harmless County and its officers, agents, employees, and servants 

from all claims, suits, or actions of every name, kind, and description resulting from this Agreement, the 

performance of any work or services required of Contractor under this Agreement, or payments made 

pursuant to this Agreement brought for, or on account of, any of the following:   
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(A) injuries to or death of any person, including Contractor or its employees/officers/agents;  

(B) damage to any property of any kind whatsoever and to whomsoever belonging;  

(C) any sanctions, penalties, or claims of damages resulting from Contractor’s failure to comply, if 

applicable, with the requirements set forth in the Health Insurance Portability and Accountability 

Act of 1996 (HIPAA) and all Federal regulations promulgated thereunder, as amended; or  

(D) any other loss or cost, including but not limited to that caused by the concurrent active or 

passive negligence of County and/or its officers, agents, employees, or servants.  However, 

Contractor’s duty to indemnify and save harmless under this Section shall not apply to injuries or 

damage for which County has been found in a court of competent jurisdiction to be solely liable 

by reason of its own negligence or willful misconduct. 

The duty of Contractor to indemnify and save harmless as set forth by this Section shall include the duty 

to defend as set forth in Section 2778 of the California Civil Code. 

9. Assignability and Subcontracting 

Contractor shall not assign this Agreement or any portion of it to a third party or subcontract with a third 

party to provide services required by Contractor under this Agreement without the prior written consent of 

County.  Any such assignment or subcontract without County’s prior written consent shall give County the 

right to automatically and immediately terminate this Agreement without penalty or advance notice. 

10. Insurance 

a. General Requirements 

Contractor shall not commence work or be required to commence work under this Agreement unless and 

until all insurance required under this Section has been obtained and such insurance has been approved 

by County’s Risk Management, and Contractor shall use diligence to obtain such insurance and to obtain 

such approval.  Contractor shall furnish County with certificates of insurance evidencing the required 

coverage, and there shall be a specific contractual liability endorsement extending Contractor’s coverage 

to include the contractual liability assumed by Contractor pursuant to this Agreement.  These certificates 

shall specify or be endorsed to provide that thirty (30) days’ notice must be given, in writing, to County of 

any pending change in the limits of liability or of any cancellation or modification of the policy. 

b. Workers’ Compensation and Employer’s Liability Insurance 

Contractor shall have in effect during the entire term of this Agreement workers’ compensation and 

employer’s liability insurance providing full statutory coverage.  In signing this Agreement, Contractor 

certifies, as required by Section 1861 of the California Labor Code, that (a) it is aware of the provisions of 

Section 3700 of the California Labor Code, which require every employer to be insured against liability for 

workers’ compensation or to undertake self-insurance in accordance with the provisions of the Labor 

Code, and (b) it will comply with such provisions before commencing the performance of work under this 

Agreement. 
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c. Liability Insurance 

Contractor shall take out and maintain during the term of this Agreement such bodily injury liability and 

property damage liability insurance as shall protect Contractor and all of its employees/officers/agents 

while performing work covered by this Agreement from any and all claims for damages for bodily injury, 

including accidental death, as well as any and all claims for property damage which may arise from 

Contractor’s operations under this Agreement, whether such operations be by Contractor, any 

subcontractor, anyone directly or indirectly employed by either of them, or an agent of either of them.  

Such insurance shall be combined single limit bodily injury and property damage for each occurrence and 

shall not be less than the amounts specified below: 

(a) Comprehensive General Liability…  $1,000,000  

 

(b) Motor Vehicle Liability Insurance…  $1,000,000  

 

(c) Professional Liability………………. $1,000,000  

County and its officers, agents, employees, and servants shall be named as additional insured on any 

such policies of insurance, which shall also contain a provision that (a) the insurance afforded thereby to 

County and its officers, agents, employees, and servants shall be primary insurance to the full limits of 

liability of the policy and (b) if the County or its officers, agents, employees, and servants have other 

insurance against the loss covered by such a policy, such other insurance shall be excess insurance only. 

In the event of the breach of any provision of this Section, or in the event any notice is received which 

indicates any required insurance coverage will be diminished or canceled, County, at its option, may, 

notwithstanding any other provision of this Agreement to the contrary, immediately declare a material 

breach of this Agreement and suspend all further work and payment pursuant to this Agreement. 

11. Compliance With Laws 

All services to be performed by Contractor pursuant to this Agreement shall be performed in accordance 

with all applicable Federal, State, County, and municipal laws, ordinances, and regulations, including but 

not limited to the Health Insurance Portability and Accountability Act of 1996 (HIPAA) and the Federal 

Regulations promulgated thereunder, as amended (if applicable), the Business Associate requirements 

set forth in Attachment H (if attached), the Americans with Disabilities Act of 1990, as amended, and 

Section 504 of the Rehabilitation Act of 1973, which prohibits discrimination on the basis of disability in 

programs and activities receiving any Federal or County financial assistance.  Such services shall also be 

performed in accordance with all applicable ordinances and regulations, including but not limited to 

appropriate licensure, certification regulations, provisions pertaining to confidentiality of records, and 

applicable quality assurance regulations.  In the event of a conflict between the terms of this Agreement 

and any applicable State, Federal, County, or municipal law or regulation, the requirements of the 

applicable law or regulation will take precedence over the requirements set forth in this Agreement.   

Further, Contractor certifies that it and all of its subcontractors will adhere to all applicable provisions of 

Chapter 4.106 of the San Mateo County Ordinance Code, which regulates the use of disposable food 

service ware.  Accordingly, Contractor shall not use any non-recyclable plastic disposable food service 

ware when providing prepared food on property owned or leased by the County and instead shall use 

biodegradable, compostable, reusable, or recyclable plastic food service ware on property owned or 

leased by the County. 
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Contractor will timely and accurately complete, sign, and submit all necessary documentation of 

compliance. 

12. Non-Discrimination and Other Requirements 

a. General Non-discrimination 

No person shall be denied any services provided pursuant to this Agreement (except as limited by the 

scope of services) on the grounds of race, color, national origin, ancestry, age, disability (physical or 

mental), sex, sexual orientation, gender identity, marital or domestic partner status, religion, political 

beliefs or affiliation, familial or parental status (including pregnancy), medical condition (cancer-related), 

military service, or genetic information. 

b. Equal Employment Opportunity 

Contractor shall ensure equal employment opportunity based on objective standards of recruitment, 

classification, selection, promotion, compensation, performance evaluation, and management relations 

for all employees under this Agreement.  Contractor’s equal employment policies shall be made available 

to County upon request. 

c. Section 504 of the Rehabilitation Act of 1973 

Contractor shall comply with Section 504 of the Rehabilitation Act of 1973, as amended, which provides 

that no otherwise qualified individual with a disability shall, solely by reason of a disability, be excluded 

from the participation in, be denied the benefits of, or be subjected to discrimination in the performance of 

any services this Agreement.  This Section applies only to contractors who are providing services to 

members of the public under this Agreement. 

d. Compliance with County’s Equal Benefits Ordinance 

Contractor shall comply with all laws relating to the provision of benefits to its employees and their 

spouses or domestic partners, including, but not limited to, such laws prohibiting discrimination in the 

provision of such benefits on the basis that the spouse or domestic partner of the Contractor’s employee 

is of the same or opposite sex as the employee.  

e. Discrimination Against Individuals with Disabilities 

The nondiscrimination requirements of 41 C.F.R. 60-741.5(a) are incorporated into this Agreement as if 

fully set forth here, and Contractor and any subcontractor shall abide by the requirements of 41 C.F.R. 

60–741.5(a).  This regulation prohibits discrimination against qualified individuals on the basis of disability 

and requires affirmative action by covered prime contractors and subcontractors to employ and advance 

in employment qualified individuals with disabilities. 

f. History of Discrimination 

Contractor certifies that no finding of discrimination has been issued in the past 365 days against 

Contractor by the Equal Employment Opportunity Commission, the California Department of Fair 

Employment and Housing, or any other investigative entity.  If any finding(s) of discrimination have been 

issued against Contractor within the past 365 days by the Equal Employment Opportunity Commission, 

the California Department of Fair Employment and Housing, or other investigative entity, Contractor shall 

provide County with a written explanation of the outcome(s) or remedy for the discrimination prior to 
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execution of this Agreement.  Failure to comply with this Section shall constitute a material breach of this 

Agreement and subjects the Agreement to immediate termination at the sole option of the County. 

g. Reporting; Violation of Non-discrimination Provisions 

Contractor shall report to the County Manager the filing in any court or with any administrative agency of 

any complaint or allegation of discrimination on any of the bases prohibited by this Section of the 

Agreement or the Section titled “Compliance with Laws”.  Such duty shall include reporting of the filing of 

any and all charges with the Equal Employment Opportunity Commission, the California Department of 

Fair Employment and Housing, or any other entity charged with the investigation or adjudication of 

allegations covered by this subsection within 30 days of such filing, provided that within such 30 days 

such entity has not notified Contractor that such charges are dismissed or otherwise unfounded.  Such 

notification shall include a general description of the circumstances involved and a general description of 

the kind of discrimination alleged (for example, gender-, sexual orientation-, religion-, or race-based 

discrimination). 

Violation of the non-discrimination provisions of this Agreement shall be considered a breach of this 

Agreement and subject the Contractor to penalties, to be determined by the County Manager, including 

but not limited to the following: 

i. termination of this Agreement; 

ii. disqualification of the Contractor from being considered for or being awarded a County contract 

for a period of up to 3 years; 

iii. liquidated damages of $2,500 per violation; and/or 

iv. imposition of other appropriate contractual and civil remedies and sanctions, as determined by 

the County Manager. 

To effectuate the provisions of this Section, the County Manager shall have the authority to offset all or 

any portion of the amount described in this Section against amounts due to Contractor under this 

Agreement or any other agreement between Contractor and County. 

h. Compliance with Living Wage Ordinance 

As required by Chapter 2.88 of the San Mateo County Ordinance Code, Contractor certifies all 

contractor(s) and subcontractor(s) obligated under this contract shall fully comply with the provisions of 

the County of San Mateo Living Wage Ordinance, including, but not limited to, paying all Covered 

Employees the current Living Wage and providing notice to all Covered Employees and Subcontractors 

as required under the Ordinance.  

13. Compliance with County Employee Jury Service Ordinance 

Contractor shall comply with Chapter 2.85 of the County’s Ordinance Code, which states that Contractor 

shall have and adhere to a written policy providing that its employees, to the extent they are full-time 

employees and live in San Mateo County, shall receive from the Contractor, on an annual basis, no fewer 

than five days of regular pay for jury service in San Mateo County, with jury pay being provided only for 

each day of actual jury service.  The policy may provide that such employees deposit any fees received 

for such jury service with Contractor or that the Contractor may deduct from an employee’s regular pay 

the fees received for jury service in San Mateo County.  By signing this Agreement, Contractor certifies 

that it has and adheres to a policy consistent with Chapter 2.85.  For purposes of this Section, if 

Contractor has no employees in San Mateo County, it is sufficient for Contractor to provide the following 
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written statement to County:  “For purposes of San Mateo County’s jury service ordinance, Contractor 

certifies that it has no full-time employees who live in San Mateo County.  To the extent that it hires any 

such employees during the term of its Agreement with San Mateo County, Contractor shall adopt a policy 

that complies with Chapter 2.85 of the County’s Ordinance Code.”  The requirements of Chapter 2.85 do 

not apply if this Agreement’s total value listed in the Section titled “Payments”, is less than one-hundred 

thousand dollars ($100,000), but Contractor acknowledges that Chapter 2.85’s requirements will apply if 

this Agreement is amended such that its total value meets or exceeds that threshold amount. 

14. Retention of Records; Right to Monitor and Audit 

(a) Contractor shall maintain all required records relating to services provided under this Agreement for 

three (3) years after County makes final payment and all other pending matters are closed, and 

Contractor shall be subject to the examination and/or audit by County, a Federal grantor agency, and the 

State of California. 

(b) Contractor shall comply with all program and fiscal reporting requirements set forth by applicable 

Federal, State, and local agencies and as required by County. 

(c) Contractor agrees upon reasonable notice to provide to County, to any Federal or State department 

having monitoring or review authority, to County’s authorized representative, and/or to any of their 

respective audit agencies access to and the right to examine all records and documents necessary to 

determine compliance with relevant Federal, State, and local statutes, rules, and regulations, to 

determine compliance with this Agreement, and to evaluate the quality, appropriateness, and timeliness 

of services performed. 

15. Merger Clause; Amendments 

This Agreement, including the Exhibits and Attachments attached to this Agreement and incorporated by 

reference, constitutes the sole Agreement of the parties to this Agreement and correctly states the rights, 

duties, and obligations of each party as of this document’s date.  In the event that any term, condition, 

provision, requirement, or specification set forth in the body of this Agreement conflicts with or is 

inconsistent with any term, condition, provision, requirement, or specification in any Exhibit and/or 

Attachment to this Agreement, the provisions of the body of the Agreement shall prevail.  Any prior 

agreement, promises, negotiations, or representations between the parties not expressly stated in this 

document are not binding.  All subsequent modifications or amendments shall be in writing and signed by 

the parties. 

16. Controlling Law; Venue 

The validity of this Agreement and of its terms, the rights and duties of the parties under this Agreement, 

the interpretation of this Agreement, the performance of this Agreement, and any other dispute of any 

nature arising out of this Agreement shall be governed by the laws of the State of California without 

regard to its choice of law or conflict of law rules.  Any dispute arising out of this Agreement shall be 

venued either in the San Mateo County Superior Court or in the United States District Court for the 

Northern District of California. 

17. Notices 

Any notice, request, demand, or other communication required or permitted under this Agreement shall 

be deemed to be properly given when both:  (1) transmitted via facsimile to the telephone number listed 
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below or transmitted via email to the email address listed below; and (2) sent to the physical address 

listed below by either being deposited in the United States mail, postage prepaid, or deposited for 

overnight delivery, charges prepaid, with an established overnight courier that provides a tracking number 

showing confirmation of receipt. 

In the case of County, to: 

Name/Title: Moony Tong, Financial Services Manager 

Address: 225 – 37th Avenue, San Mateo, CA 94403 

Telephone: 650-670-5371 

Email: mtong@smcgov.org 

In the case of Contractor, to: 

Name/Title: Bernadette Mellott, Executive Director 

Address: 711 Nevada Street, Redwood City, CA 94061 

Telephone: (650) 780-5702 

Facsimile: (650) 364-5399 

Email: berniemellott@ossmc.org 

18. Electronic Signature 

Both County and Contractor wish to permit this Agreement and future documents relating to this 

Agreement to be digitally signed in accordance with California law and County’s Electronic Signature 

Administrative Memo. Any party to this Agreement may revoke such agreement to permit electronic 

signatures at any time in relation to all future documents by providing notice pursuant to this Agreement. 

19. Payment of Permits/Licenses  

Contractor bears responsibility to obtain any license, permit, or approval required from any agency for 

work/services to be performed under this Agreement at Contractor’s own expense prior to 

commencement of said work/services.  Failure to do so will result in forfeit of any right to compensation 

under this Agreement. 

* * * 
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THIS CONTRACT IS NOT VALID UNTIL SIGNED BY ALL PARTIES. NO WORK WILL COMMENCE 

UNTIL THIS DOCUMENT HAS BEEN SIGNED BY THE COUNTY PURCHASING AGENT OR 

AUTHORIZED DESIGNEE. 

For Contractor: 

_____________________________ 
Contractor Signature 

_______________ 
Date 

___________________________ 
Contractor Name (please print) 

For County: 

______________________________ 
Purchasing Agent Signature 
(Department Head or  
Authorized Designee)  
County of San Mateo  

______________ 
Date 

____________________________________
Purchasing Agent Name (please print) 
(Department Head or Authorized Designee)  
County of San Mateo 

_____________________________ 
Purchasing Agent or Authorized Designee 
Job Title (please print) 
 County of San Mateo  
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EXHIBIT A 
OMBUDSMAN SERVICES OF SAN MATEO COUNTY, INC. 

FY 2021-2023 DESCRIPTION OF SERVICES 
 

In consideration of the payments set forth in Exhibit B, Contractor shall provide the following 
services: 

 
I. DESCRIPTION OF SERVICES TO BE PERFORMED BY CONTRACTOR 

 
A. Ombudsman Services of San Mateo County (OSSMC) is a critical component of  

San Mateo County’s effort to support those who are most vulnerable and at-risk. 
OSSMC’s staff will provide essential services to older adults in our community, 
combatting negligence and abuse, fraud, violations of rights, and other serious 
issues plaguing the long-term care industry. Specially-trained and state-certified 
volunteers monitor, investigate and resolve cases involving long-term  care 
residents. Volunteers are required to complete 36 hours of training to become 
certified after which they are assigned to facilities. Contractor estimates it takes up 
to 2 years for an ombudsman to be fully trained. 

 
The program enhances the lives of long-term care residents through advocacy, 
education, and resolution of resident complaints, including those related to abuse, 
neglect and exploitation. Residents of nursing homes, board and care facilities, and 
assisted living facilities are all eligible for OSSMC services. In exercising 
responsibilities to clients, Contractor also ensures ombudsmen are available to 
facility staff and family members while providing information and referral services to 
the general public. 

 

B. Staffing / Volunteer Management 
 

Three regional coordinators and an abuse specialist supervise a group of volunteer 
field ombudsmen responsible for providing facility visits and responding to 
complaints in the facilities. Retention of good volunteer ombudsmen is reliant on the 
technical and emotional support from the regional coordinators who manage 
between 12 and 15 ombudsmen volunteers each. 

 
The Volunteer Coordinator is responsible for overseeing the implementation and 
coordination of the field ombudsman recruitment, training, certification, assistance 
with supervising, and recognizing volunteers. He/she works closely with the 
Program Manager and/or the Executive Director to determine the curriculum for the 
monthly trainings, in addition to assisting with training on the state-provided 
database to ensure that all ombudsmen are competent to enter their own cases and 
their monthly activity reports. 

 

The Program Manager is responsible for overseeing the regional coordinators, the 
abuse specialist, and social work interns. This individual ensures that all field work 
meets program standards and facility visitation goals. He/she has the responsibility 
to provide direct coverage to a small segment of the County, adding to the 
Contractor’s ability to meet the facility coverage plan. 

 
Contractor will utilize an internal ranking system for the facilities based on size, type 
of facility, and past performance. Facilities ranked A are recommended to receive a 
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minimum of four visits per month; B-ranked facilities should be visited twice monthly; 
and C-ranked facilities once a month. There is a small group of facilities ranked D, 
which receive quarterly visits from the ombudsman program. 

 
Contractor’s professional Regional Coordinators (RC): 
1. Assist in the training and development of new volunteer ombudsmen, 

supervising a team of field ombudsmen, making assignments and monitoring 
their activities to ensure program meets its obligations; 

2. Provide technical support in the field, empowering and supporting 
ombudsmen on their team; 

3. Ensure that all complaints received by the program are investigated 
appropriately and closed in a timely manner; and 

4. Assure that documentation and data entry are complete prior to closing cases. 
 

C. Training 
 

Contractor will ensure prior to certification that new volunteers will successfully 
complete 36 hours of intensive training based on a state-mandated curriculum, 
followed by an internship. Training includes a combination of classroom instruction 
and online materials and completion of a brief internship in the field. Upon 
certification the Ombudsmen are assigned to a group of facilities to monitor on a 
regular basis. 

 

Certified Ombudsman receive two hours per month of ongoing training  to meet  
state recertification requirements. In addition, Regional Coordinators provide 
ongoing technical support in the field, further developing the new ombudsmen’s 
expertise. 

 

D. Clients of OSSMC are the residents in the long term care facilities in San Mateo 
County. 

 

In addition to complaint resolution, Long-Term Care Ombudsmen work to prevent 
abuse/neglect/exploitation through their various activities including: 

 
• Education to consumers and providers about resident rights, abuse 

prevention and good care practices; 

• Providing a regular visiting presence in facilities which allow residents to 
have in-person contact with the Long-Term Care Ombudsman; 

• Promotion and participation in state and local abuse prevention task forces; 

• Commenting on proposed policies, regulations and laws that support 
consumer protections and enhanced protections for vulnerable adults; 

• Promotion of the development of citizen organizations, family councils and 
resident councils; and 

• Long-term care ombudsmen efforts are entered into the data base provided 
by the California Department of Aging: Ombudsman Data Integration 
Network (ODIN). Data collected includes the number of facilities visited, the 
number and types of complaints received and investigated. Data collected 
over many years gives a good picture of the extent of ombudsman activities 
throughout the state. 
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Concerns brought to the Ombudsman may include: 
 

• Violation of residents' rights or dignity; 

• Resident to resident mistreatment; 

• Financial exploitation; 

• Physical, verbal or mental abuse, deprivation of services necessary to 
maintain residents' physical and mental health, or unreasonable 
confinement; 

• Poor quality of care, including inadequate personal hygiene and slow 
response to requests for assistance; 

• Improper transfer, discharge or eviction of a resident; 

• Inappropriate use of chemical or physical restraints; and 

• Any resident concern about quality of care or quality of life. 

 
II. ADMINISTRATIVE REQUIREMENTS 

 

A. Contractor agrees to provide client addresses or zip codes on clients served upon 
request. 

 

B. Exhibit B specifies the performance measure data, narrative reports and deliverables. 
 

C. Performance measure data, narrative reports, and invoices will be received by October 
10, 2021, January 10, 2022, April 10, 2022, and July 5, 2022 as well as October 10, 
2022, January 10, 2023, April 10, 2023, and July 5, 2023. Contractor will provide prior 
notification in the event that data reporting and invoice submission are anticipated to 
be delayed. 

 
D. The data and narrative reports describing program outcomes and status of performance 

toward goals, may be used for press releases, Measure K dashboard and other public 
documents. 
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EXHIBIT B 
OMBUDSMAN SERVICES OF SAN MATEO COUNTY, INC. 

FY 2021-2023 PAYMENTS AND RATES 

 
In consideration of the services provided by Contractor described in Exhibit A and subject to the terms of 
the Agreement, County shall pay Contractor based on the following fee schedule and terms: 

 
Period Deliverables Amount Invoice 

Due 
Q1  2021 Progress report with performance measure data, narrative 

report, and invoice received by 10/10/21 and 10/10/22: 
• Number of volunteer field Ombudsmen. Target 48 each 

year. [APS22] 

• Number of field visits made to facilities between 7/01/21 
through 9/30/21 and 7/01/22 through 9/30/22. Target of 
1312 each year. [APS23] 

• A minimum of 1,500 clients served (excluding clients with 

developmental disabilities) between 7/01/21 through 

9/30/21 and a minimum of 1,500 clients served ( 

excluding clients with developmental disabilities) 

between 7/01/22 through 9/30/22. [APS24] 

$30,495(F
Y21-22) 
 
$30,495(F
Y22-23) 

10/10/21 
 
 
10/10/22 

07/01/21-9/30/21 

 

      Q1 2022 

07/1/22-9/30/22 

  

Q2  2021 Progress report on performance measures data, narrative 

report, and invoice received by 1/10/22 and 1/10/23: 

• Number of volunteer field Ombudsmen. Target 48 each 
year. [APS22] 

• Number of field visits made to facilities between 10/01/21 
through 12/31/21 and 10/01/22 through 12/31/22. Target 
of 1312 each year. [APS23] 

• A minimum of 1,500 clients served (excluding clients with 

developmental disabilities) between 10/01/21 through  

12/31/21 and a minimum of 1,500 clients served 

(excluding clients with developmental disabilities) 

between 10/01/22 through 12/31/22. [APS24] 

• Percent of complaints investigated and resolved between 

July-December 2021 and July-December 2022. Target 

96% each year. [APS25] 

$30,495(FY
21-22) 

 
 

1/10/22 

10/01/21-12/31/21 

 

      Q2 2022 

10/1/22-12/31/22 

   
$30,495(FY
22-23 

 
 1/10/23 
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 Progress report on performance measure data, a narrative 
report, and invoice received by 4/10/22 and 4/10/23: 
• Number of volunteer field Ombudsmen. Target 48 each 

year. [APS22] 

• Number of field visits made to facilities between 

1/01/2022 through 3/31/22 and 1/01/23 through 

3/31/23. Target of 1312 each year. [APS23] 

• A minimum of 1,500 clients served (excluding clients with 
developmental disabilities) between 1/01/22 through 
3/31/22 and a minimum of 1,500 clients served ( 
excluding clients with developmental disabilities) 
between 1/01/23 through 3/31/23. [APS 24] 

$30,495(FY
21-22) 

 
 

4/10/22 

Q3 - 2022    
$30,495(FY
22-23 

    
    4/10/23 

1/01/22-3/31/22 

 

     Q3-2023 

1/01/23-3/31/23 

 

 

  

 Progress report on performance measure data, narrative 

report, and invoice received by 7/05/22 and 7/05/23: 

• Number of volunteer field Ombudsmen. Target 48 each 
year. [APS22] 

• Number of field visits made to facilities between 4/01/22 
through 6/30/22 and 4/01/23 through 6/30/23. Target of 
1312 each year. [APS23] 

• A minimum of 1,500 clients served (excluding clients with 

developmental disabilities) between 4/01/22 through 

6/30/22 and a minimum of 1,500 clients served 

(excluding clients with developmental disabilities) 

between 4/01/23 through 6/30/23. [APS24] 

• Percent of complaints investigated and resolved between 

January-June 2022 and January-June 2023. Target 96% 

each year. [APS25] 

  
 Q4 – 2022 $30,495(FY

21-22) 
 
 

 7/05/22 

4/01/22-6/30/22 

 

   Q4-2023 

4/01/23-6/30/23 

 

 

   
$30,501(FY
22-23 

 
 7/05/23 

 

* The overall capacity of service is dependent upon the number of facilities in operation each FY. 
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Contract Advance: After the agreement is fully executed, the Contractor may request from the County 
one (1) advance payment request not to exceed 20% of the contract value. The Contractor must submit a 
request to the County and document the rationale for requesting a contract advance. Approval of any 
contract advance is subject to the discretion of the County. Contract advances will be recuperated and 
deducted from remaining invoices evenly. If this agreement is terminated with a remaining contract advance 
balance, the Contractor must return the remaining balance within 30 days. 
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Attachment H 
Health Insurance Portability and Accountability Act (HIPAA) 

Business Associate Requirements 
 
 

DEFINITIONS 
 

Terms used, but not otherwise defined, in this Schedule shall have the same meaning as those 
terms are defined in 45 Code of Federal Regulations (CFR) sections 160.103, 164.304, and 
164.501. All regulatory references in this Schedule are to Title 45 of the Code of Federal 
Regulations unless otherwise specified. 

 
a. Business Associate. “Business Associate" shall generally have the same meaning as the 

term "business associate" at 45 CFR 160.103, and in reference to the parties to this 
agreement shall mean Contractor. 

b. Covered Entity. "Covered entity" shall generally have the same meaning as the term 
“covered entity” at 45 CFR 160.103, and in reference to the party to this agreement 
shall mean County. 

c. HIPAA Rules. "HIPAA rules" shall mean the Privacy, Security, Breach Notification and 
Enforcement Rules at 45 CFR part 160 and part 164, as amended and supplemented by 
Subtitle D of the Health Information Technology for Economic and Clinical Health Act 
provisions of the American Recovery and Reinvestment Act of 2009. 

d. Designated Record Set. "Designated Record Set" shall have the same meaning as the 
term "designated record set" in Section 164.501. 

e. Electronic Protected Health Information. "Electronic Protected Health Information" 
(EPHI) means individually identifiable health information that is transmitted or 
maintained in electronic media; it is limited to the information created, received, 
maintained or transmitted by Business Associate from or on behalf of Covered Entity. 

f. Individual.  "Individual" shall have the same meaning as the term "individual" in Section 
164.501 and shall include a person who qualifies as a personal representative in 
accordance with Section 164.502(g). 

g. Privacy Rule. "Privacy Rule" shall mean the Standards for Privacy of Individually 
Identifiable Health Information at 45 CFR Part 160 and Part 164, Subparts A and E. 

h. Protected Health Information. "Protected Health Information" (PHI) shall have the 
same meaning as the term "protected health information" in Section 160.103 and is 
limited to the information created or received by Business Associate from or on behalf 
of County. 

i. Required By Law. "Required by law" shall have the same meaning as the term "required 
by law" in Section 164.103. 

j. Secretary. "Secretary" shall mean the Secretary of the United States Department of 
Health and Human Services or his or her designee. 

k. Breach. The acquisition, access, use, or disclosure of PHI in violation of the Privacy Rule 
that compromises the security or privacy of the PHI and subject to the exclusions set 
forth in Section 164.402. Unless an exception applies, an impermissible use or disclosure 
of PHI is presumed to be a breach, unless it can be demonstrated there is a low 
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probability that the PHI has been compromised based upon, at minimum, a four-part 
risk assessment: 
1. Nature and extent of PHI included, identifiers and likelihood of re-identification; 
2. Identity of the unauthorized person or to whom impermissible disclosure was made; 
3. Whether PHI was actually viewed or only the opportunity to do so existed; 
4. The extent to which the risk has been mitigated. 

l. Security Rule. "Security Rule" shall mean the Security Standards for the Protection of 
Electronic Protected Health Information at 45 CFR Part 160 and Part 164, Subparts A and 
C. 

m. Unsecured PHI. “Unsecured PHI” is protected health information that is not rendered 
unusable, unreadable, or indecipherable to unauthorized individuals through the use of 
a technology or methodology specified by the Secretary in relevant HHS guidance. 

n. Security Incident. "Security Incident" shall mean the attempted or successful 
unauthorized access, use, disclosure, modification, or destruction of information or 
interference with systems operations in an information system. “Security Incident” 
includes all incidents that constitute breaches of unsecured protected health 
information. 

 
OBLIGATIONS AND ACTIVITIES OF CONTRACTOR AS BUSINESS ASSOCIATE 

 

a. Business Associate agrees to not use or further disclose Protected Health Information 
other than as permitted or required by the Agreement or as required by law. 

b. Business Associate agrees to use appropriate safeguards to comply with Subpart C of 
45 CFR part 164 with respect to EPHI and PHI, and to prevent the use or disclosure of 
the Protected Health Information other than as provided for by this Agreement. 

c. Business Associate agrees to make uses and disclosures requests for Protected Health 
Information consistent with minimum necessary policy and procedures. 

d. Business Associate may not use or disclose protected health information in a manner 
that would violate subpart E of 45 CFR part 164.504 if used or disclosed by Covered 
Entity. 

e. Business Associate agrees to mitigate, to the extent practicable, any harmful effect 
that is known to Business Associate of a use or disclosure of Protected Health 
Information by Business Associate in violation of the requirements of this Agreement. 

f. Business Associate agrees to report to County any use or disclosure of Protected 
Health Information not authorized by this Agreement. 

g. Business Associate agrees to ensure that any agent, including a subcontractor, to 
whom it provides Protected Health Information received from, or created or received 
by Business Associate on behalf of County, agrees to adhere to the same restrictions 
and conditions that apply through this Agreement to Business Associate with respect 
to such information. 

h. If Business Associate has Protected Health Information in a Designated Record Set, 
Business Associate agrees to provide access, at the request of County, and in the time 
and manner designated by County, to Protected Health Information in a Designated 
Record Set, to County or, as directed by County, to an Individual in order to meet the 
requirements under Section 164.524. 
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i. If Business Associate has Protected Health Information in a Designated Record Set, 

Business Associate agrees to make any amendment(s) to Protected Health 
Information in a Designated Record Set that the County directs or agrees to make 
pursuant to Section 164.526 at the request of County or an Individual, and in the time 
and manner designed by County. 

j. Business Associate agrees to make internal practices, books, and records relating to 
the use and disclosure of Protected Health Information received from, or created or 
received by Business Associate on behalf of County, available to the County at the 
request of County or the Secretary, in a time and manner designated by the County 
or the Secretary, for purposes of the Secretary determining County's compliance with 
the Privacy Rule. 

k. Business Associate agrees to document such disclosures of Protected Health 
Information and information related to such disclosures as would be required for 
County to respond to a request by an Individual for an accounting of disclosures of 
Protected Health Information in accordance with Section 164.528. 

l. Business Associate agrees to provide to County or an Individual in the time and 
manner designated by County, information collected in accordance with Section (k) 
of this Schedule, in order to permit County to respond to a request by an Individual 
for an accounting of disclosures of Protected Health Information in accordance with 
Section 164.528. 

m. Business Associate shall implement administrative, physical, and technical safeguards 
that reasonably and appropriately protect the confidentiality, integrity, and 
availability of EPHI that Business Associate creates, receives, maintains, or transmits 
on behalf of County. 

n. Business Associate shall conform to generally accepted system security principles and 
the requirements of the final HIPAA rule pertaining to the security of health 
information. 

o. Business Associate shall ensure that any agent to whom it provides EPHI, including a 
subcontractor, agrees to implement reasonable and appropriate safeguards to 
protect such EPHI. 

p. Business Associate shall report to County any Security Incident within three (3) 
business days of becoming aware of such incident. Business Associate shall also 
facilitate breach notification(s) to the appropriate governing body (i.e. HHS, OCR, 
etc.) as required by law. As appropriate and after consulting with County, Business 
Associate shall also notify affected individuals and the media of a qualifying breach. 

q. Business Associate understands that it is directly liable under the HIPAA rules and 
subject to civil and, in some cases, criminal penalties for making uses and disclosures 
of Protected Health Information that are not authorized by this Attachment, the 
underlying contract as or required by law. 

 
PERMITTED USES AND DISCLOSURES BY CONTRACTOR AS BUSINESS ASSOCIATE 

 

Except as otherwise limited in this Schedule, Business Associate may use or disclose Protected 
Health Information to perform functions, activities, or services for, or on behalf of, County as 
specified in the Agreement; provided that such use or disclosure would not violate the Privacy 
Rule if done by County. 
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OBLIGATIONS OF COUNTY 

 

a. County shall provide Business Associate with the notice of privacy practices that County 
produces in accordance with Section 164.520, as well as any changes to such notice. 

b. County shall provide Business Associate with any changes in, or revocation of, 
permission by Individual to use or disclose Protected Health Information, if such 
changes affect Business Associate's permitted or required uses and disclosures. 

c. County shall notify Business Associate of any restriction to the use or disclosure of 
Protected Health Information that County has agreed to in accordance with Section 
164.522. 

 
PERMISSIBLE REQUESTS BY COUNTY 

 

County shall not request Business Associate to use or disclose Protected Health Information in 
any manner that would not be permissible under the Privacy Rule if so requested by County, 
unless the Business Associate will use or disclose Protected Health Information for, and if the 
Agreement provides for, data aggregation or management and administrative activities of 
Business Associate. 

 
DUTIES UPON TERMINATION OF AGREEMENT 

 

a. Upon termination of the Agreement, for any reason, Business Associate shall return or 
destroy all Protected Health Information received from County, or created, maintained, 
or received by Business Associate on behalf of County, that Business Associate still 
maintains in any form. This provision shall apply to Protected Health Information that is 
in the possession of subcontractors or agents of Business Associate. Business Associate 
shall retain no copies of the Protected Health Information. 

b. In the event that Business Associate determines that returning or destroying Protected 
Health Information is infeasible, Business Associate shall provide to County notification 
of the conditions that make return or destruction infeasible. Upon mutual agreement of 
the Parties that return or destruction of Protected Health Information is infeasible, 
Business Associate shall extend the protections of the Agreement to such Protected 
Health Information and limit further uses and disclosures of such Protected Health 
Information to those purposes that make the return or destruction infeasible, for so 
long as Business Associate maintains such Protection Health Information. 

 
MISCELLANEOUS 

 

a. Regulatory References. A reference in this Schedule to a section in the HIPAA Privacy 
Rule means the section as in effect or as amended, and for which compliance is 
required. 

b. Amendment. The Parties agree to take such action as is necessary to amend this 
Schedule from time to time as is necessary for County to comply with the requirements 
of the Privacy Rule and the Health Insurance Portability and Accountability Act, Public 
Law 104-191. 

DocuSign Envelope ID: 7F023C19-B426-420D-BE86-B1E64FDE560C



 

Page 5 Issued by County of San Mateo Contract Compliance Committee ~ December 9, 2015 

 

 

 
c. Survival. The respective rights and obligations of Business Associate under this 

Schedule shall survive the termination of the Agreement. 
d. Interpretation. Any ambiguity in this Schedule shall be resolved in favor of a meaning 

that permits County to comply with the Privacy Rule. 
e. Reservation of Right to Monitor Activities. County reserves the right to monitor the 

security policies and procedures of Business Associate. 
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