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EXHIBIT 1
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Fighting for Better Working Conditions at 
MAXIMUS’ Federally-Contracted Call Centers  
 
MAXIMUS, Inc. is a publicly traded company specializing in business process outsourcing for federal and 
state government agencies, primarily in the fields of health and social services. The company reported $2.9 
billion in revenue in FY2019.1 The federal government is its single largest client, but contracts with state 
governments account for about 40% of the company’s revenue.2  
 
Federal CMS Call Centers: MAXIMUS employs about 10,000 customer service professionals at 11 call centers 
that it operates under a 10-year $5.5 billion contract with the Centers for Medicare and Medicaid Services (CMS).3 
These agents handle Medicare and ACA Federal Marketplace calls and earn as little as $10.77 an hour. Due to 
poverty wages, many employees struggle to provide the basic necessities for their families and rely on public 
assistance.  
 
Employees at these call centers, which are almost all located in the South, are predominately female and people of 
color. The workforce at its Hattiesburg, MS call center, for example, is about 80.8% female and 90.7% people of 
color; and its Bogalusa, LA workforce is about 82.7% female and 74.9% people of color.4 MAXIMUS began 
operating these CMS call centers in November 2018 when it purchased General Dynamics Information 
Technology’s (GDIT) call center line of business. Employees at these call centers are organizing with the 
Communications Workers of America (CWA) for better working conditions and a voice on the job.  
 
Wage Theft at CMS Call Centers: CWA has argued that GDIT, and now MAXIMUS, has systemically 
misclassified and underpaid CMS call center agents under the Service Contract Act (SCA), a federal law similar to 
the Davis-Bacon Act that sets minimum prevailing wages for federally-contracted service work. The U.S. 
Department of Labor (DOL) is currently investigating wage theft complaints filed by CWA at eight of these 
call centers. CWA estimates that workers could be owed over $100 million5 in back wages if DOL finds 
systemic misclassification at the call centers.6  
 
Separately, in litigation ending in 2017, MAXIMUS paid $3.2 million to resolve overtime claims at CMS call 
centers it operated as a subcontractor to GDIT—in 2016, the judge held that MAXIMUS had violated the Fair 
Labor Standards Act.7 
 
Labor Violations at CMS Call Centers: After workers started joining together with CWA for better pay and 
working conditions, both MAXIMUS and the previous employer, GDIT, responded by trying to stop them. 
Region 15 of the National Labor Relations Board (NLRB) issued a complaint in December 2019 alleging that 
MAXIMUS intimidated and coerced union activists who engaged in lawful organizing activities.8  
 
Regional NLRB offices previously found merit to CWA’s allegations that GDIT violated its employees’ rights 
by threatening, misinforming, and discriminating against union activists,9 and issued three complaints in 
2018.10 GDIT signed a global settlement agreement with CWA over the remaining charges in April 2019.11 
While MAXIMUS is not a party to this settlement agreement, it does appear to be a successor employer, and 
has kept in place GDIT managers who were involved in prior ULP charges. 
 

 
1 U.S. SEC, Form 10-K: MAXIMUS, Inc., Nov. 27, 2019. 
2 Ibid. 
3 These call centers are located in: Phoenix, AZ; Lynn Haven and Riverview, FL; Lawrence, KS; London and Winchester, KY; 
Bogalusa, LA; Hattiesburg, MS; Brownsville, TX; Sandy, UT; and Chester, VA. 
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4 Office of Federal Contract Compliance Programs evaluations, US Department of Labor Data Enforcement, 
https://enforcedata.dol.gov/views/search.php 
5 CWA’s calculations are based on the estimated staffing levels at each call center from the beginning of the contract in 2013 
through January 2018 and the difference in hourly pay rates between Service Contract Act job classifications for each site and 
each year. Estimated staffing levels and total hours worked per month at each site were weighted to account for fluctuations in 
staffing based on the time of year. 
6 Michael Sainato, “U.S. Union Seeks $100M in Largest Wage Theft Case Involving Federal Contractor,” The Guardian, April 
4, 2019. https://www.theguardian.com/us-news/2019/apr/04/us-union-seeks-100m-back-wages-federal-contractor; Madison 
Alder, “Medicare Call Center Woes Persist With Maximus Taking Charge,” Bloomberg Law, March, 11, 2019, 
https://news.bloomberglaw.com/health-law-and-business/medicare-call-center-woes-persist-with-maximus-taking-charge-1; 
Danielle Paquette, “Huge Federal Contractor ‘Failed’ to Pay Workers $100 Million in Wages, Union Says,” Washington Post, 
April 23, 2018, https://www.washingtonpost.com/news/wonk/wp/2018/04/23/huge-federal-contractor-failed-to-pay-workers-
100-million-in-wages-union-says  
7 Norton et al v. Maximus, Inc., Docket#: 1:14-cv-00030, Idaho 2014.  
8 NLRB Charge Numbers 15-CA-240635. 
9 See NLRB Charge Nos: 05-CA-205869; 15-CA-211652, 09-CA-221358; 15-CA-221538; 15-CA-222384; 15-CA-229817; 
and 15-CA-231011.  
10 Chris Opfer, “General Dynamics Accused of Threatening Workers,” Bloomerberg Law, Sept. 4, 2018. Josh Eidelson, “Labor 
Board Says General Dynamics Unit Improperly Thwarted Union,” Bloomberg, Feb. 8, 2018. 
11 Madison Alder and Chris Opfer, “General Dynamics Settles Dispute With Medicare Call Center Staff,” Bloomberg Law, 
April 4, 2019.  
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