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REQUEST FOR PROPOSALS FOR 
CAPTIONED TELEPHONE VOICE-CARRY-OVER RELAY SERVICE (CTVRS)
PART I

GENERAL INFORMATION FOR THE CONTRACTOR

I-1.
PURPOSE AND BACKGROUND INFORMATION.  This Request for Proposals (RFP) is intended to provide interested persons with sufficient information to enable them, as prospective contractors, to prepare and submit proposals for consideration by the Pennsylvania Public Utility Commission (Commission or PUC) for captioned telephone voice-carry-over relay service (CTVRS).  CTVRS users receive both the voice and written captions of the conversation.  CTVRS combines the spoken word with the printed word visible on the telephone set during a telephone conversation.  It also includes voice mail, E-911, and other customary telephone services.  CTVRS users are individuals with the ability to speak and be understood over a telephone and typically fall into one or more of the following categories:

· Individuals with significant hearing loss.
· Late-deafened individuals accustomed to using the telephone.
· Hearing aid and cochlear implant users of all ages.
· Individuals who are deaf and have speech skills.

The Commission conducted a stand-alone trial (CapTel Trial) using the proprietary captioning technology of Ultratec Inc. (Ultratec), the private call center of CapTel Inc. (CTI), and the proprietary customer premises equipment from Weibrecht Inc. (WCI).  This trial has evolved into Interim Service.  The CapTel Trial and Interim Service providers have indicated that their business plans do not contemplate entering into a long-term arrangement to provide CTVRS in Pennsylvania or to any state either under a certificate of public convenience or pursuant to a contract.  The CapTel Trial and the Interim Service used voice recognition captioning, which has proved faster than the typed text of regular telephone relay service (TRS) service.  
Proposals in response to this RFP may propose using the Ultratec/CTI/WCI proprietary system or some other system functionally equivalent to regular telephone service.  While the Commission will not be a party to any arrangements the contractor has made or may make with Ultratec/CTI/WCI or with any other entity for the provision of CTVRS, such arrangements must be disclosed in the proposal (or prior to the time such an arrangement is entered into if undertaken after the proposal is submitted or after a contract is awarded).  Details of such arrangements may be designated “proprietary” if they meet the regulatory standards for proprietary treatment.  See 52 Pa. Code § 5.423(a).  


The Commission is seeking CTVRS that is functionally equivalent to regular telephone service.  The nature of the captioning is up to the prospective contractor so long as the requisite speed, accuracy, and reliability of the captioning is met or exceeded.

I-2.
ISSUING OFFICE.  This RFP is issued by the Pennsylvania Public Utility Commission, Bureau of Fixed Utility Services. The Commission ensures safe, reliable, and reasonably priced electric, natural gas, water, telephone, and transportation service for Pennsylvania consumers by regulating public utilities and by serving as a responsible steward of competition.  

The Issuing Office is the sole point of contact in the Commonwealth of Pennsylvania (Commonwealth) for this RFP (except for Disadvantaged Business or Enterprise Zone matters, in which case, see Section I-12 and I-13 for contact information).

First Class Mail and Overnight Mailing Address for Issuing Office:


Pennsylvania Public Utility Commission 


Bureau of Fixed Utility Services 


Robert A. Rosenthal, Director 


P.O. Box 3265 


Harrisburg, PA 17105-3265 


Phone:  717-783-5242 


FAX:  717-787-4750
Inquiries may be directed to Director Rosenthal, or his designee, at 717-783‑5242 or rrosenthal@state.pa.us.  
I-3.
SCOPE.  This RFP contains instructions governing the proposals to be submitted and the material to be included therein, a description of the service to be provided, requirements that must be met to be eligible for consideration, general evaluation criteria, and other requirements to be met by each proposal.
I-4.
PROBLEM STATEMENT.  The Commission is seeking to ensure that the hard-of-hearing, speech-enabled population of Pennsylvania have access to functionally equivalent telephone service by providing individuals and businesses in Pennsylvania access to CTVRS or other technology that accomplishes the same goal as CTVRS.  See Part IV, Work Statement, for a detailed description of the work to be done and the standards according to which the work must be done.
I-5.
TYPE OF CONTRACT.  The successful contractor will negotiate with the Commission a detailed contract consistent with the standard Commonwealth contract terms and conditions for services.

Payments to the contractor on a contract entered into as a result of this RFP will be made based upon the rate schedule adopted for a fixed fee contract with reimbursement monthly for actual minutes of use.  To the extent that any changes as a result of contract negotiations affect the cost of performing the contract, adjustments to the compensation described in the proposal will be negotiated with the selected contractor.

I-6.
REJECTION OF PROPOSALS.  The Commission reserves the right to reject any and all proposals or portions thereof received as a result of this RFP.
I-7.
INCURRING COSTS.  The Commission is not liable for any cost incurred by prospective contractors prior to issuance of a contract.  The contactor shall not begin compensable work until so notified by the Commission’s Project Officer.

I-8.
PRE-AWARD NEGOTIATIONS WITH RESPONSIBLE PROSPECTIVE CONTRACTOR.  Pre-award negotiations may be undertaken with a prospective contractor whose proposal as to financial fitness, technical competence, managerial expertise, regulatory compliance, and cost show it to be qualified, responsible, and capable of performing the work currently and in the future.  Such a responsive proposal is one that also conforms in all material respects to the requirements and criteria in the RFP.
I-9.
AMENDMENT TO THE RFP.  If it becomes necessary to revise any part of this RFP, an amendment will be posted on the Commission website and issued to all prospective contractors that received the basic RFP if prior to the response date.  

I-10.
RESPONSE DATE.  To be considered, a proposal or any addendum thereto must arrive at the Issuing Office on or before the date and time specified in the cover letter.  Prospective contractors mailing proposals should allow normal mail delivery time to ensure timely receipt of their proposals.  Proposals and addenda received after the time and date specified in the cover letter will not be considered regardless of the reason for the late submission.
I-11.
PROPOSALS.  To be considered, prospective contractors must submit a complete response to this RFP, using the format provided in Part II.  Each proposal must be submitted by mailing eight (8) hard copies and one (1) electronic copy (Word, Word-compatible, or PDF) on disk to Director Rosenthal at the Issuing Office address.  Prospective contractors shall make no other distribution of proposals.  Each proposal must be signed by an official authorized to bind the prospective contractor to its provisions.  For this RFP, a proposal must remain valid for at least 120 days or for the duration of negotiations, whichever is longer.  Moreover, except as otherwise noted herein, the contractor commitments and representations in the proposal of the selected contractor and obligations specified in the RFP will become contractual obligations and binding on the selected contractor if a contract is entered into unless expressly excluded in the contract.  Burdens or obligations any proposal seeks to place on the Commission shall not be binding on the Commission unless expressly accepted by the Commission in the contract.  Confidentiality of communications obligations survive the termination of this contract.
I-12.
DISADVANTAGED BUSINESS INFORMATION.
  The Issuing Office encourages participation by small disadvantaged businesses as prime contractors, joint ventures and subcontractors/suppliers and by socially disadvantaged businesses as prime contractors.
Small Disadvantaged Businesses are small businesses that are owned or controlled by a majority of persons, not limited to members of minority groups, who have been deprived of the opportunity to develop and maintain a competitive position in the economy because of social disadvantages.  The term includes:

a. Department of General Services Bureau of Minority and Women Business Opportunities (BMWBO)-certified minority business enterprises (MBEs) and women business enterprises (WBEs) that qualify as small businesses; and

b. United States Small Business Administration-certified small disadvantaged businesses or 8(a) small disadvantaged business concerns.

Small businesses are businesses in the United States that are independently owned, are not dominant in their field of operation, employ no more than 100 persons and earn less than $20 million in gross annual revenues ($25 million in gross annual revenues for those businesses in the information technology sales or service business).

Socially disadvantaged businesses are businesses in the United States that BMWBO determines are owned or controlled by a majority of persons, not limited to members of minority groups, who are subject to racial or ethnic prejudice or cultural bias, but which do not qualify as small businesses.  In order for a business to qualify as “socially disadvantaged,” the Offeror must include in its proposal clear and convincing evidence to establish that the business has personally suffered racial or ethnic prejudice or cultural bias stemming from the business person’s color, ethnic origin, or gender.

Questions regarding this Program can be directed to:

Department of General Services

Bureau of Minority and Women Business Opportunities

Room 611, North Office Building

Harrisburg, PA 17125

Phone:  (717) 787-6708

Fax:  (717) 772-0021

Email:  gs-bmwbo@state.pa.us
Program information and a database of BMWBO-certified minority- and women-owned businesses can be accessed at www.dgs.state.pa.us, DGS Keyword: BMWBO.  The federal vendor database can be accessed at http://www.ccr.gov by clicking on Dynamic Small Business Search (certified companies are so indicated).

I-13.
SMALL BUSINESSES IN ENTERPRISE ZONES INFORMATION.  The Issuing Office encourages participation by small businesses, whose primary or headquarters facility is physically located in areas the Commonwealth has identified as Designated Enterprise Zones, as prime contractors, joint ventures and subcontractors/suppliers.

The definition of headquarters includes, but is not limited to, an office or location that is the administrative center of a business or enterprise where most of the important functions of the business are conducted or concentrated and location where employees are conducting the business of the company on a regular and routine basis so as to contribute to the economic development of the geographical area in which the office or business is geographically located.
Small businesses are businesses in the United States that are independently owned, are not dominant in their field of operation, employ no more than 100 persons and earn less than $20 million in gross annual revenues ($25 million in gross annual revenues for those businesses in the information technology sales or service business).

There is no database or directory of small businesses located in Designated Enterprise Zones.  Information on the location of Designated Enterprise Zones can be obtained by contacting:

Aldona M. Kartorie

Center for Community Building

PA Department of Community and Economic Development

4th Floor, Commonwealth Keystone Building

400 North Street

Harrisburg, PA 17120-0225

Phone:  (717) 720-7409

Fax:  (717) 787-4088

Email:  akartorie@state.pa.us
I-14.
MANNER OF PROVIDING SERVICE.  The contracted service may be provided in any of several manners, including, but not limited to:

· Entirely by the entity awarded the contract,
· By a joint venture,
· By an administrator dealing with a service provider, or 
· By an entity in the role of prime contractor with any combination of subcontractors.

To the extent that an entity or entities other than the prospective contractor will be intrinsically involved with the provision of the subject contract service or any part of the subject contract service, such other entity or entities must be fully identified in the proposals.  A prospective contractor that contemplates the use of any other entity or entities must provide in its proposal all financial, managerial, and technical information relating to the other entity’s/entities’ fitness to provide the service, as is required of the prospective contractor.


If at any time after a contract is awarded, the selected contractor contemplates entering into any arrangement relative to the subject contract service by which another entity or entities would be intrinsically involved in the provision of the subject contract service or any part or aspect of the subject contract service, such other entity or entities must be fully identified and will be subject to a review of fitness prior to the Commission approving such an arrangement.

I-15.
CONTRACTOR RESPONSIBILITIES.  The contractor will be required to assume responsibility for all services offered in its proposal, including those of any subcontractors, affiliates, joint venturers, or other entities involved in the provision of service.  Further, the Commission will consider the contractor to be the sole point of contact with regard to contractual matters.
I-16.
ECONOMY OF PREPARATION.  The proposal should be a straight-forward, concise description of the prospective contractor’s ability to meet the requirements of the RFP.
I-17.
DISCUSSIONS FOR CLARIFICATION.  Prospective contractors may be required to make an oral or written clarification of their proposal to the Commission’s Evaluation Committee to ensure thorough mutual understanding and contractor responsiveness to the solicitation requirements.  The Issuing Office will initiate requests for clarification.

I-18.
BEST AND FINAL OFFERS.  To obtain best and final offers from prospective contractors, the Commission may do one or more of the following:  (a) enter into negotiations, (b) schedule oral presentations, and (c) request revised proposals.
I-19.
COPIES OF PREVIOUS WORK.  Prospective contractors should provide copies of any recent, relevant work product for review by the staff.  These work products should be submitted at the same time as the proposal and may be redacted, as necessary, to preserve confidentiality.

I-20.
NEWS RELEASES.  News releases pertaining to the RFP will not be made without prior Commission approval, and then only in coordination with the Issuing Office.

I-21.
DISCLOSURE OF PROPOSAL CONTENTS.  Proposals will be held in confidence and will not be revealed or discussed with competitors, unless disclosure is required to be made (i) under the provisions of any Commonwealth or United States statute or regulation, or (ii) by rule or order of any court of competent jurisdiction.  If a contract is executed, however, the successful proposal submitted in response to this RFP shall be subject to disclosure.  All material submitted with the proposal becomes the property of the Pennsylvania Public Utility Commission and may be returned only at the Commission’s discretion.  Proposals submitted to the Commission may be reviewed and evaluated, at the discretion of the Commission, by any person other than competing contractors.  The Commission has the right to use any or all ideas presented in any proposal.  Selection or rejection of the proposal does not affect this right.
I-22.
TERM OF CONTRACT.  The contract will commence on the Effective Date, which shall be fixed by the Issuing Office after all approvals required by the Commonwealth contracting procedures have been obtained and the contract has been fully executed by the contractor and by the Commission.  The contract will be for a term beginning on the Effective Date and ending on June 30, 2009.  The contract may be extended for one (1) subsequent 2-year period and one (1) subsequent 90-day period at the option of the Commission.  
I-23.
NON-EXCLUSIVE OPERATIONS.  The opportunity and obligation to provide CTVRS service under a contract awarded pursuant to this RFP is not guaranteed to be an exclusive franchise.  Because of the fixed time limits, rate controls, and remedies built into this process, the Commission will not actively seek to obtain multiple CTVRS providers at this time, but will not preclude alternate qualified providers or technologies from attempting to serve market demands now or in the future.

I-24.
COMMISSION PARTICIPATION.  A staff Project Officer will be designated by the Commission to coordinate the activities of the contractor with the Commission to ensure satisfactory performance of the contract when awarded.  The Commission’s Project Officer or his/her designee(s) will be the sole source of contact for the contractor in any discussions with the Commission.  
I-25.
COST DATA.  All Cost Data for the proposal shall be submitted in a separately sealed envelope and kept separate from the technical proposal.  Failure to meet the separately-sealed requirement will result in disqualification of the proposal.  Only one (1) copy of Cost Data is necessary.  
I-26.
DISADVANTAGED BUSINESSES DATA.  All Disadvantaged Business information required for the proposal (See also Section II-7) shall be submitted in a separately bound and sealed document and kept separate from the technical and cost sections of the proposal.  The dollar value designated for Disadvantaged Business commitments must be placed in a separate sealed envelope within the separately bound and sealed Disadvantaged Business document of the proposal.  Failure to meet these requirements will result in no points being awarded to the prospective contractor regarding the enhancement and utilization criteria.
I-27.
CONTRACTOR’S REPRESENTATIONS AND AUTHORIZATIONS.  Each prospective contractor, by submitting its proposal, understands, represents, and acknowledges the following:


a.
All information provided by, and representations made by, the prospective contractor in the proposal are material and important and will be relied upon by the Issuing Office in awarding the contract(s).  Any misstatement shall be treated as fraudulent concealment from the Issuing Office of the true facts relating to the submission of this proposal.  A misrepresentation shall be punishable under 18 Pa. C.S. § 4904.


b.
The price(s) and amount of this proposal have been arrived at independently and without consultation, communication or agreement with any other contractor or potential contractor.


c.
Neither the price(s) nor the amount of the proposal, and neither the approximate price(s) nor the approximate amount of this proposal, have been disclosed to any other firm or person who is a contractor or potential contractor, and they will not be disclosed on or before the proposal submission deadline specified in the cover letter to this RFP.


d.
No attempt has been made or will be made to induce any firm or person to refrain from submitting a proposal on this contract, or to submit a proposal higher than this proposal, or to submit any intentionally high or noncompetitive proposal or other form of complementary proposal.


e.
The proposal is made in good faith and not pursuant to any agreement or discussion with, or inducement from, any firm or person to submit a complementary or other noncompetitive proposal.  In this regard, the contractor must complete and execute the Noncollusion Affidavit, attached hereto as Appendix A, and submit it with the contractor’s proposal.  Failure to file a Noncollusion Affidavit with the contractor’s proposal will result in the proposal being disqualified.

f.
To the best knowledge of the person signing the proposal for the contractor, the contractor, its affiliates, subsidiaries, officers, directors, and employees are not currently under investigation by any governmental agency and have not in the last four (4) years been convicted, found liable, or pled guilty for any act prohibited by state or federal law in any jurisdiction, involving conspiracy or collusion with respect to bidding or proposing on any public contract, except as disclosed by the contractor in its proposal.


g.
To the best of the knowledge of the person signing the proposal for the contractor and except as otherwise disclosed by the contractor in its proposal, the contractor has no outstanding, delinquent obligations to the Commonwealth including, but not limited to, any state tax liability not being contested on appeal or other obligation of the contractor that is owed to the Commonwealth.


h.
The contractor is not currently under suspension or debarment by the Commonwealth, any other state, or the federal government, and if the contractor cannot certify, then it shall submit along with the proposal a written explanation of why such certification cannot be made.


i.
The contractor has not, under separate contract with the Issuing Office, made any recommendations to the Issuing Office concerning the need for the services described in the proposal or the specifications for the services described in the proposal.


j.
Each contractor, by submitting its proposal, authorizes all Commonwealth agencies to release to the Commission information related to liabilities to the Commonwealth including, but not limited to, taxes, unemployment compensation, and workers’ compensation liabilities.


k.
Until the selected contractor receives a fully executed and approved written contract from the Issuing Office there is no legal and valid contract, in law or in equity, and the contractor should not begin to perform.

I-28.
NOTIFICATION OF SELECTION.  The prospective contractor whose proposal is determined to be the most responsible and advantageous to the Commission, as determined by the Issuing Office, after taking into consideration all of the evaluation factors, shall be notified in writing of its selection for negotiation.

I-29.
RFP PROTEST PROCEDURE.

a.
Who May File a Protest.  Any actual or prospective contractor that is aggrieved in the solicitation or award of the contract may file a protest. 

b.
Time and Place for Filing.



i.
A protest by a party not submitting a proposal must be filed within seven (7) days after the protesting party knew or should have known of the alleged facts giving rise to the protest, but no later than the proposal submission deadline specified in the cover letter to the RFP.  Entities that submitted a proposal may file a protest within seven (7) days after the protesting entity knew or should have known of the alleged facts giving rise to the protest, but in no event may a protest be filed later than seven (7) days after the date of the notice of selection.  The date of filing is the date of receipt of the protest by the Commission.



ii.
A protest must be in writing and filed with:



Pennsylvania Public Utility Commission 



Karen Moury, Director of Operations



P.O. Box 3265 



Harrisburg, PA 17105-3265



Phone:  (717) 772-8883



FAX:  717-787-3417


c.
Contents of Protest.  A protest shall state all grounds upon which the protesting party asserts the RFP or selection was improper.  The protesting party may submit with the protest any documents or information it deems relevant.


d.
Notice of Protest.  The Issuing Office shall notify the successful contractor of the protest if selection has been made.  If the protest is received before selection and substantial issues are raised by the protest, all contractors who appear to have a substantial and reasonable prospect of selection shall be notified and may file their agreement/disagreement with the protest within five (5) days after receipt of notice of the protest.


e.
Stay of Procurement.  Upon receipt of a timely protest, the Issuing Office shall not proceed further with the solicitations or with the award of the contract and shall suspend performance under the contract, if awarded, unless: the Director of Operations (DO) makes a written determination that the protest is clearly without merit or that award of the contract without delay is necessary to protect the substantial interests of the Commonwealth.


f. 
Response and Reply.  Within 15 days of receipt of the protest, the Contracting Officer may submit to the DO and to the protesting party a response to the protest.  The protesting party may file a reply to the response within 10 days of the date of the response.


g. 
Procedures.  The DO shall review the protest and any response or reply.  The DO may decide the merits of the protest on the written, submitted documentation; request and review any additional documents or information necessary to render a determination; or, in the DO’s sole discretion, conduct a hearing.


h. 
Determination.  The DO shall promptly, but in no event later than 60 days from the filing of the protest, issue a written determination.  The determination shall:



i.
State the reason for the decision.


ii.
Inform the protesting contractor of its right to file an action in Commonwealth Court within 15 days of the mailing date of the decision.


The DO shall send a copy of the determination to the protesting party and any other person determined to be affected by the decision.  The DO may elect a designee to carry out the procedures in this part.  
I-30.
BREACH OF CONTRACT AND PENALTIES.  Unexcused failure to carry out the duties and responsibilities of the contract shall put the contractor in breach of the contract.  Penalties for breach of the contract shall accrue per-day, per-failure, to be recovered by an action of assumpsit.  Each day of a continuing failure shall be a separate and distinct breach.  The amount of penalty when finally determined may be deducted from any sums owing under the contract.  Additionally, the Commission shall have the right to terminate the contract if breached.

I-31.
SEPARATION OF OPERATIONS.  It is recognized that the contractor may provide other telecommunications services, either as a public utility or not, within the Commonwealth or elsewhere.  To the extent that there are resources jointly used in the CTVRS operations and other operations, the cost of such jointly used resources must be clearly delineated and allocated such that the Pennsylvania CTVRS operations do not subsidize the other operations.  
I-32.
QUESTIONS ABSENT A PRE-PROPOSAL CONFERENCE.  In the absence of a pre-proposal conference for this RFP, please forward any questions to the Issuing Officer according to the following information.  If a prospective contractor has any questions regarding this RFP, the prospective contractor must submit the questions by e‑mail with the subject line “RFP 2005-2 CTVRS Question” to the Issuing Officer named in Section I-2 of this RFP.  Any questions must be submitted via e-mail no later than noon August 18, 2006.  Prospective contractors shall not attempt to contact the Issuing Officer by any other means.  The Issuing Officer shall post the questions with answers on the Commission’s website by August 23, 2006.  All questions and answers as posted on the Commission’s website are considered as an addendum to, and part of, this RFP.
PART II

INFORMATION REQUIRED FROM PROSPECTIVE CONTRACTORS


Proposals must be submitted in the format, including heading descriptions, outlined below.  Prepare consecutively numbered pages with index tabs for each section outlined below.  To be considered, the proposal must respond to all requirements in this part of the RFP.  Any other information thought to be relevant, but not applicable to the enumerated categories, should be provided as an appendix to the proposal.  Each proposal shall consist of three (3) separately sealed submittals.  The submittals are as follows:  (i) Technical Submittal, in response to Sections II-1 through II-5 and II-9 hereof (eight hard copies and one electronic copy on disk); (ii) Cost Submittal, in response to Section II-6 hereof (one hard copy); and (iii) Disadvantaged Business/Enterprise Zone Submittal, in response to Section II-7 hereof (one hard copy).


The Commission reserves the right to request additional information that, in the Commission’s opinion, is necessary to verify that the prospective contractor’s competence, number of qualified employees, business organization, and financial resources are adequate to perform according to the contract.


The Commission may make such investigations as it deems necessary to determine the ability of the prospective contractor to perform the work, and the prospective contractor shall furnish to the Commission all such information and data for this purpose as requested by the Commission.  The Commission reserves the right to reject any proposal if the evidence submitted by, or investigation of, such prospective contractor fails to satisfy the Commission that such contractor is properly qualified to carry out the obligations of the agreement and to complete the work specified.

II-1.
STATEMENT OF THE PROBLEM.  State in succinct terms your understanding of the problem presented or services required by this RFP.

II-2.
MANAGEMENT SUMMARY.  Include a narrative description of the proposed effort and a descriptive list of the items to be delivered and services to be provided.

II-3.
WORK PLAN.  Describe in narrative form your technical plan for accomplishing the work.  Use the task descriptions in Part IV of this RFP as reference points.  The task descriptions should be in sufficient depth to afford the Commission a thorough understanding of your work plan.  Modifications of the task descriptions are permitted; however, reasons for changes should be fully explained.
II-4.
PRIOR EXPERIENCE AND REFERENCES.  Submit a statement of similar work.  Experience shown should be work done by individuals and any subcontractor(s) who will be assigned to this project.  Projects referred to should be identified with the name of the client, including the name, address, and phone number of a responsible person who may be contacted.  
II-5.
PERSONNEL.  Include the names and résumés of all personnel and subcontractor(s) who will be engaged in the work, identifying their education and specific experience/role(s), particularly CTVRS and utility-related experience.
II-6.
COST AND PRICE ANALYSIS.  The information requested in this section is required to support the reasonableness of your quotation.  The rate shall be submitted in such detail that all elements of debt, equity (capital costs), and operating expenses are provided in schedule form.  Each element of the rate that adds to produce one session minute of use (MOU) shall be detailed in schedule form, including any subcontractor costs.  The MOU rate and adherence to contract provisions will be subject to Commission audit in conformity with Commission rules, regulations, orders, and policies.  There should be a scaled-in volume discount pricing as MOUs increase.  This portion of the proposal must be bound and sealed separately from the remainder of the proposal.  Failure to meet this requirement will result in automatic disqualification of the proposal.  

II-7.
DISADVANTAGED BUSINESS SUBMITTAL.  
a.
Disadvantaged Business Information.
i) To receive credit for being a Small Disadvantaged Business or a Socially Disadvantaged Business or for entering into a joint venture agreement with a Small Disadvantaged Business or for subcontracting with a Small Disadvantaged Business (including purchasing supplies and/or services through a purchase agreement), an Offeror must include proof of Disadvantaged Business qualification in the Disadvantaged Business Submittal of the proposal, as indicated below:

1) A Small Disadvantaged Businesses certified by BMWBO as an MBE/WBE must provide a photocopy of their BMWBO certificate.

2) Small Disadvantaged Businesses certified by the U.S.  Small Business Administration pursuant to Section 8(a) of the Small Business Act (15 U.S.C. § 636(a)) as an 8(a) or small disadvantaged business must submit proof of U.S. Small Business Administration certification.  The owners of such businesses must also submit proof of United States citizenship.

3) All businesses claiming Small Disadvantaged Business status, whether as a result of BMWBO certification or U.S. Small Business Administration certification as an 8(a) or small disadvantaged business, must attest to the fact that the business has 100 or fewer employees.

4) All businesses claiming Small Disadvantaged Business status, whether as a result of BMWBO certification or U.S. Small Business Administration certification as an 8(a) or small disadvantaged business, must submit proof that their gross annual revenues are less than $20,000,000 ($25,000,000 for those businesses in the information technology sales or service business).  This can be accomplished by including a recent tax return or audited financial statement.

ii) All businesses claiming status as a Socially Disadvantaged Business must include in the Disadvantaged Business Submittal of the proposal clear and convincing evidence to establish that the business has personally suffered racial or ethnic prejudice or cultural bias stemming from the business person’s color, ethnic origin or gender.  The submitted evidence of prejudice or bias must:

1) Be rooted in treatment that the business person has experienced in American society, not in other countries.

2) Show prejudice or bias that is chronic and substantial, not fleeting or insignificant.

3) Indicate that the business person’s experience with the racial or ethnic prejudice or cultural bias has negatively impacted his or her entry into and/or advancement in the business world.

BMWBO shall determine whether the Offeror has established that a business is socially disadvantaged by clear and convincing evidence.

iii) In addition to the above verifications, the Offeror must include in the Disadvantaged Business Submittal of the proposal the following information:

1) The name and telephone number of the Offeror’s project (contact) person for the Small Disadvantaged Business.

2) The business name, address, name and telephone number of the primary contact person for each Small Disadvantaged Business included in the proposal.  The Offeror must specify each Small Disadvantaged Business to which it is making commitments.  The Offeror will not receive credit for stating that it will find a Small Disadvantaged Business after the contract is awarded or for listing several businesses and stating that one will be selected later.

3) The specific work, goods or services each Small Disadvantaged Business will perform or provide.

4) The estimated dollar value of the contract to each Small Disadvantaged Business.

5) Of the estimated dollar value of the contract to each Small Disadvantaged Business, the percent of the total value of services or products purchased or subcontracted that will be provided by the Small Disadvantaged Business directly.

6) The location where each Small Disadvantaged Business will perform these services.

7) The timeframe for each Small Disadvantaged Business to provide or deliver the goods or services.

8) The amount of capital, if any, each Small Disadvantaged Business will be expected to provide.

9) The form and amount of compensation each Small Disadvantaged Business will receive.

10) For a joint venture agreement, a copy of the agreement, signed by all parties.
11) For a subcontract, a signed subcontract or letter of intent.
iv) The Offeror is required to submit only one copy of its Disadvantaged Business Submittal.  The submittal shall be clearly identified as Disadvantaged Business information and sealed in its own envelope, separate from the remainder of the proposal.

v) The Offeror must include the dollar value of the commitment to each Small Disadvantaged Business in the same sealed envelope with its Disadvantaged Business Submittal.  The following will become a contractual obligation once the contract is fully executed:

1) The amount of the selected Offeror’s Disadvantaged Business commitment;

2) The name of each Small Disadvantaged Business; and

3) The services each Small Disadvantaged Business will provide, including the timeframe for performing the services.

vi) A Small Disadvantaged Business can be included as a subcontractor with as many prime contractors as it chooses in separate proposals.

vii) An Offeror that qualifies as a Small Disadvantaged Business and submits a proposal as a prime contractor is not prohibited from being included as a subcontractor in separate proposals submitted by other Offerors.

b. Enterprise Zone Small Business Participation.
i) To receive credit for being an enterprise zone small business or entering into a joint venture agreement with an enterprise zone small business or subcontracting with an enterprise zone small business, an Offeror must include the following information in the Disadvantaged Business Submittal of the proposal:

1) Proof of the location of the business’ headquarters (such as a lease or deed or Department of State corporate registration), including a description of those activities that occur at the site to support the other businesses in the enterprise zone.

2) Confirmation of the enterprise zone in which it is located (obtained from the local enterprise zone office).

3) Proof of United States citizenship of the owners of the business.

4) Certification that the business employs 100 or fewer employees.

5) Proof that the business’ gross annual revenues are less than $20,000,000 ($25,000,000 for those businesses in the information technology sales or service business).  This can be accomplished by including a recent tax return or audited financial statement.

6) Documentation of business organization, if applicable, such as articles of incorporation, partnership agreement or other documents of organization.

ii) In addition to the above verifications, the Offeror must include in the Disadvantaged Business Submittal of the proposal the following information:

1) The name and telephone number of the Offeror’s project (contact) person for the Enterprise Zone Small Business.

2) The business name, address, name and telephone number of the primary contact person for each Enterprise Zone Small Business included in the proposal.  The Offeror must specify each Enterprise Zone Small Business to which it is making commitments.  The Offeror will not receive credit for stating that it will find an Enterprise Zone Small Business after the contract is awarded or for listing several businesses and stating that one will be selected later.

3) The specific work, goods or services each Enterprise Zone Small Business will perform or provide.

4) The estimated dollar value of the contract to each Enterprise Zone Small Business.

5) Of the estimated dollar value of the contract to each Enterprise Zone Small Business, the percent of the total value of services or products purchased or subcontracted that each Enterprise Zone Small Business will provide.

6) The location where each Enterprise Zone Small Business will perform these services.

7) The timeframe for each Enterprise Zone Small Business to provide or deliver the goods or services.

8) The amount of capital, if any, each Enterprise Zone Small Business will be expected to provide.

9) The form and amount of compensation each Enterprise Zone Small Business will receive.

10) For a joint venture agreement, a copy of the agreement, signed by all parties.

11) For a subcontract, a signed subcontract or letter of intent.

iii) The dollar value of the commitment to each Enterprise Zone Small Business must be included in the same sealed envelope with the Disadvantaged Business Submittal of the proposal.  The following will become a contractual obligation once the contract is fully executed:
1) The amount of the selected Offeror’s Enterprise Zone Small Business commitment;

2) The name of each Enterprise Zone Small Business; and

3) The services each Enterprise Zone Small Business will provide, including the timeframe for performing the services.

II-8.
FINANCIAL REVIEW.  The contractor and all subcontractors must each provide proof of financial capability to undertake and successfully perform the project.  Therefore, to satisfy this requirement, the applicant shall submit a certified financial statement, including all applicable notes that reflect the assets, liabilities, net worth, revenues and expenses, profit or loss and cash flow for the most recent calendar year or the most recent fiscal year.  In addition, the contractor and all subcontractors must each provide a signed copy of the most recent federal and state tax returns and a bank reference.  If these documents are not available, please explain why not.  New entities should submit a set of prospective financial statements, compiled by a CPA, for the first year of operations.  Alternatively, new entities may submit a parent's financial information as a substitute for historical information on the newly formed subsidiary, coupled with a commitment from the parent to support the subsidiary’s endeavors pursuant to the RFP and resulting contract.  
II-9.
TIME ESTIMATES.  For each task in the Work Plan, estimate the number of staff hours required for completion.  Include a Project Schedule type display, time- related, showing each event.  In addition, provide a schedule indicating the estimated staff hours each individual (project management or lead personnel, professional support personnel, and administrative support personnel) will spend on the various functions or task areas.  Note that the schedule of estimated staff hours each individual will spend on the various task areas for implementation and for ongoing service must be included in the Technical Submittal WITHOUT ASSOCIATED COSTS as well as in the separately bound Cost Submittal with associated costs.  Again, the Technical Submittal must not include any cost data.
PART III
CRITERIA FOR SELECTION
III-1.
MANDATORY RESPONSIVENESS REQUIREMENTS.  To be eligible for selection, a proposal must be (a) timely received from a prospective contractor, (b) properly signed by the prospective contractor, and (c) formatted such that all Cost Data and Disadvantaged Business/Enterprise Zone information are kept separate from and not included in the Technical Submittal.

III-2.
EVALUATION.  
a.
All proposals received shall be subject to evaluation by a committee of qualified Commission personnel and Commission invitees for the purpose of selecting the proposal that most closely meets the requirements of the RFP.  

b.
Disadvantaged Business Participation and Enterprise Zone Small Business Participation factors will be evaluated by BMWBO and submitted to the Commission’s evaluation committee as a combined score.

c.
The committee’s selection shall be subject to the approval of the Commission.  The Commission reserves the right to exercise discretion in selecting the qualified contractor that best meets the RFP requirements and the needs of the Commission.  
III-3.
CRITERIA FOR SELECTION.  The following criteria will be used in evaluating the proposals and in making the selection.  They are listed in relative importance from the highest to the lowest weighted factors:


a.
Operational, Technical, and Functional Aspects.

i.
Work Plan.  Emphasis here is on the soundness of the prospective contractor’s approach to providing CTVRS.  Also considered in this category will be the prospective contractor’s compliance with specific RFP requirements.

ii.
Prior Work and References.  This includes the ability of the prospective contractor to meet the terms of the RFP, especially regarding the quality, relevancy, and recentness of projects completed by the contractor.  Knowledge and technical expertise in the telecommunications industry, particularly with regard to CTVRS, will be considered.  References will be contacted by members of the evaluation committee.

iii.
Professional Personnel.  This refers to the competence and appropriate assignment of the project management or lead personnel, professional support personnel, and administrative support personnel who are proposed for each task area.  Qualifications of personnel will be measured by education and experience, with particular emphasis on experience with projects similar to that described in the RFP.
b.
Cost.  While this area will be weighted heavily, it will not necessarily be the deciding factor in the selection process.

c.
DB/EZSB Participation.  (To be scored by DGS)
i.
Disadvantaged Business Participation:  Evaluation will be based upon the following in order of priority:

Priority Rank 1
Proposals submitted by Small Disadvantaged Businesses.
Priority Rank 2
Proposals submitted from a joint venture with a Small Disadvantaged Business as a joint venture partner.
Priority Rank 3
Proposals submitted with subcontracting commitments to Small Disadvantaged Businesses.
Priority Rank 4
Proposals submitted by Socially Disadvantaged Businesses.
Each proposal will be rated for its approach to enhancing the utilization of Small Disadvantaged Businesses and/or Socially Disadvantaged Businesses.  Each approach will be evaluated, with Priority Rank 1 receiving the highest score and the succeeding options receiving scores in accordance with the above-listed priority ranking.
To the extent that an Offeror qualifies as a Small Disadvantaged Business or a Socially Disadvantaged Business, the Small Disadvantaged Business or Socially Disadvantaged Business cannot enter into subcontract arrangements for more than 40% of the total estimated dollar amount of the contract.  If a Small Disadvantaged Business or a Socially Disadvantaged Business subcontracts more than 40% of the total estimated dollar amount of the contract to other contractors, the Disadvantaged Business Participation scoring shall be proportionally lower for that proposal.
ii.
Enterprise Zone Small Business Participation:  The following options will be considered as part of the final criteria for selection:

Priority Rank 1
Proposals submitted by an Enterprise Zone Small Business will receive the highest score.

Priority Rank 2
Proposals submitted by a joint venture with an Enterprise Zone Small Business as a joint venture partner will receive the next highest score for this criterion.

Priority Rank 3
Proposals submitted with a subcontracting commitment to an Enterprise Zone Small Business will receive the lowest score for this criterion.

Priority Rank 4
Proposals with no Enterprise Zone Small Business Utilization shall receive no points under this criterion.

To the extent that an Offeror is an Enterprise Zone Small Business, the Offeror cannot enter into contract or subcontract arrangements for more than 40% of the total estimated dollar amount of the contract in order to qualify as an Enterprise Zone Small Business for purposes of this RFP.
PART IV
WORK STATEMENT
OPERATIONAL, TECHNICAL, AND FUNCTIONAL STANDARDS
IV-1.
COMPLIANCE WITH STANDARDS.  All minimum standards, regulations, orders, and policies adopted by the FCC or this Commission are incorporated and required in this RFP whether or not they are specifically mentioned, named, or referred to in this RFP.  Any future standards, regulations, orders, and policies that the FCC or the Commission may implement while this contract is in force will apply and must be adhered to by the contractor.  In particular, all CTVRS providers (contractors and sub-contractors) will comply with or exceed the FCC guidelines and mandatory minimum standards at 47 C.F.R. § 64.604.  
IV-2.
CTVRS SPECIFICATIONS AND AVAILABILITY.  The proposal should provide details as to the methods of meeting the following minimum CTVRS standards:


a.
Provide CTVRS 24 hours a day, 7 days a week, and 365 days a year.  Explain how service will be maintained during scheduled and unscheduled maintenance periods, network and power outages, and outages otherwise attributed to Acts of God.  See Appendix D for the applicable service level agreement (SLA).  

b.
Develop and describe contingency plans for maintaining 24/7/365 operational status.  Each potential contractor must certify that it and its affiliates, suppliers, and subcontractors to be involved in the provision of CTVRS meet or exceed the requirements set forth in Appendix E – Certification Relative to Business Continuity.  This certification must be renewed annually by the contractor.  See Appendix E for the requisite initial and annual certification form.  The requirement of 24/7/365 operations applies at all times, and specifically during impairment of contractor’s service or of underlying supplier’s service regardless of whether the subcontractor is intrinsically involved in the CTVRS service (e.g., third-party call center, trunk lines, etc.) or is providing other goods or services (e.g., power, manpower, etc.), including but not limited to:  



i.
Adequate and immediate auxiliary power for call center operation during commercial power failure.  



ii.
Adequate and immediate back-up or redundancy for service-affecting outages and disruptions, regardless of whether such outages or disruptions are scheduled, routine, maintenance-driven, otherwise unforeseen or unplanned, or attributed to Acts of God.  



iii.
Uninterruptible power supply.


c.
Comply with P.01 customary TRS industry standards.  Traffic Reports indicating CCS (hundred call seconds) loads and grade of service on all CTVRS trunks are due to the Commission by the 15th day of each month for the previous month’s traffic.  See Appendix D for the applicable SLA.  

d.
Provide adequate and immediate auxiliary power for call center operation during commercial power failure.  Provide adequate and immediate back-up or redundancy for service-affecting outages and disruptions, regardless of whether such outages or disruptions are scheduled, routine, maintenance-driven, otherwise unforeseen or unplanned, or attributed to Acts of God.  Develop and describe contingency plans for outages of contractor's service or of underlying suppliers – whether intrinsically involved in the CTVRS service (e.g., third-party call center, trunk lines, etc.) or providing other goods or services (e.g., power, manpower, etc.)  Prospective contractors must explain how they will accomplish this, especially in the event of service disruptions. 


e.
Allow CTVRS users to place all network call types commonly supported by TRS.


f.
Make available to users the opportunity to speak with a CA’s supervisor in the event of an issue with service.  Supervisors should be available 24 hours a day, 7 days a week, and 365 days a year for such matters.  Minutes spent talking with supervisors are not compensable as CTVRS minutes even if CTVRS services are required to handle the communication.  See Appendix D for the applicable SLA.

g.
Provide a single toll-free access phone number for CTVRS users.  All calling party calls to the call center must be toll-free.  See Appendix C – Outsourcing Programs Using 800 Service for information on opting into the Commonwealth’s 800 Service contract.  While CTVRS is not an outsourced application, the contractor may be able to participate in the Commonwealth’s 800 Service contract.  Such participation is voluntary on the part of the contractor and the 800 Service provider.

h.
Allow access to the call center via “711” abbreviated dialing.


i.
Relay local, intrastate, interstate, and international calls that originate or terminate in Pennsylvania.  


j.
Impose no restrictions on a user for the length or number of calls placed through the CTVRS center.


k.
Appropriately reroute any TRS calls that are not CTVRS calls, including but not limited to VCO, HCO, STS, VRS, 2-line VCO, and TTY calls, or any other non-CTVRS call.


l.
Provide 911/E-911 access to all users.  Establish and maintain appropriate contacts and connectivity with the Pennsylvania Public Safety Answering Points (PSAPs).

m.
Provide CTVRS in English and Spanish for users who use either English or Spanish as the language of preference for the relay call.  Translation from one language to the other is not required.

n.
Provide 3-way calling, speed dialing, and interrupt.


o.
Maintain user profiles at the option of users, which may include such information as frequently called numbers, preferred carriers, and user’s email address for notification purposes.  Such information is to be afforded the same confidential treatment as the contents of calls made.  Transfer user profiles to new service provider at the end of the contract/extension period if so directed by Commission or requested by users.  Absent specific alternate instructions from Commission or users, destroy user profiles at the end of the contract/extension period.

p.
Provide appropriate billing information for toll/IXC (interexchange) calls to appropriate billing entities.  Route toll/IXC calls to and from users via the originating party’s preferred carrier of choice.  Prospective contractors must detail how calls will be routed and billed if the originating caller does not have a specified preferred carrier of choice. 

q.
Respond to complaints and service, network, or equipment inquires from users and/or the Commission in a timely and professional, responsive manner.  Provide and maintain contact information for handling and escalating complaints and service, network, or equipment inquires.  Any situation that has caused or will cause complaints from more than five (5) users or that has or will last more than five (5) hours in duration must be brought to the Commission’s attention and to all users’ attention as soon as it is realized that the situation has met or will meet these parameters.  Periodic status reports, an all-clear report, and a subsequent root-cause analysis will be required as specified by the Commission in accordance with the nature of the situations as they arise.  Each failure to provide any of the requisite notices or reports will be a separate breach of the contract.  See Appendix D for the applicable SLA.
r.
Explain how quality and quantity of CTVRS service will be measured and how failures to meet standards and expectations will be detected and recorded.  Prospective contractors must propose a system of penalties to apply in the event of failure to meet requisite standards and expectations, to the extent not otherwise specified in this RFP.

s.
Maintain an average speed of answer of 9.9 seconds or less for 85% of the calls on a daily basis.  Provide sufficient call center capacity such that abandoned or lost calls do not exceed 2% of total call volume.  These standards apply separately to calls in queue for party-to-party calls and to calls in queue for a supervisor.  Two-line call and single-line call should be measured separately unless they are in the same queue.  See Appendix D for the applicable SLA.

t.
Explain how users and the Commission will be kept advised of changes to service and of the status and expected resolution of any service-affecting conditions.  Seven (7) days advance notice to the Commission and registered users is required for any changes affecting more than 5% of the registered users.  Forty-eight hours notice is required for any notice affecting 5% or less of the registered users.  For any after-the-fact notice, notice must be provided to the Commission within five (5) hours if equivalent alternate service has been placed in service with no break in service.  Breaks in service require immediate notice to the Commission and notice to registered users as to how to obtain equivalent alternate service in the interim. 

u.
Maintain and publicize a point of contact within the contractor’s organization for user and Commission questions and complaints if the contractor does not plan to actively operate the CTVRS system in-house and on-premises.  Minutes spent talking with this point of contact and in escalation activities are not compensable as CTVRS minutes even if CTVRS services are required to handle the communication.

v.
Maintain and publicize a website and toll-free service with user and potential user information and contractor contact information.  Minutes spent talking with in accessing such information are not compensable as CTVRS minutes even if CTVRS services are required to handle the communication.

w.
Maintain and publicize informational materials for users on contractor, Commission, and FCC complaint and complaint escalation procedures sufficient for users to know the proper procedures for filing or escalating complaints.   

IV-3.
COMMUNICATION ASSISTANT (CA) STANDARDS.  The proposal should provide details as to the methods of meeting the following minimum CA standards:

a.
CAs must have the requisite experience, expertise, skills, knowledge, and education and be adequately trained to accurately caption in a professional manner the words spoken by the hearing party without intervening in the communication between the parties. 


b.
CAs must keep the existence and content of all calls confidential and must not maintain any records of conversation content in any form.  Paper and/or electronic storage of any communications conducted over the relay will not be permitted in order to safeguard confidentiality.  Confidentiality of communications obligations survive the termination of this contract.  Prospective contractors must provide a copy of the confidentiality agreement that CAs will be asked to sign.

c.
CAs must meet or exceed the current FCC standards for TRS minimum transcription speed. 

d.
CAs shall not limit the length of a call or limit the number of calls and shall stay with the call for a minimum of ten (10) minutes when answering and placing a call. 


e.
CAs shall not disconnect a call against the wishes of the originating and terminating parties but shall have a supervisor take over the call if necessary.  


f.
CAs will transfer any emergency call to the appropriate PSAP.  In addition, the CA must pass along the caller’s telephone number to the PSAP operator when a caller disconnects before being connected to emergency services.
IV-4.
CTVRS user equipment.  The proposal should provide details as to the methods of meeting the following minimum equipment standards:

a.
CTVRS must be compatible with the existing population of captioned telephones in use in Pennsylvania.  This includes the existing CapTel Trial equipment and Interim Service equipment.  If this is not technically feasible, prospective contractors must explain how change out of the existing equipment would occur.  

b.
CTVRS users must be kept informed of the status of the call through the equipment display window, such as dialing, ringing, busy, disconnected, or on hold, throughout the call session.  The system must provide feedback to callers regarding the call status within ten seconds after a caller has provided the number to call and continue to provide feedback until the call is answered or deemed not answered.


c.
User equipment must be capable of being moved from one premises to another by the user.


d.
The contractor is responsible for ALL matters relating to user equipment, except with regard to the equipment used by consumers who qualify for the Telecommunications Device Distribution Program (TDDP or TDD Program) equipment distribution.  (See 35 Pa. C.S. § 6701.3). 

e.
Efforts should be made to seek the best price on the equipment to be sold to the residents of Pennsylvania.  This includes the options of refurbished equipment and bulk purchasing of equipment.

f.
Except with regard to consumers who qualify for the TDD Program, the user will be responsible for the cost of user equipment.  No user equipment costs are to be rolled into the MOU rate.


g.
Prospective contractors must detail their warranty and maintenance plans for user equipment. 

h.
Prospective contractors must detail plans for upgrading user equipment.


i.
Contractors may not impose any unreasonable barriers on customer-provided user equipment. 

j.
End users shall have the option of either single-line or 2-line service.

k.
Prospective contractors must provide a detailed description of the operation of their 2-line CTVRS as contrasted with single-line CTVRS.  

IV-5.
GENERAL REQUIREMENTS.  The proposal should provide details as to the methods of meeting the following minimum general standards:

a.
Permit the users to select the toll/IXC carrier or local exchange carrier of their choice in accordance with federal and state laws as well as Commission rules and regulations.

b.
Make arrangements for a default toll/IXC carrier in the event the user does not have one.

c.
Provide CTVRS access in high traffic or public access areas such as airports, shopping malls, and other areas where public telephones are located.  Prospective contractors must explain how they would accomplish this.  
IV-6.
SESSION MINUTES OF USE.  CTVRS shall be billed on a session minute basis, defined as follows:  The clock starts the moment a relay caller connects to the first switch point of the CTVRS that connects the call to a CA and ends at the time the call is disconnected from both the CA and the last relay user.  This includes start-up, relay call conversation, and wrap-up.  It does not include holding time waiting for initial contact with a CA.  Each CTVRS call must have its MOUs measured as the total of its session minutes and seconds.  


Individual calls must not be rounded up to the next full minute, e.g., one minute and ten seconds (i.e., 70 seconds) is not billed as two minutes.  A one-month billing cycle and the total call minutes and seconds (summed over the billing cycle) must be used for billing purposes.  For example, if 100 calls were made during a billing cycle and each call is 70 seconds (in session minutes), the total billed MOU for the cycle is 116; the 40 seconds are truncated as illustrated:

70 seconds/call ( 100 calls = 7000 seconds
7000 seconds ( 60 seconds/minute = 116 minutes & 40 seconds

truncated to 116 minutes for the month
IV-7.
Payment Responsibilities.

a.
The contractor shall have the sole responsibility for the complete effort of the contracted CTVRS, and payments will only be made to the contractor.  The contractor has the sole responsibility for all payments to any/all sub-contractors under the contract.


b.
The contractor will invoice the Pennsylvania TRS fund administrator on a monthly basis for the intrastate services provided for the previous month, with a copy to the Commission’s Bureau of Fixed Utility Services.  

c.
The contractor will invoice the National Exchange Carriers Association (NECA) on a monthly basis for the interstate and international services provided for the previous month, with a copy to the Commission’s Bureau of Fixed Utility Services.  
IV-8.
RATE.  The rate charged to the Pennsylvania TRS fund for the session MOUs for CTVRS must be just and reasonable and in conformity with the Commission rules, regulations, policies, and orders for rates and service, such as those in Title 66 of the Pennsylvania Consolidated Statutes and Title 52 of the Pennsylvania Code.  See Section II-6 for a detailed explanation of rate elements.  The rate portion of the proposal must be bound and sealed separately from the remainder of the proposal.  Failure to meet the separately-sealed requirement will result in automatic disqualification of the proposal.
IV-9.
CUTOVER FROM INTERIM SERVICE AND Growth of ctvrs.  

a.
The transition from Interim Service to the contracted CTVRS must take place without interrupting captioning service for the existing users.  Cutover should be seamless for existing CTVRS users.  Prospective contractors must explain how they would handle any change-over/cut-over issues to ensure a seamless transition.  

b.
It is expected that there will be approximately 450 CTVRS existing users as a result of the CapTel Trial and Interim Service by the time of migration to contractor operations.  Prospective contractors may obtain information on the number of existing CTVRS users and past growth rates from the Issuing Officer.  

c.
To the extent that a request from one prospective contractor for information described in Section IV-9b is submitted and answered, the information will be provided to all prospective contractors, consistent with Section I-32 of this RFP.

d.
New users are to be added in a non-discriminatory, consistent, “first-come, first-served” basis, with due regard for user preference for new or refurbished equipment.


e.
Proposed contractors must be prepared to add at least 35 new users each month if demand warrants.  


f.
Growth at rates between 36 and 74 new users per month may be handled or wait-listed at the contractor’s option, consistent with Section IV-9h.  

g.
Growth at a rate greater than 75 new users a month must be coordinated with Commission staff to ensure that adequate TRS funds are available.


h.
The rates of expansion specified in Sections IV-9e-g may be adjusted, based upon demand and TRS fund availability, in conjunction with the annual TRS surcharge recalculation process so long as notice of a request to adjust the expansion is given to the other party by April 1 prior to the recalculation process.  Such adjustments should reflect demand for CTVRS and TRS fund availability.

i.
Prospective contractors must provide a firm timeline for how quickly they will be able to convert from Interim Service to the contracted CTVRS. 

IV-10.
Outreach.  Prospective contractors must present a plan for a comprehensive, effective, and measurable outreach campaign to develop public awareness of the service and provide information about the service to communities statewide.  The campaign should include grassroots education to Pennsylvania seniors, educational workshops, a brochure, media advertising, an accessible website, and media relations.  All materials must be understandable and accessible by a majority of the communities of persons with disabilities.  The plan must provide a statistical method of measuring the effectiveness of the outreach and a methodology for making adjustments to the plan based on performance.  The Commission will retain the right to continue the theme of any outreach if it so chooses after the expiration of any contract entered into pursuant to this RFP.  
IV-11.
USER Input and Satisfaction.  

a.
CTVRS users must be asked to provide input on the quality of service by means of an annual survey (or similar device).  The intent of the survey is to determine whether those using the contractor’s CTVRS are satisfied with the service and whether there are any issues that need to be addressed or features to be added.  Prospective contractors must present their plans for annual user evaluations of the system.  The plans should explain methods for quantifying user input and how the recommendations from these evaluations will be incorporated into the CTVRS.  Prospective contractors must advise the Commission how they will annually conduct the user surveys and notify the Commission and the TRS Board of the results of the user surveys.  


b.
Ad hoc user comments (favorable and unfavorable) are to be forwarded to the Commission monthly through the Staff Analyst and to the TRS Board quarterly.


c.
The survey results and other user input may not be further disseminated without express authorization from the Commission.

IV-12.
Contractor responsibilities to the Pennsylvania TRS Advisory Board, the Pennsylvania department of labor and industry, and other Groups.  

a.
The contractor must cooperate with the Board in matters concerning the CTVRS program.  A contractor representative must attend the Pennsylvania Telecommunications Relay Service Advisory Board (TRS Board) quarterly meetings and report to the Board the condition and status of the CTVRS.  The report must include but is not limited to MOU, customer complaints and new technologies that impact CTVRS and services.  

b.
The contractor must cooperate with the Pennsylvania Department of Labor and Industry or its designee in matters concerning the TDD Program.  


c.
The contractor must participate in meetings with the Commission, Commission staff, other agencies, consumers, and consumer groups as may be required.
IV-13.
Contractor Reporting Requirements. 

a.
All contractor reports shall be submitted to the Commission’s Secretary’s Bureau with a copy to the Bureau of Fixed Utility Services.


b.
Monthly reports will be required from the contractor.  The monthly report must contain:  the type of call (single-line, two-line, then broken down into answering machine, international, interstate, intrastate, toll-free), session minutes, average session minutes, call counts, and call types with a call count for each.  The report must also have a weekly summary of the call count and session minutes by day and date.  A separate section will show the month’s summary of consumer service complaint logs.  The consumer complaint log must include all complaints regarding CTVRS in the Commonwealth, regardless of the entity fielding or resolving the complaint call, and must retain the log for the duration of the contract.  The log must include, at a minimum, the filed date of the complaint, the nature of the complaint, the date of resolution, and an explanation of the resolution.  The monthly report must also contain the SLA results for the preceding month.  The reports are due the 15th day of the month following the month being reported.

c.
The contractor must timely submit to the Commission, so that the Commission may report to the FCC annually, an annual summary log indicating the number of complaints received for the 12-month period ending each May 31st.  The report must be submitted to the Commission on or before June 20th of each year.  The  report must also include the annual Certification Relative to Business Continuity set forth in Appendix E.

d.
The contractor shall be responsible for maintaining all records and reports relating to CTVRS that may be required by the FCC and the Commission.  Such reports must include, but not be limited to, traffic detailing:

i.
Blockage rates, defined as the number of calls reaching a busy signal when calling the relay service.

ii.
Average number of calls waiting for system or operator answer.


iii.
Average length of time waiting for system or operator answer.

iv.
Area codes and state from which the calls originate.


e.
The contractor shall be responsible for maintaining the accounting and financial records, in accordance with accounting procedures and generally accepted accounting principles, of expenses that are incurred in operating the CTVRS as a stand-alone entity.


f.
The contractor is responsible for the professional quality, technical accuracy, and timely completion and submission of all deliverables, services or commodities required under this contract.  The contractor, without additional compensation or cost to the TRS relay fund, shall correct or revise any errors, omissions, or other deficiencies in its deliverables and other services. 


g.
The prospective contractor must provide documentation detailing methods and procedures, training guidelines, and code(s) of confidentiality to enforce the CA standards as presented in section IV-3.

h.
By February 15th of each year, the contractor must supply the Commission’s Bureau of Fixed Utility Services with a statement of the estimated minutes of CTVRS use and the annual charges for the ensuing 12-month period from July 1st through June 30th.  The estimated costs must be detailed in schedule form showing the breakdown of costs to arrive at a per-MOU cost.  
IV-14.
CONTRACT REQUIREMENTS—DISADVANTAGED BUSINESS PARTICIPATION AND ENTERPRISE ZONE SMALL BUSINESS PARTICIPATION.  All contracts containing Disadvantaged Business participation and/or Enterprise Zone Small Business participation must also include a provision requiring the selected contractor to meet and maintain those commitments made to Disadvantaged Businesses and/or Enterprise Zone Small Businesses at the time of proposal submittal or contract negotiation, unless a change in the commitment is approved by the BMWBO.  All contracts containing Disadvantaged Business participation and/or Enterprise Zone Small Business participation must include a provision requiring Small Disadvantaged Business subcontractors, Enterprise Zone Small Business subcontractors and Small Disadvantaged Businesses or Enterprise Zone Small Businesses in a joint venture to perform at least 50% of the subcontract or Small Disadvantaged Business/Enterprise Zone Small Business participation portion of the joint venture.

The selected contractor’s commitments to Disadvantaged Businesses and/or Enterprise Zone Small Businesses made at the time of proposal submittal or contract negotiation shall be maintained throughout the term of the contract.  Any proposed change must be submitted to BMWBO, which will make a recommendation to the Contracting Officer regarding a course of action.

If a contract is assigned to another contractor, the new contractor must maintain the Disadvantaged Business participation and/or Enterprise Zone Small Business participation of the original contract.

The selected contractor shall complete the Prime Contractor’s Quarterly Utilization Report (or similar type document containing the same information) and submit it to the contracting officer of the Issuing Office and BMWBO within 10 workdays at the end of each quarter the contract is in force.  This information will be used to determine the actual dollar amount paid to Small Disadvantaged Business and/or Enterprise Zone Small Business subcontractors and suppliers, and Small Disadvantaged Business and/or Enterprise Zone Small Business participants involved in joint ventures.  Also, this information will serve as a record of fulfillment of the commitment the selected contractor made and for which it received Disadvantaged Business and Enterprise Zone Small Business points.  If there was no activity during the quarter then the form must be completed by stating “No activity in this quarter.”

NOTE:  EQUAL EMPLOYMENT OPPORTUNITY AND CONTRACT COMPLIANCE STATEMENTS REFERRING TO COMPANY EQUAL EMPLOYMENT OPPORTUNITY POLICIES OR PAST CONTRACT COMPLIANCE PRACTICES DO NOT CONSTITUTE PROOF OF DISADVANTAGED BUSINESSES STATUS OR ENTITLE AN OFFEROR TO RECEIVE CREDIT FOR DISADVANTAGED BUSINESSES UTILIZATION.

PART V
GLOSSARY

711 – Abbreviated dialing code for accessing all types of relay services anywhere in the United States. 
911/E-911/Enhanced 911 Emergency Service – Abbreviated dialing of 911 on the telephone to connect to the proper PSAP for emergency response and provide Automatic Location Identification and Automatic Numbering Information (ALI/ANI).
Access Line – Facility that allows the customer of a local exchange company or radio communications service to access the local or toll network, with the exception of dedicated facilities such as private lines.
ASL/American Sign Language – Visual language based on position, movement, shape, and orientation of the hands in relation to each other and the body. 
CA/Communications Assistant – Relay provider employee who transliterates or interprets conversation between two or more end users of traditional TRS or CTVRS calls. 
Call Release – Feature that allows a CA to sign-off or be released from the telephone line after the CA has set up the call.   
CapTel Service – Proprietary Voice Carry-Over (VCO) type relay service using voice recognition software and specially trained operators to provide the CA function of the service.    
Commission – Pennsylvania Public Utility Commission.
Common Carrier or Carrier – An entity that provides communications services to the general public.  It is typically licensed or certificated by a state or federal government agency.
Contractor (or Prime Contractor) – Entity awarded a contract with the Commission under the RFP if that entity subcontracts out any portion of the subject services.
CTVRS – Captioned Telephone Voice-Carry-Over Relay Service.
Firm, Fixed Fee – An all-inclusive fee consisting of direct and indirect costs, including but not limited to direct labor costs, overhead, fee or profit, clerical support, equipment, materials, supplies, managerial (administrative) support, all documents, reports, forms, travel, reproduction, and any other costs must be reflected in the overall cost per minute.  No additional fees or costs shall be paid by the Commission or Fund Administrator unless there is an approved change in the scope of work.
Hearing Carry Over (HCO) – Form of TRS where the person with the speech disability is able to listen to the other end user and, in reply, the CA speaks the text as typed by the person with the speech disability.  The CA does not type any conversation.  Two-line HCO allows TRS users to use one telephone line for hearing and the other for sending TTY messages.  HCO-to-TTY allows a relay conversation to take place between an HCO user and a TTY user.  HCO-to-HCO allows a relay conversation to take place between two HCO users. 
Interrupt – Allows the parties to the conversation to interrupt each other and not have to wait until the CA finishes a translation. 
Mandatory – "Must," "shall," "will," "is required," or "are required" identify a mandatory action, factor, or item.  
May – Denotes something that has possible alternatives or that is not mandatory.
Non-English Language Relay Service – Relay service that allows persons with hearing or speech disabilities who use a language other than English to communicate with voice telephone users in the shared language other than English, through a CA who is fluent in that language. 
Prospective Contractor – Entity, person, corporation, or partnership that chooses to submit a proposal in response to the RFP.
Prime Contractor (or Contractor) – Entity awarded a contract with the Commission under the RFP if that entity subcontracts out any portion of the subject services.
Project Officer – Person or designee authorized by the Commission to manage or administer a procurement requiring the evaluation of competitive sealed proposals.  
PSAP/Public Safety Answering Point  – Facility that has been designated to receive 911/E911 calls and route them to emergency services personnel as provided in 47 C.F.R. § 64.3000(c). 
PUC – Pennsylvania Public Utility Commission.
Responsible Prospective Contractor – Prospective contractor that submits a responsive proposal and that has furnished, when required, information and data to prove that its financial resources, production or service facilities, personnel, service reputation, and experience are adequate to make satisfactory delivery of the services or items as contemplated under the RFP. 
RFP/Request for Proposal – The document that sets forth minimum essential contractual and performance requirements, and solicits proposals to meet the needs of the Commission, including all documents and amendments (attached, incorporated by reference, or issued subsequently) used for soliciting proposals.
Session Minutes of Use (MOU) – The amount of time billed for each completed call.  The clock starts when a relay caller connects to the first switch point of the CTVRS that connects the call to a CA and stops when the call is disconnected from both the CA and the last relay user.  This includes start-up, relay call conversation, and wrap-up.  It does not include holding time waiting for initial contact with a CA.  Each CTVRS call must have its MOUs measured as the total of its session minutes and seconds.  Individual calls must not be rounded up to the next full minute, e.g., one minute and ten seconds (i.e., 70 seconds) is not billed as two minutes.  A one-month billing cycle and the total call minutes and seconds (summed over the billing cycle) shall be used for billing purposes.  For example, if 100 calls were made during a billing cycle and each call is 70 seconds (in session minutes), the total billed MOU for the cycle is 116; the 40 seconds are truncated as illustrated:

70 seconds/call ( 100 calls = 7000 seconds

7000 seconds ( 60 seconds/minute = 116 minutes & 40 seconds

truncated to 116 minutes for the month
Speed Dialing – A relay service feature that allows a relay service user to place a call using a stored number maintained by the relay service facility. In the context of CTVRS, speed dialing allows a CTVRS user to give the CA a short-hand name or number for the user's most frequently called telephone numbers.  
State – Commonwealth of Pennsylvania.
STS/Speech-to-Speech Relay Service  – A relay service that allows individuals with speech disabilities to communicate with voice telephone users through the use of specially trained CAs who understand the speech patterns of persons with speech disabilities and can repeat the words spoken by that person.   
TDDP/TDD Program/Telecommunications Device Distribution Program – The program administered by the Hiram G. Andrews Center (HGAC) whereby qualifying individuals may obtain specific adaptive telecommunication equipment without cost.
Three-way Calling – A TRS feature that allows more than two parties to be on the telephone line at the same time with the CA. 
TRS or Telecommunications Relay Service – Telephone transmission services that provide the ability for an individual who has a hearing or speech disability to engage in communication by wire or radio with a hearing individual in a manner that is functionally equivalent to the ability of an individual who does not have a hearing or speech disability to communicate using voice communication services by wire or radio. Such term includes services that enable 2-way communication between an individual who uses a text telephone or other non-voice terminal device and an individual who does not use such a device, speech-to-speech services, video relay services and non-English relay services. TRS supersedes the terms dual party relay system, message relay services, and TDD Relay. 
TTY or Text Telephone – A machine that employs graphic communication in the transmission of coded signals through a wire or radio communication system. TTY supersedes the term TDD or telecommunications device for the deaf, and TT.  For many users, a computer functions as their TTY.
User Profile – A list of a user’s preferences, frequently called numbers, and other information maintained by the contractor, at the user’s request, to facilitate and expedite the completion of calls using CTVRS.
VCO/Voice Carry-Over – A form of relay service whereby the person with the hearing disability is able to speak directly to the other end user.  The CA types the response back to the person with the hearing disability.  The CA does not voice the conversation.  Two-line VCO is a VCO service that allows relay service users to use one telephone line for voicing and the other for receiving TTY messages.  A VCO-to-TTY relay service call allows a relay conversation to take place between a VCO user and a TTY user.  VCO-to-VCO allows a relay conversation to take place between two VCO users.  This service allows a person with partial hearing ability to hear the other party and see an electronic transmission of the incoming words in almost real time; it further allows the person to voice his or her own conversation back to the other party.
VRS/Video Relay Service – A relay service that allows people with hearing or speech disabilities who use sign language to communicate with voice telephone users through video equipment.  The video link allows the CA to view and interpret the party's signed conversation and relay the conversation back and forth with a voice caller. 
PART VI

CONTACT INFORMATION

Bureau of Minority & Woman Business Opportunities (BMWBO) 
Department of General Services (DGS)
North Office Building, Room 611

Harrisburg, PA 17125 
717-787-6708 
gs-bmwbo@state.pa.us.
Designated Enterprise Zones
Department of Community and Economic Development (DCED) 
Aldona M. Kartorie 
400 North Street, 4th Floor 
Harrisburg, PA 
17120-0225 
717-720-7409 
akartorie@state.pa.us
Pennsylvania Public Utility Commission 
P.O. Box 3265 

Harrisburg, PA 17105-3265 


Issuing Office:
Bureau of Fixed Utility Services 




Robert A. Rosenthal, Director 




717-783-3850  

Website:

http://www.puc.state.pa.us/general/announcements.aspx




(Announcements Page)
APPENDIX A
NONCOLLUSION AFFIDAVIT

[image: image1.wmf]noncollusion_affida

vit.doc (27...


APPENDIX B

STANDARD TERMS AND CONDITIONS

http://www.dgs.state.pa.us/dgs/lib/dgs/forms/comod/procurementforms/std274.doc
APPENDIX C
Outsourcing Programs Using 800 Services
Office of Administration

Agency Briefing Paper

July 2004 and Revised March 16, 2005
Overview:  This paper addresses outsourced application(s) that incorporate services on various Commonwealth Contracts.  This paper addresses Inbound Toll Free (800 Services) as follows:

Part I.  Outsourcing applications to a Business Partner who obtains service from the Commonwealth’s Inbound Toll Free (800 Services) Contract number ME 381368 using AT&T’s 800 Services on their OneNet billing platform. 

Part II. Outsourcing applications to a Business Partner who does not use AT&T but another Toll Free (800 Services) carrier like Sprint, MCI, etc.
Part III. AT&T’s cost data under Commonwealth’s Contract ME 381368 with AT&T. 

Part I.  Outsourcing applications to a Business Partner who obtains service from the Commonwealth’s Inbound Toll Free (800 Services) Contract number ME 381368 using AT&T’s 800 Services on their OneNet billing platform. 

1.  Question:  Will AT&T agree to allow the Commonwealth’s awarded outsourcing vendor (Business Partner) to purchase off AT&T’s Inbound Toll Free (800 Services) under the Commonwealth’s contract number ME 381368?

Answer:  Yes, AT&T is willing to extend the contract to a Business Partner because the traffic belongs to a Commonwealth application.

2.  Question:  If a Business Partner issues an order for a T1(s) or T45(s), from their AT&T contract, would the Business Partner be penalized if they cancel the order to use the Commonwealth’s contract?

Answer:  Yes.  The cancellation charge applies.  This can be addresses by: 

a.  Creating language in the outsourcing bid that encourages (but not requires) an outsourcer to use the Commonwealth’s 800 contract, or

b.  Allowing the T1(s) or T45 (s) to be installed, after which AT&T can transfer the facilities to the Commonwealth’s contract, at no charge, using the OneNet billing platform.
3.  Question:  Can AT&T supply a Business Partner with usage on a CD and send it directly to them in order to meet their commitments of service?

Answer:  Yes.  Reference #4.

4.  Question:  Can a Business Partner be invoiced directly?
Answer:  Yes.  This can be accomplished in two ways, both of which provide a free paper invoice.  

a.  AT&T will send a CD with the call detail, monthly and at no cost, if the Business Partner signs an agreement that includes a term and minimum level of usage.  This amount can be nominal, but AT&T needs the agreement to keep the traffic on Commonwealth’s contract and to prevent having it switched from plan to plan.  In this arrangement, the Business Partner would have its own contract and network with the Commonwealth rates.  

b.  AT&T will send a monthly CD with the call detail after making the Business Partner a subset of the Commonwealth network and contract by creating a bill partition in the Commonwealth’s Contract for the Business Partner.  There is a $100.00 monthly charge for this arrangement.  

5.  Question:  Can the Business Partner handle the troubles/service assurance issues directly without going through the agency?
Answer:  Yes.  The Business Partner or the agency may use AT&T’s on line Business Direct when issuing trouble tickets that gives it the ability to check the status of the trouble ticket through Business Direct. 

6.  Question:  Can the agency add/change 800 numbers incorporated into this new business partner account? 

Answer:  Yes, but the Commonwealth needs to have an agreement in writing that the 800 numbers themselves would be transferred back to the Commonwealth at the end of the Business Partner contract.  The Business Partner could add it to the contract with the agency.  Given the arrangement above, there is really no need to execute a transfer of service agreement.  Keeping ownership of the Toll Free numbers is clearly in the Commonwealth’s best interest.  For the most part, Business Partners are very reputable providers, but this issue has surfaced in other arrangements that did not conclude as anticipated.  If required, it is recommended that the agreement stipulate that Commonwealth can have the numbers transferred back AT ANY TIME.  This is an important consideration that should be carefully crafted by the agency in its contract with the Business Partner. 

7.  Question:  Is there a requirement to maintain a minimum level of usage to keep the contracted rates?

Answer:  AT&T requires a Business Partner to sign an agreement that includes a term and minimum level of usage.  This amount can be nominal, but need the agreement to help AT&T keep the traffic on Commonwealth’s contract and prevent having it switched from plan to plan.  In this arrangement, the Business Partner would have its own contract and network with Commonwealth rates.  If this is not possible, AT&T can make it subset of the Commonwealth’s network and contract.  This would involve creating a bill partition in the Pennsylvania OneNet for the Business Partner.  There is a $100 monthly charge for this arrangement.  
8.  Question:  Besides the contracting agency, who would be the Business Partners’ contacts concerning the Commonwealth’s 800 contract? 

Answer:

Commonwealth of Pennsylvania Staff: 

Valerie Long, Manger Network Administration

Office of Administration, Bureau of Infrastructure & Operations 

1 Technology Park

Harrisburg, PA 17110-2913  

717-772-4236 

Email:  vlong@state.pa.us 

Georgia Baer, Telecommunications Administrator

Office of Administration, Bureau of Infrastructure & Operations

1 Technology Park

Harrisburg, PA 17110-2913

717-772-8124

Email:  gbaer@state.pa.us
AT&T Staff: 

Edward H. Sheehe, Client Business Manager, 

Suite 401, 214 Senate Avenue 
Camp Hill, PA 17011-2336, 
800-752-2882, ext. 632
717-731-6632
Cellular:  717-877-3446 

Pager: 800-258-0000, PIN:  2202385
Email:  esheehe@att.com
David L. Oyler, Program Manger, 
Suite 401, 214 Senate Avenue, 
Camp Hill, PA 17011-2336, 

717-731-6631 
Cellular:  717-951-6443 
Email:  doyler@att.com
9.  Question:  Who is responsible if the Business Partner does not pay the invoices?

Answer:  Business Partners have sole responsibility for paying their invoices and would be in default with AT&T.  In the Commonwealth’s contract ME 381368 authorized users (Business Partners) shall be responsible for payment of services ordered under Contract ME 381368. 
Part II.  Outsourcing applications to a Business Partner who does not use AT&T but another Toll Free (800 Services) carrier like Sprint, MCI, etc.

1.  Question:  Can an agency’s Business Partner use AT&T’s Toll Free Services when the Business Partner doesn’t use AT&T’s Toll Free (800 Services), but uses another carrier?

Answer:  No. 

2.  Question:  What is required when an agency needs to transfer an existing Toll Free services 800 number from AT&T to its Business Partner when the Business Partner doesn’t use AT&T’s Toll Free services?

Answer:  The FCC established an independent organization (RespOrg) to handle the transfer of 800 numbers from one carrier to another carrier.  The Business Partner’s Toll Free carrier, not AT&T, will provide the carrier’s form to be completed and signed by the agency and sent to the RespOrg for transferring the agency’s Toll Free numbers from AT&T to the Business Partner’s Toll Free carrier.

3.  Question:  Should the agency have an agreement in their contract with their Business Partner stipulating that when their contract expires, the Toll Free Numbers are transferred back to the Agency?

Answer:  Yes.  Keeping ownership of the Toll Free numbers is clearly in the Commonwealth’s best interest.  For the most part, Business Partners are very reputable providers, but this issue has surfaced in other arrangements that did not conclude as anticipated.  It is recommended that the agreement stipulate that the Commonwealth can have the 800 numbers transferred back AT ANY TIME.  This is an important consideration that should be carefully crafted by the agency in its contract with the Business Partner. 

Part III. AT&T’s cost data under Commonwealth’s Contract ME 381368 with AT&T using AT&T’s OneNet Billing Platform.   

Attached is AT&T’s 15-page cost package.  For convenience, quick reference information follows and is taken from AT&T’s attached cost proposal; Attachments F, T‑1 & T-45 cost data, and Attachment G, under option 2 Dedicated (Megacom) services cost data.
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ATTACHMENT F

NETWORK ACCESS COSTS STATEWIDE

	SERVICE TYPES
	RECURRING
	NON-RECURRING

	Switched Service
	$0
	$0

	T1.5 (0 mile)
	$255
	$0

	T1.5 (3 mile)
	$255
	$0

	T45 (0 mile)
	$4,974.06
	$0

	T45 (3 mile)
	$7,086.04
	$0

	Other

	ISDN PRI
	$104
	$0


List all costs associated with making the service fully operational.

If additional space is required, please attach separate sheets in this format.

ATTACHMENT G

OTHER COSTS STATEWIDE

List all costs per Toll Free number, other than access costs, associated with making the service fully operational.  Charges specifically for transferring 800 numbers from one Contractor to another are not acceptable.  Cost to be per an 800 Number or per a trunk group within a T1.5.  The usage price/cost per minute must be carried out to four (4) decimal points.  Example:  $0.0627

The rates for Toll Free (800) calls under the Commonwealth's contract ME381368 will be reduced 2.8% effective 3/19/05 and appear for the first time on the 4/19/05 invoices.

The new rates are as follows: 
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	Commonwealth of Pennsylvania

AT&T Rate Schedule

September 1, 2003
	
	
	

	800 SERVICE
	RECURRING
	USAGE
	NON-RECURRING

	

	SERVICE CHARGE (OPTION 1):  Not using this option.

	Switched 
	$0
	N/A     .0682
	$0

	Dedicated 
	$0
	N/A     .0352
	$0

	

	SERVICE CHARGE (OPTION 2):  This is the option that the Commonwealth selected from 9/1/03 to 3/18/05.

	Switched (ReadyLine)

	Switched Interstate
	$0
	.0550
	$0

	Switched IntraLATA
	$0
	.0600
	$0

	Switched Intrastate
	$0
	.0726
	$0

	Dedicated (Megacom)

	Dedicated Interstate
	$0
	.0341
	$0

	Dedicated IntraLATA
	$0
	.0350
	$0

	Dedicated Intrastate
	$0
	.0350
	$0

	NOTE:  AT&T is willing to provide either Switched and Dedicated rates (Option 1) as requested by the Commonwealth or jurisdictional pricing (Option 2).   AT&T recommends Option 2 for optimal cost performance.

	

	INSTALLATION:

	Switched
	$0
	
	$0

	Per routing arrangement
	$0
	
	$0

	Record Change
	$0
	
	$0

	Service Area Change
	$0
	
	$0

	Expedite Charge
	$0
	
	$25

	Dedicated
	$0
	
	$0

	Initial Routing Arrangement
	$0
	
	$0

	Additional Routing Arrangement
	$0
	
	$0

	Addition of access facilities, per order
	$0
	
	$0

	Reduction of access facilities per order
	$0
	
	$0

	Change of access facilities per order
	$0
	
	$0

	Expedite
	$0
	
	$500

	NPA Change Charge
	$0
	
	$0


APPENDIX D

SERVICE LEVEL AGREEMENTS (SLAs)
Provisions applicable to all SLAs:

Statistics and monthly SLA reports shall be provided each month by the contractor on or before the 15th day of the month following the month being measured.

Credits incurred as a result of the SLAs will be applied as bill credits for subsequent billings except in the final four months of the contract, or any extension thereof, when they shall be replaced by cash settlements.  

Percentages of monthly billing applied as bill credits apply to both intrastate MOUs billed to the PA TRS Fund and to interstate MOUs billed to NECA.

	24/7/365 Availability
	Callers must have unlimited access to CTVRS (or to a functional equivalent for emergency or scheduled outages) on a 24x7x365 basis  

	Definitions


	Availability:  The ability of CTVRS callers to have access to CTVRS expressed as availability 99.6% of total time in any given month.  

Close Time:  Actual time when the Commission confirms the problem has been resolved; must have Commission concurrence before ticket closure.

Degradation of service:  Inability of CTVRS to respond to more than 7% of incoming calls within the specified answer time.

Loss of service:  Inability of CTVRS to respond to incoming calls within the specified answer time.

Maintenance and Backup Schedule:  All maintenance and backup schedules to be developed by contractor and agreed to by the Commission.  System(s) maintenance and system(s) upgrades must be scheduled in advance.  Downtime beyond the agreed upon duration will cause a ticket to be created at the discretion of the Commission and, at the Commission’s discretion, counted against the total downtime for that month.

Open Time:  Actual time when the degradation or loss of service commences, as first reported to or by the contractor, whichever is earlier.  

Resolve Time:  Actual elapsed time the degradation or loss of service has taken to be remedied. 

Trouble Tickets:  This SLA shall apply to all trouble tickets addressing degradation or loss of service regardless of the standards and categories of calls and queues.

Exclusions:  Agreed-upon maintenance and backup time; agreed-upon functional equivalency time.

	Is Baseline Required?
	No 

	What is Being Measured?
	Incoming availability to CTVRS 24/7/365 by all callers.

	Standard
	30 minutes or less of degradation or loss of service time per month.

	How is it Being Measured

Or

Calculated?


	Closed trouble ticket resolve times will be summed monthly to calculate unavailability.  An open trouble ticket will be held to the next month.  

The calculation will be the monthly summary of time for all degradation and loss of service tickets based on the following formula:

· Average number of days in a month = 30.4

· 30.4 x 24 = 730 (rounded) hours per month

· 1.0000 - .9996 = 0.0004

· 0.0004 x 730 = 29.2, rounded to 30 minutes of allowed unavailability per month.

	Remedy


	In the event of more than 30 minutes unavailability in any given month, the contractor will be assessed  the following remedies :

1.  31 minutes to 60 minutes:  0.5% of the month’s billing.

2.  61 minutes to 10 hours: 1% of the month’s billing, per hour or fraction of an hour, PLUS the remedy in #1.

3.  Greater than 10 hours:  2% of the month’s billing, per hour or fraction of an hour, PLUS the remedies in #1 and #2.   

	Commission Responsibilities
	The Commission must indicate written acceptance of the operational system.


	Call Center Call Abandon
	Abandoned or lost calls must remain less than 2 percent of the total call volume.

	Definitions


	This SLA applies separately to calls in queue for party-to-party calls and to calls in queue for a supervisor.  

Abandoned:  Calls in queue that are abandoned by the caller without connecting to a CA or to a supervisor.  
[To be determined and agreed-up prior to executing a contract is whether the party-to-party queue is to be measured separately for single-line and two-line calls or in the aggregate or whether all three categories (single-line, two-line, and aggregate) will be measured.]

Exclusions:  Calls in a queue that are abandoned in less time than the time-required-to-answer threshold.

	Is Baseline Required?
	No

	What is Being Measured?
	The percent of calls to the call center and to supervisors that are abandoned.

	Standard
	Less than 2% abandoned calls.

	How is it Being Measured Or Calculated?


	(Abandoned calls for month) ÷ (Total calls for month) = Percent abandoned (per queue category).

Abandoned calls must be less than or equal to 2% per queue category. 

	Remedy


	If the calculated results are higher than agreed upon percentages for a given month, the contractor will be given the next month to meet agreed upon percentages.  

If the percentages for the second month continue above specifications, the contractor will be assessed 2% of that month’s billing.

For each ensuing consecutive month after the second month, the contractor will be assessed 3% of that month’s billing.

	Software Tools/Other Tools
	Statistics dependant on ACD administrative reports.

	Commission Responsibilities
	None


	Required to Answer
	All calls to be responded to in 5 rings or less.

	Definitions
	This SLA applies to all CTVRS calls to the CTVRS call center, to a CTVRS supervisor, or escalated off-site.

	Is Baseline Required?
	No

	What is Being Measured?
	Average time to answer incoming calls to the CTVS or about the CTVRS.

	Standard
	Calls responded to in 30 seconds (5 rings or less).

	How is it Being Measured Or Calculated?
	95% of calls are to be responded to within 30 seconds or less.

	Remedy
	Should the calculated results be between 95% and 90% of calls responded to within 30 seconds for a given month, the contractor will be given the next month to meet the standard.  

Should the calculated results be between 95% and 90% of calls responded to within 30 seconds for two or more months in a row or less than 90% for any given month, the contractor will be assessed 2% of the monthly billing for the measured month(s).  

	Software Tools/Other Tools
	Statistics dependant on ACD administrative reports.

	Commission Responsibilities
	None


	P.01 Grade of Service
	 All facilities for CTVRS will be engineered to provide a grade of service equal to or greater than a P.01 grade of service.

	Definitions
	This SLA shall apply to all CTVRS operations. 

All Facilities - Trunk side voice grade and digital facilities at any node location serving as a traffic aggregation point such as:

· Dedicated incoming/outgoing access and/or egress facilities

· Connections to a tandem that serves a LEC switch 

· Egress facilities from long distance carriers

· Services provided directly from / to a local switch

	Is a Baseline Required?
	No.  

	What is Being Measured?
	Grade of service (GoS) access to trunks and lines used for CTVRS

· GoS during the busy hour each day of each month

· Number of times busy hour that GoS is worse than grade P.01 during a month

	Standard
	P.01 GoS

	How is it Being Measured Or Calculated?
	Traffic studies on dedicated access and egress facilities will be performed on a monthly basis at the CTVRS call center for incoming and outgoing traffic for all queue types.  

A GoS must be calculated for each hour.  

	Remedy
	For each queue: 

1. If GoS is P.02 or P.03 for the busy hour for four or more days in a month, a penalty of 0.5% is to be assessed for the fourth day and each additional day failing to meet P.01 during the busy hour.

2. If GoS during the busy hour is worse than P.04 for any day in the month, a penalty of 1% of the monthly billing for that month will be assessed for the first occurrence; 1.5% for the second occurrence; 2% for the third and each additional occurrence.

3. If either item 1 or item 2 Remedy is invoked for a second month during any six-month (6) period; all penalties will be multiplied by a factor of 3.

	Software Tools/ Other Tools
	Contractor agreement with 800 provider(s) and other inward traffic providers to provide monthly traffic reports to support P.01.

	Commission Responsibilities
	None.


APPENDIX E
CERTIFICATION RELATIVE TO BUSINESS CONTINUITY
CTVRS is a 24/7/365 operation.  As such, the Commission expects continuous operation of CTVRS during man-made disasters, natural disasters, war- or hostility-caused disasters, pandemics, or other situations or catastrophes that can or may result in possible or actual human suffering, loss of life, hardship, substantial damage or loss of property, or interruption of commerce.  These lists are not all-inclusive and are for illustrative, not limiting, purposes.  As a CVTRS contactor, you (and any affiliates, subcontractors, or suppliers upon whom you rely for the provision of CTVRS) will be required to have a plan or plans addressing physical security, cyber security, emergency response, pandemic, and business continuity and/or “all hazards/contingencies.”  An all-hazards/contingencies plan ensures the continuity or uninterrupted provision of CTVRS, regardless of the cause of potential interruption of service.  This involves the on-going identification and review of the all the elements that go into CTVRS, including but not limited to, business succession, business recovery, business resumption, contingency planning, and staffing, regardless of cause of interruption.  Accordingly, each potential contractor must certify that it and its affiliates, suppliers, and subcontractors to be involved in the provision of CTVRS meet or exceed the requirements set forth in Appendix E – Certification Relative to Business Continuity.  
This certification must be included in the response to the RFP from each prospective contractor.  Additionally, this certification must renewed annually by the contractor in conjunction with the contractor’s annual filing.
Certification Relative to Business Continuity
With respect to the CTVRS operations:

1.  Does your company have a physical security plan? 
2.  Does your company have a cyber security plan? 
3.  Does your company have an emergency response plan? 

4.  Does your company have a disaster recovery plan?
5.  Does your company have a pandemic response plan? 
6.  Does your company have a business continuity plan? 

7.  Does your company have an all-hazards/contingencies plan?
8.  Have your plan(s) been reviewed in the last year and are they updated as needed?
9.  Are your plan(s) tested at least annually?
10.  Are your plan(s) already on file with any federal agency or with this Commission?  If so which agency?  (Do not file a copy of your plans with the Commission unless we specifically request that you do so.)

11.  Do your essential suppliers and your subcontractors have the same or greater level of plans as your own?


Attach a sheet with an explanation of what your safeguards are if “No” or “N/A” is supplied as a response to a question.  

The foregoing questions and the answers thereto comprise a certification that must be verified by the officer having control of the security planning for the prospective contractor.
“I am authorized to complete this form on behalf of ________________________ [name of corporation/partnership/proprietorship], being the ____________________ [position] of this corporation/partnership/proprietorship, and I verify that the facts set forth above are true and correct to the best of my knowledge, information, and belief.  This verification is made pursuant to 52 Pa. Code § 1.36, and the statements herein are made subject to the penalties of 18 Pa. C.S. § 4904 (relating to unsworn falsification to authorities).”

Name of Officer:  ________________________________________________________

Signature of Officer:  _____________________________________________________

Phone Number of Officer:  _________________________________________________






�  The term “CTVRS user” also may include the person calling someone with a CTVRS telephone.  


�  If the contract resulting from this RFP involves the use of Federal highway, transit, or aviation funds originating from the Federal Highway Administration (FHWA), the Federal Transit Administration (FTA), the Federal Aviation Administration (FAA), or the National Highway Transportation Safety Administration (NHTSA), then the requirements of the Federal Disadvantaged Business Enterprise (DBE) Program set forth in Title 49 Code of Federal Regulations Part 26 must be adhered to in lieu of the standard requirements and criteria set forth in this RFP at Sections I-12, I-13, II-7, III-3c, and IV-14.
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