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NOTICE

Prospective Offerors who have received this document from the Department of Budget and Management’s web site or eMarylandMarketplace.com, or who have received this document from a source other than the Procurement Officer, and who wish to assure receipt of any changes or additional materials related to this RFP, should immediately contact the Procurement Officer and provide their name and mailing address so that amendments to the RFP or other communications can be sent to them.


Minority Business Enterprises are Encouraged to Respond to this Solicitation


STATE OF MARYLAND


NOTICE TO OFFERORS/CONTRACTORS

In order to help us improve the quality of State proposals solicitations, and to make our procurement process more responsive and business friendly, we ask that you take a few minutes and provide comments and suggestions regarding the enclosed solicitation.  Please return your comments with your proposals.  If you have chosen not to bid on this contract, please fax this completed form to: 410-974-3274 to the attention of Joanne Rusk.

Title: Maryland Relay Service; Project No:  DBM- 050R2800035
1. 
If you have responded with a "no bid", please indicate the reason(s) below:

· Other commitments preclude our participation at this time.

· The subject of the solicitation is not something we ordinarily provide.

· We are inexperienced in the work/commodities required.

· Specifications are unclear, too restrictive, etc.  (Explain in REMARKS section.)

· The scope of work is beyond our present capacity.

· Doing business with Maryland Government is simply too complicated.  (Explain in REMARKS section.)

· We cannot be competitive.  (Explain in REMARKS section.)

· Time allotted for completion of the bid/proposals is insufficient.

· Transition time is insufficient.

· Bonding/Insurance requirements are restrictive.  (Explain in REMARKS section.)

· Bid/Proposals requirements (other than specifications) are unreasonable or too risky.  (Explain in REMARKS section.)

· MBE requirements.  (Explain in REMARKS section.)

· Prior State of Maryland contract experience was unprofitable or otherwise unsatisfactory.  (Explain in REMARKS section.)

· Payment schedule too slow.

· Other:  ______________________________________________________________________________

2. If you have submitted a bid or proposals, but wish to offer suggestions or express concerns, please use the Remarks section below.  (Use reverse or attach additional pages as needed.)

REMARKS: _________________________________________________________________________________

____________________________________________________________________________________________

Offeror Name: ______________________________________________________________   Date ___________

Contact Person: ____________________________________________     Phone (_____) ______ - ___________

Address: ____________________________________________________________________________________
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SECTION 1 - GENERAL INFORMATION XE "Section 1 - GENERAL INFORMATION" 
1.0 SUMMARY STATEMENT XE "SUMMARY STATEMENT"  

This solicitation is comprised of two functional areas.  Functional Area One focuses on Telecommunications Relay Service, including Internet Protocol (IP) Relay.  Functional Area Two is comprised of Video Relay Service (VRS).  Offerors may submit a proposal for either or both Functional Areas.  If two proposals are submitted, they must be submitted independently.

The objective of Functional Area One is to procure a qualified telecommunications service provider capable of providing an unrestricted, statewide, fully functional, state-of-the-art, Telecommunications Relay Service.  The cost of the Relay Service is funded by a surcharge applied by the local telephone companies to their individual customer bills for switched local exchange access service.  The surcharge is currently $.20 per month.  Users of the system are charged for that portion of the cost of service equal to the cost that would be paid by a non-disabled person using the telephone.  The Telecommunications Relay Service must provide a comparable level of access and quality that standard telephone service provides to a person without a hearing or speech disability.

The objective of Functional Area Two is to procure a qualified Video Relay Service provider capable of providing an unrestricted, statewide, fully functional, state-of-the-art, Video Relay Service.

1.1
Non-exclusive Use XE "Non-exclusive Use" 
This contract will not be construed to require the State to use this contract exclusively.  The State reserves the right to procure these services from other sources when it is in the best interest of the State to do so and without notice to the contractor(s). 

1.2
ABBREVIATIONS AND DEFINITIONS XE "ABBREVIATIONS AND DEFINITIONS" 
For purposes of this RFP, the following abbreviations or terms have the meanings indicated below:
A.  2-Line VCO – 

The capability to allow a deaf or hard of hearing customer to speak directly to the standard phone user via the Relay and to be able to receive responses typed in text by the Relay operator. This capability is particularly effective for deaf and hard of hearing customers who are able to voice for themselves. For deaf and hard of hearing customers who are able to hear to some degree, this capability allows them to hear directly what is being said by the standard voice user while still receiving those responses in text. Two separate telephone lines are needed to use this feature. One of those two lines must have three-way calling service enabled by the local telephone company. It is this line that enables the deaf/hard of hearing customer, standard phone user, and Relay operator to be connected together (conferenced together). On this line, the Relay operator listens to the conversation only and types what the standard phone user voices. The typing that is performed by the Relay operator is done on the other telephone line that is connected to the text device being used by the deaf/HOH customer (e.g. TTY, computer). 2-Line VCO users must be able to initiate or receive a 2-Line VCO call.

B.  ANI – 

Automatic Number Identification

C.  ASL – 

American Sign Language - ASL is a visual language and does not have a written form. In addition, ASL is not to be voiced word for word in its source grammatical form. When the visual language of ASL is required to be written, such as on a TTY, the resulting form of the language is called ASL gloss. ASL gloss should never be voiced verbatim. Only a person fluent in both languages (English and ASL) and interpretation has the skill level to voice ASL gloss into spoken English or to type spoken English back to an ASL user, in an English structure matching the register of the ASL gloss.

D.  ASL Fluency – 

The ability to sign expressively and receptively in ASL in a fluent manner.  Ability to converse with an ASL user, without the use of an interpreter.

E.  ASL Gloss – 

When the visual language of ASL is required to be written, such as on a TTY, the resulting form of the language is called ASL gloss.

F.  ASL Translation as Default – 

All calls to Maryland Relay that are recognized as ASL calls by an operator trained to recognize ASL calls are to be translated/interpreted by a trained translator/interpreter or operator certified by Maryland Relay.  Both users are to be informed that the ASL translator/interpreter is being summoned and shall have the right to refuse translation/interpretation any time during the call.  Customer notes in their user preference profile can also indicate refusal.

G.  Average Speed of Answer (ASA) – 

The time from when the inbound call reaches the Relay provider’s switch until the time the call is delivered to an operator station.  Abandoned calls are included in the calculation of ASA.

H.  Average Time of Operator Interaction – 

The time from when the call reaches an operator station until the time the operator is on line and able to interact with, and accept dialing instructions from, the inbound caller in the correct mode.

I.  Baud Rate – 

A measure of transmission speed over an analog phone line.

J.  Baudot Code – 

The code set used in TTY transmission.

K.  Blocked Call -  

Any call that arrived at the Provider’s switch, but was not answered due to the customer receiving a busy signal or any call with a continuous ring and/or in queue (or any other form of holding a call that has reached the provider’s network) for more than 90 seconds, while waiting for a Relay operator to be connected to the call and begin to interact with the calling party.

L.  Called Party – 

The outbound leg of a Relay call. The person being called by the inbound leg or calling party.

M.  Calling Party -  

The inbound leg of a Relay call.  The person placing the outbound call to the called party.

N.  Call Setup –

The time period beginning when the call arrives at the contractor’s switch until an operator begins to relay the call.
O.  Call Wrap Up – 

The time beginning when the one party disconnects until the time both parties are disconnected.
P.  Coin Sent Paid (CSP) – 

Coin Sent Paid (CSP) service is the ability to pay the charges of a call at a coin telephone and is not feasible for TRS users with current technology.

Q.  Contract Administrator- 

The State representative.  For this contract, the State’s Contract Administrator is:

Pam Stewart, Contract Administrator
Department of Budget and Management
Telecommunications Division

301 West Preston Street, Suite 1008A
Baltimore, Maryland 21201
Telephone #: 410-767-6970
Fax #:  410-767-4276
E-mail:   stewar@dbm.state.md.us

However, DBM may change the Contract Administrator at any time by written notice to the Contractor.

R.  Conversation Minutes – 

Time when the operator is on the line with both the inbound and outbound callers and is ready to begin processing the call, until either the inbound or outbound caller disconnects the call.

S.  CPU – 

Central  Processing Unit

T.  Department – 

Maryland Department of Budget & Management

U.  DBM – 

The Maryland Department of Budget and Management.

V.  Emergency Situation – 

When an event such as flood, major snowstorm, etc, or major catastrophe such as extended power outage, etc., has rendered the Relay Center totally inoperable, or inaccessible to employees.

W.  FCC- 

Federal Communications Commission

X.  FCC TRS Order – 

Refers to, FCC 00-56, CC Docket 98-67 - Report and Order and Further Notice of Proposed Rule Making, Adopted: February 17, 2000, Released: March 6, 2000.

Y.  Fluent – 

Ability to write and speak easily, smoothly and expressively. 

Z.  Functionally Equivalent Products, Features, and Services– 

The functionality of accessing a product, feature or service via Relay will not require any additional steps preceding, during, or proceeding the use of the product or service than would be required on a direct call from the same number.

AA.  Functionally Equivalent TRS – 

Performance in a TRS call of substantially the same function to achieve the same result as that in a voice-to-voice telephone call by individuals who do not need TRS for effective telecommunications.  Functionally equivalent communications must ensure efficient telephone calls that include equal: cost to consumers, call blockages no different than experienced by voice-to-voice non TRS callers, allowing choice of carriers for all types of long distance and toll calls, real-time communications in transmission and reception of text and speech, using advanced and efficient technology, as it becomes technically feasible.

AB.  Functionally Similar – 

A process similar to, but not exactly the same as the original process that is being manipulated.  In the case of a Functionally Similar product, the similarities and differences are to be described in detail.

AC.  GABTR- 

Governor’s Advisory Board for Telecommunications Relay

AD.  Inbound call – 

The call placed by the party initiating the call into the Relay Center.  Also known as the calling party.

AE.  IP Relay – 

Text to voice Relay.  Text is typed on a computer accessing the Internet to contact a Relay operator who then places an outbound landline call to the called party.

AF.  IXC  - 

Inter-exchange carrier

AG.  IVR – 

Interactive Voice Response 

AH.   ITU – 

International Telecommunications Union is a worldwide telecommunications standards-setting body.

AI.  Key Personnel – 

Management level positions at the Relay Center to include, but not be limited to, Account Managers, Operations/Location Manager, Human Resources Manager, and Trainer.

AJ.  LEC – 

Local Exchange Carrier 

AK.  Local Time – 

Time in the Eastern Time Zone as observed by the State.

AL.  Maryland Relay Call – 

An inbound call initiated by a Maryland resident, or outbound to a Maryland resident, by accessing any of the Maryland toll free numbers, regardless of the Relay Center that actually processes that call.  

AM.  NPA/NXX -  

The first six digits of a North American telephone number; the area code and exchange.

AN.  Offeror’s Contract Administrator – 

Person in the Offeror’s business with the authority and knowledge to resolve customer complaints that are not technical in nature.

AO.  Operations  - 

The contractor’s division or department that has responsibility for the technical operation and processing of calls at the Relay Center to include, but not be limited to, operators and supervisors.

AP.  Outbound call – 

The call placed from the Relay Center to the party being called by the inbound caller.  Also known as the called party.

AQ.  P.01 – 

The standard upon which blockage is measured.  One call in one hundred can be blocked, so the system is designed to meet this criterion.

AR.  PDA – 

Personal Digital Assistant

AS.  POC – 

Point of Contact

AT.  PSE – 

Varieties of signing used by deaf and hearing people who combine certain elements of both ASL and English.

AU.  Procurement Officer – 

Refers to Joanne Rusk as identified in section 1.3 in this RFP, or any successor by DBM.

AV.  PSAP – 

Public Safety Answering Point

AW.  PSC – 

Public Service Commission 

AX.  Regionally Directed Toll Free Number – 

An outbound line that receives an inbound ANI and directs the call to a specific location.

AY.  Request for Proposals – 

The entire contents of this solicitation document, which is titled as: Maryland Telecommunications Relay Service,  PROJECT NUMBER  DBM 050R2800035, and any addenda thereto. 

AZ.  RID – 

Registry of Interpreters for the Deaf (RID)

BA.  Session Minute- 

The period that includes the time the operator is dedicated to the call until the time the operator is disconnected from both parties.  This period shall include the set-up and wrap-up time of the call. 

BB.  SS7 – 

Common Carrier Signaling System 7 – SS7 is capable of accommodating both high-speed digital networks and low-speed analog facilities.  It operates at 64 kbps and can support variable message lengths up to 2,176 (272 octets) of information per page.

BC.  STS (Speech-to-Speech) – Speech-to-Speech provides an operator to voice clearly for customers with speech that is not easily understood over the phone
BD.  Standard Phone – 

Telephonic device used in standard voice to voice calls that do not require additional equipment or accommodation.

BE.  Supervisor -  

Person designated by the contractor to supervise operators or other personnel at the Relay Center.

BF.  Translation/Interpretation –  

Voice ASL gloss into spoken English or type spoken English back to an ASL user, in an English structure matching the register of the ASL gloss.

BG.  TRS – 

Telecommunications Relay Service

BH.  TTY -  

Refers to TTY, TDD, or any Text device used for telephone communication.

BI.  Verbatim Non-ASL Call – 

The relaying of a call that includes all information typed or spoken to the other party without eliminating, re-phrasing, or paraphrasing that information.

BJ.  Verbatim ASL Call -  

The verbatim interpretation of a call involving the two languages, ASL and English done by a trained, qualified person.  As stated above, only a person fluent in both languages (English and ASL) and interpretation has the skill level to voice ASL gloss into spoken English or to type spoken English back to an ASL user, in an English structure matching the register of the ASL gloss.

BK.  Video Remote Interpreting  (VRI) – 

VRI is a commercial service for which an individual or company pays for interpreting services.  The two end users, one using sign language, and one who does not, are in the same room as with a standard interpreting situation. VRI is neither a state nor a federally subsidized service.  VRI may use the same equipment and telephone networks as are used by VRS.  VRI does not have to follow TRS guidelines.  VRI does not need to be transmitted by a telecommunication carrier to provide VRI service.  

BL.  Video Relay Service (VRS) – 

A call is qualified as a VRS call when two lines are used; i.e., the same setup as a TRS call.  VRS is a feature of TRS just as STS is a feature of TRS, thus bound by TRS regulations that include two-line requirements.  VRS focuses on particular needs of TTY and VCO users who know sign language. 

Two separate lines mean that the caller (inbound party) and the receiver (outbound party) are using separate connections to communicate with each other.  The TTY and VCO users (VCO users may need two lines) who know sign language will be in front of a computer with video conference capacity (connected to a high bandwidth such as cable, DSL, T-1, T-3, or ISDN.)  The hearing person will be using a telephone set on a regular telephone line.  Once connected by either party, the video interpreter (VI - similar to Relay operator) will call the phone number or Internet Protocol address and the telephone interpreting communication will result. The interpreter will listen to the voice on the telephone, then sign the information to the video user through his/her computer screen.  The video user will sign to the interpreter, who will then voice what is being "said" to the hearing person who is using the telephone.  The VCO user will speak directly to the hearing person on the second line, but watch the Video Interpreter sign back what the hearing person is saying. 

1.3  PROCUREMENT OFFICER XE "PROCUREMENT OFFICER" 
The sole point of contact in the State for purposes of this RFP is the Procurement Officer at the address listed below:

Joanne Rusk, Procurement Officer
Department of Budget and Management
Office of Policy Analysis, Procurement Unit
45 Calvert Street/ Room 117
Annapolis, Maryland 21401
Telephone #: 410-260-7109
Fax #:  410-974-3274
E-mail:  jrusk@dbm.state.md.us

1.4
PRE-PROPOSAL CONFERENCE XE "PRE-PROPOSAL CONFERENCE" 
A Pre-Proposal Conference will be held at 301 West Preston Street, Room 1008-B, Baltimore, Maryland 21201 on Tuesday, December 4, 2001 at 10:00 am.  Attendance at the Pre-Proposal Conference is not mandatory, but all interested Offerors are encouraged to attend in order to facilitate better preparation of their proposals.  In addition, attendance may facilitate the Offeror’s ability to meet the State’s Minority Business Enterprise (MBE) goals.

1.4.1 The conference will be transcribed.   A copy of the transcript of the Pre-Proposal conference will be made available to potential Offerors at a nominal charge directly from the transcription company.  The identity of the company and details of how to obtain a transcript copy will be provided at the conference.  In addition, a summary of the Pre-Proposal Conference and all questions and answers known at that time will be distributed, free of charge, to all prospective Offerors known to have received a copy of this RFP. 

1.4.2 In order to assure adequate seating and other accommodations at the Pre-Proposal Conference, it is requested that by 4:00 p.m. on Thursday, November 29, 2001, all potential Offerors planning to attend, return the Pre-Proposal Conference Response Form or call Pam Stewart at (410) 767-6970 with such notice.  The Pre-Proposal Conference Response Form is included as Attachment E to this RFP.  Sign language interpretation will be provided.  However, if there is a need for  other special accommodations due to a disability, it is requested that at least five days advance notice be provided.  DBM will make reasonable efforts to provide such special accommodation.

1.4.3 Use of e-Maryland Marketplace

DBM participates in the e-Maryland Marketplace electronic commerce system administered by the Maryland Department of General Services. Therefore, in addition to using the DBM website (www.dbm.state.md.us) and other means for transmitting the RFP and associated materials, DBM provides solicitations and minutes of pre-bid/proposal conferences, Offeror questions and DBM responses, addenda, and other solicitation related information via e-Maryland Marketplace.   

This means that all such information is immediately available to subscribers of e-Maryland Marketplace.  Because of the instant access afforded by e-Maryland Marketplace, it is recommended that all Offerors interested in doing business with DBM and other State agencies subscribe to e-Maryland Marketplace.  

Depending on the desired level of service, an annual subscription to e-Maryland Marketplace costs  $150 or $225.  Information about e-Maryland Marketplace, including on-line subscription access, can be obtained at the e-Maryland Marketplace website at http://www.emarylandmarketplace.com/about.cfm.                                  

1.5   QUESTIONS XE "QUESTIONS" 
1.5.1 Written questions from prospective Offerors will be accepted by the Procurement Officer prior to the Pre-Proposal Conference.  As reasonably possible and appropriate, such questions will be answered at the Pre-Proposal conference.  (No substantive question will be answered prior to the Pre-Proposal Conference.)  Questions may be submitted by mail, facsimile, or preferably, by e-mail to the Procurement Officer.  Questions, both oral and written, will also be accepted from prospective Offerors attending the Pre-Proposal Conference.  As reasonably possible and appropriate, these questions will be answered at the Pre-Proposal Conference.

1.5.2 Questions will also be accepted subsequent to the Pre-Proposal Conference.  All post- conference questions should be submitted in a timely manner to the Procurement Officer only.  In case of questions not received in a timely manner, the Procurement Officer shall, based on the availability of time to research and communicate an answer, decide whether an answer can be given before the proposal due date.  Answers to all substantive questions that have not previously been answered, and are not clearly specific only to the requestor, will be distributed to all vendors who are known to have received a copy of the RFP.

1.6   PROPOSALS DUE (CLOSING) DATE XE "PROPOSALS DUE (CLOSING) DATE" 
An unbound original and nine (9) bound copies of each proposal must be received by the Procurement Officer no later than 2:00 p.m. (local time) Tuesday, December 18, 2001, in order to be considered.  Requests for extension of this date or time will not be granted.  Offerors mailing proposals should allow sufficient mail delivery time to ensure timely receipt. Except as provided in COMAR 21.05.02.10, proposals received after the due date, December 18, 2001 at 2:00 p.m. (local time) will not be considered.  Proposals may not be submitted by e-mail or facsimile.

1.7   DURATION OF OFFER

Proposals submitted in response to this RFP are irrevocable for 120 days following the closing date of proposals or of Best and Final Offers (BAFOs), if requested.  This period may be extended at the Procurement Officer's request only with the Offeror's written agreement.

1.8   REVISIONS TO THE RFP XE "REVISIONS TO THE RFP" 
1.8.1 If it becomes necessary to revise this RFP before the due date for proposals, amendments will be provided to all prospective Offerors who were sent this RFP or otherwise are known by the Procurement Officer to have obtained this RFP.  Amendments made after the due date for proposals will be sent only to those Offerors who submitted a timely proposal. 

1.8.2 Acknowledgment of the receipt of all amendments to this RFP issued before the proposal due date must accompany the Offeror’s proposal in the Transmittal Letter accompanying the Technical Proposal submitted. Acknowledgement of the receipt of amendments to the RFP issued after the proposal due date shall be in the manner specified in the amendment notice.

1.8.3 Failure to acknowledge receipt of amendments does not relieve the Offeror from complying with all terms of any such amendment.

1.9 CANCELLATIONS; DISCUSSIONS XE "CANCELLATIONS\; DISCUSSIONS" 
The State reserves the right to cancel this RFP, accept or reject any and all proposals, in whole or in part, received in response to this RFP, to waive or permit cure of minor irregularities, and to conduct discussions with all qualified or potentially qualified Offerors in any manner necessary to serve the best interests of the State of Maryland.  The State also reserves the right, in its sole discretion, to award a contract based upon the written proposals received without prior discussions or negotiations.

1.10  ORAL PRESENTATION XE "1.10  ORAL PRESENTATION" 
Offerors may be required to make oral presentations to State representatives in order to clarify their proposals.  Significant representations made by an Offeror during the oral presentation must be reduced to writing.  They will become part of the Offeror’s proposal and are binding if the contract is awarded.

1.11  INCURRED EXPENSES XE "INCURRED EXPENSES" 
The State will not be responsible for any costs incurred by an Offeror in preparing and submitting a proposal, in making an oral presentation, in providing a demonstration, or in performing any other activities relative to this solicitation.

1.12 ECONOMY OF XE "ECONOMY OF"   PREPARATION

Proposals should be prepared simply and economically, providing a straightforward description of the Offeror's proposals to meet the requirements of this RFP.

1.13  PROTESTS/DISPUTES XE "PROTESTS/DISPUTES"  

Any protest or dispute related respectively to this solicitation or the resulting contract shall be subject to the provisions of COMAR 21.10 (Administrative and Civil Remedies).

1.14  MULTIPLE OR ALTERNATIVE PROPOSALS XE "MULTIPLE OR ALTERNATIVE PROPOSALS"  

Neither multiple nor alternate proposals will be accepted.  Submitting proposals for more than one functional area is not considered a multiple or alternate proposal.

1.15   ACCESS TO PUBLIC RECORDS ACT NOTICE 

1.15.1 An Offeror should give specific attention to the clear identification of those portions of its proposal that it considers confidential, proprietary commercial information or trade secrets, and provide justification why such materials, upon request, should not be disclosed by the State under the Access to Public Records Act, Title 10, Subtitle 6, of the State Government Article of the Annotated Code of Maryland.  

1.15.2 This information is to be placed after the Title Page and before the Table of Contents in the Offeror’s Technical Proposal, and if applicable, also in it’s Financial Proposal.  Offerors are advised that, upon request for this information from a third party, the Procurement Officer is required to make an independent determination as to whether the information may be disclosed (see COMAR 21.05.08.01). 

1.16   OFFEROR RESPONSIBILITIES XE "OFFEROR RESPONSIBILITIES" 
The selected Offeror shall be responsible for all products and services required by this RFP. Subcontractors, excluding those used solely to meet MBE participation goals, must be identified and a complete description of their role relative to the proposals must be included in the Offeror’s proposals. Additional information regarding MBE subcontractors is required under paragraph 1.20.1 below. 

1.17  MANDATORY CONTRACTUAL TERMS XE "MANDATORY CONTRACTUAL TERMS" 
By submitting an offer in response to this RFP, an Offeror, if selected for award, shall be deemed to have accepted the terms of this RFP and the Contract, included as Attachment A.  Any exceptions to this RFP or to the Contract must be clearly identified in the Executive Summary of the technical proposal.  A proposal that takes exceptions to these terms may be rejected.

1.18   PROPOSAL AFFIDAVIT XE "PROPOSAL AFFIDAVIT" 
A proposal submitted by an Offeror must be accompanied by a completed Bid/Proposal Affidavit.  A copy of this Affidavit is included as Attachment B of this RFP.

1.19   CONTRACT AFFIDAVIT XE "CONTRACT AFFIDAVIT" 
All Offerors are advised that if a contract is awarded as a result of this solicitation, the successful Offeror will be required to complete a Contract Affidavit.  A copy of this Affidavit is included for informational purposes as Attachment C of this RFP. This Affidavit must be provided within five-business days notification of proposed contract award.

1.20. MINORITY BUSINESS ENTERPRISES XE "MINORITY BUSINESS ENTERPRISES" 
1.20.1. A minority business enterprise subcontractor participation goal of 25% has been established for this solicitation. This goal includes the goal of seven percent (7%) African American and ten percent (10%) female owned businesses.  The contractor shall structure its awards of subcontracts under the contract in a good faith effort to achieve the goal in such subcontract awards by businesses certified by the State of Maryland as minority owned and controlled.  MBE requirements are specified in Attachment D of this RFP.

1.20.2. A current directory of MBEs is available through the Maryland State Department of Transportation, Office of Minority Business Enterprise, P. O. Box 8755, B.W.I. Airport, Maryland 21240-0755.  The phone number is  (410) 865-1269.

The directory is also available at http://www.mdot.state.md.us and select the MBE Program label.  The most current and up-to-date information on MBEs is available via the web site.

1.21   ARREARAGES XE "ARREARAGES" 
By submitting a response to this solicitation, each Offeror represents that it is not in arrears in the payment of any obligations due and owing the State of Maryland, including the payment of taxes and employee benefits, and that it shall not become so in arrears during the term of the contract if selected for contract award.

1.22   PROCUREMENT METHOD XE "PROCUREMENT METHOD" 
This contract will be awarded in accordance with the competitive sealed proposals process under COMAR 21.05.03.

1.23. CONTRACT DURATION XE "CONTRACT DURATION" 
1.23.1. The contract resulting from this RFP shall be for a three (3) year period, with service beginning no later than June 1st, 2002. Initiation of contract services shall commence upon acknowledgement by the Department that the successful Offeror can successfully begin providing service.  The State, at its sole option, shall have the right to extend the contract term for up to two additional, successive one-year terms. 

1.23.2. At least 90 days prior to the expiration of the contract, the contractor may submit a request to adjust the contract services rates then in effect based upon a change in the CPI as described below.

For service rates, the U. S. Department of Labor, Bureau of Labor Statistics (BLS), Consumer Price Index (CPI), All Urban Consumers, Washington-Baltimore, DC-MD-VA-WV, Commodities Less Food, Not Seasonally Adjusted (Series ID: CUURA311SACL1) may be used as the basis for a request to adjust services rates. However, in no event shall the price increase exceed 5% of the current contract unit price.  The adjustment will be calculated, as a percent of the prior year annual index number increase.  The percent is derived from the difference between the prior calendar year "Annual" index number as published in the BLS-CPI and the most current year final, not preliminary, monthly index number as published by the BLS-CPI. The difference is expressed as a percent of the prior calendar year "Annual" index number.  This factor can only be used to document an increase in cost of service rates.  The Contractor must submit with the request: a copy of the proposed renewal price schedule showing the current contract services rates; the services rates adjustments as calculated using the BLS-CPI, All Urban Consumers, Washington-Baltimore, DC-MD-VA-WV, Commodities Less Food, Not Seasonally Adjusted (Series ID: CUURA311SACL1); and, the proposed renewal contract services rates.

In the event that the BLS discontinues the use of the CPI Index, the State may consider a request from the Contractor for a price adjustment based upon the most comparable successor index to the CPI, up to, but not to exceed, 5% for any renewal period.

For Example:

Consumer Price Index-All Urban Consumers 

Series Catalog: 

Series ID : CUURA311SACL1 
Not Seasonally Adjusted 
Area : Washington-Baltimore, DC-MD-VA-WV 
Item : Commodities less food 
Base Period : DECEMBER 1997=100 

Data: 

	Year 
	Jan 
	Feb 
	Mar 
	Apr 
	May 
	Jun 
	Jul 
	Aug 
	Sep 
	Oct 
	Nov 
	Dec 
	Ann 

	1999 
	99.8 
	
	99.6 
	
	101.1 
	
	100.8 
	
	102.6 
	
	102.8 
	
	101.3 

	2000 
	103.4 
	
	107.1 
	
	
	
	
	
	
	
	
	
	


Prior Year Annual  Index (1999) is

101.3

   Current Final Monthly Index (Mar 2000) is
107.1


 Difference
   5.8

5.8 divided by 101.3 =
5.7%

Since the resulting factor of 5.7% is larger than 5%, the Contractor would be allowed to submit a 5% price adjustment request to the State for that renewal option.

1.24 CONTRACT TYPE XE "CONTRACT TYPE"  

The contract shall be a fixed price, indefinite quantity contract as defined in COMAR 21.06.03.

1.25 VERIFICATION OF REGISTRATION AND TAX PAYMENT XE "VERIFICATION OF REGISTRATION AND TAX PAYMENT" 
Before a corporation can do business in the State of Maryland, it must be registered with the Department of Assessments and Taxation, State Office Building, Room 803, 301 West Preston Street, Baltimore, Maryland 21201.  It is strongly recommended that any potential Offeror complete registration prior to the due date for receipt of proposals.  An Offeror’s failure to complete registration with the Department of Assessments and Taxation may disqualify an otherwise successful Offeror from final consideration and recommendation for contract award.

1.26 LIQUIDATED DAMAGES XE "LIQUIDATED DAMAGES" 
Inability to meet specified requirements may result in liquidated damages assessed in accordance with the calculations in Section 3, I, 3.1, U, 1-11.  The amount of the liquidated damages will be deducted from the monthly invoice submitted by the contractor.

SECTION 2 – OFFEROR’S QUALIFICATIONS

 XE "SECTION 2 – OFFEROR’S QUALIFICATIONS" 
Offerors must clearly state and demonstrate within the Executive Summary of the Technical Proposal that they satisfy the following qualifications and provide reference to the page number(s) in their proposal where such evidence can be found.

FUNCTIONAL AREA 1- TELECOMMUNICATIONS RELAY XE "FUNCTIONAL AREA 1- TELECOMMUNICATIONS RELAY" 
2.1 Offeror must be capable of providing an accessible Telecommunications Relay Service on a 24 hours per day, 7 days per week, 365 days per year basis.

2.2 Offeror must have implemented and successfully operated two or more statewide Telecommunications Relay Services or two or more operator service facilities within the past five years.

2.3 Offeror must have the capability of providing IP Relay Service on a 24 hour per day, 7 days per week, 365 days per year basis.

2.4 Offeror must provide fully functional SS7 capability for calls within their network and possess the ability to transfer calls (with all call information) in full compliance with 47CFR§64.1600 et seq., of the FCC’s Rules, to achieve functional equivalence.

FUNCTIONAL AREA 2 – VIDEO RELAY SERVICE (VRS) XE "FUNCTIONAL AREA 2 – VIDEO RELAY SERVICE (VRS)" 
2.5 Offeror must have a minimum of six months experience providing Video Relay Service or Video Conferencing Services.

SECTION 3 - SCOPE OF WORK XE "SECTION 3 - SCOPE OF WORK" 
I. FUNCTIONAL AREA ONE XE "I. FUNCTIONAL AREA ONE" 
3.1  STANDARD TELECOMMUNICATIONS RELAY SERVICE (TRS) XE "STANDARD TELECOMMUNICATIONS RELAY SERVICE (TRS)" 
A.  BACKGROUND XE "BACKGROUND" 
The Americans with Disabilities Act of 1990 (the Act) requires Common Carriers to make available Telecommunications Relay Services (TRS) for persons with a hearing or speech disability.  The communications provisions of this Act are designed to make rapid and reliable nationwide communications service available to all individuals in the U.S., and to increase the utility of the telephone system.

In order to expedite implementation of this service within Maryland, as well as to ensure that a comparable level of access and quality was available to disabled persons as well as to non-disabled persons, the 1991 Maryland General Assembly enacted House Bill 853, now known as State Finance and Procurement Article, Title 3 Subtitle 801-807.  The Bill created a new program, Telecommunications Access of Maryland (TAM) (referred to henceforth as the Program), within the Department of General Services (DGS).  The Bill gave the Department, in consultation with the Governor’s Advisory Board for Telecommunication Relay (GABTR), the authority to establish and operate a program to provide cost-efficient 24-hour Telecommunications Relay Service (TRS).  In 1996 the program, along with all Statewide Telecommunications functions, was transferred from the Department of General Services to the Department of Budget and Management.  A competitively awarded contract to provide Relay Service to Marylanders was awarded to Sprint by the Board of Public Works on September 4, 1991.  Service commenced on December 1, 1991.  A second contract was awarded to Sprint by the Board of Public Works on September 4, 1996.

The primary objective of this Request for Proposals is to award to a qualified telecommunications service provider, a contract to continue providing an unrestricted, statewide, fully functional, state-of-the-art, Telecommunications Relay Service.  The cost of the Relay Service is funded by a surcharge applied by the local telephone companies to their individual customer bills for switched local exchange access service.  The surcharge is currently $.20 per month.  Users of the system are charged for that portion of the cost of service equal to the cost that would be paid by a non-disabled person using the telephone.  The Telecommunications Relay Service must provide a comparable level of access and quality that standard telephone service provides to a person without a hearing or speech disability.

The Maryland Relay Service became operational on December 1, 1991.  Today, the Center processes over 200,000 calls per month and is the fifth busiest Relay Center in the country. The Relay Service is operated by Sprint and is located in Northwest Baltimore at the Seton Industrial Park. Over 150 employees work in the Center.

All future references to the office administering the Telecommunications Access of Maryland Program will be referred to as the “Department”.  Disabled person refers to individuals who are hard-of-hearing, deaf, deaf-blind, or speech-disabled.  

The GABTR consists of 12 Maryland residents appointed by the Governor.  The GABTR is composed of members of the deaf, hard of hearing, mobility impaired, speech disabled, senior citizen, and deaf-blind communities, as well as representatives from government.  The Board convenes on a regular basis to review the level of access and quality of service provided by the Telecommunications Relay Service. Additionally, it advises the Department on program performance, the needs of the disabled communities, and provides a forum for public input.

The Department currently pays the Maryland Relay provider (Sprint) monthly for all calls placed between parties within the State of Maryland (intra-state) calls.  The reimbursement rate in 1996 at the beginning of the contract was $.72 per session minute.  The current reimbursable rate in 2001 is $.8883 per session minute.

B.  OBJECTIVES XE "OBJECTIVES"  

In issuing this RFP, the Department of Budget & Management is pursuing the following specific objectives:

1.   To contract with a qualified telecommunications company to seamlessly continue providing TRS beginning no later than June 1st 2002 and thereafter to operate an unrestricted, statewide, fully functional, state-of-the-art, functionally equivalent Telecommunications Relay Service, to be fully and completely provided by the successful Offeror.  The contract period will be for an initial three (3) years with two (2), one (1) year renewals at the option of the State. 

2.   To allow Maryland’s disabled population access to the switched public telephone network on a basis comparable to that available to people without such disabilities, and vice versa, in a functionally equivalent manner.

3.   To establish a Telecommunications Relay Service that is flexible and responsive to service demands and is adaptable for implementation of technological advances as they become available.

4.   To establish a Speech-to-Speech service for those individuals who need assistance in making their speech understandable.

5.   To establish an Internet Protocol (IP) Relay Service capable of providing standard TRS to citizens of Maryland who are placing or receiving calls.

6.   To establish a reporting system that provides detailed information on usage patterns, busy times, originating number, number of calls blocked, length of calls, total number of calls handled, complaints, and other pertinent information needed to manage the service and for periodic assessment of the level of access and quality of the service.

7.  To establish procedures for forecasting changes in service demand.

8.  To establish procedures to maximize service delivery/cost ratios which permit the most cost-effective operation of the Relay Service, without negatively affecting quality of service.

9.  To establish and maintain an information, referral, and outreach component which promotes the use of the Relay Service, and provides information about the availability of the Relay Service to the public.

10.  To locate the primary Relay Center within Baltimore City so that as many existing jobs as possible will be maintained.  As demand increases, additional jobs will be created by the service producing maximum economic benefit to the State.

C.  GENERAL REQUIREMENTS XE "GENERAL REQUIREMENTS" 
The Department intends to procure a continuation of service for an unrestricted, 24 hours/day, 7 days/week Telecommunications Relay Service that enables the State’s approximately 400,000 communicatively disabled individuals to access the switched public telephone network for communications to and from all other persons in the State, the nation, and the world.  The existing State owned, nationwide toll-free numbers, listed in Appendix G, shall be used.  All current toll free numbers, and any additional toll free numbers provided under this solicitation, will remain the property of the State of Maryland.  

The successful Offeror must meet all minimum standards and regulations relating to TRS found in the FCC TRS Order.  Where there is a difference between the standard of the FCC TRS Order and the standard of a requirement of this RFP, the stricter standard of the two shall prevail relative only to that portion of the standard that differs.

1.  Compliance with RFP Specifications 

The successful Offeror must establish and operate the Telecommunications Relay Service in compliance with specifications outlined in this RFP.  The establishment of this service must include the provision of all necessary facilities, equipment, software, circuits, telephone service, staff, training, setup, testing, reporting, and other program elements as may be needed for implementation and operation of the Relay Center.

2.  Primary Purpose 

The successful Offeror must ensure compliance with the primary purpose of the Relay Center, which is to provide a path for telephone communication between standard phone users and TTY users.  The standard phone user communicates with the Relay operator by voice.  The operator simultaneously Relays the conversation verbatim (including background information and voice tone descriptive words) to the TTY user by typing on a TTY/computer keyboard.  The operator then reads the response from the TTY user, which appears on the screen of their TTY/computer, and voices it to the standard phone user.

3.   Percent of Traffic Handled in Maryland Center 

The successful Offeror must process, on a daily basis, 95% of the Maryland Relay traffic in the Maryland Center(s), with the exception of Spanish language calls, and the possible exception of Speech-to-Speech calls.  The goal is to handle 100% of traffic in the Maryland Center.  However, the successful Offeror will be allowed to transfer up to 5% of Maryland traffic to a primary remote location during peak periods.  Inability to meet specified requirements may result in liquidated damages assessed in Section 3, I, 3.1, U, 4.

4.  Primary Location 

The successful Offeror shall locate the primary Maryland Relay Center within the limits of Baltimore City.

5.  Additional Maryland Centers

The successful Offeror may, with the approval of the Department, add additional Centers within the State of Maryland if the service and staffing demand cannot be met in the Baltimore location.

6.  Relay Call Center Access Cost

The successful Offeror shall provide the most cost effective access to the Relay Center for calls that originate or terminate in Maryland.  All toll calls shall be billed to a Maryland telephone number, a qualified calling/debit card or the customer’s carrier of choice if that carrier is available on the platform.  

7.  Adequate Capacity 

The successful Offeror must provide and assure adequate capacity to provide a functionally equivalent system.

8.  Announcement of Call Type and Explanation of Service 

The successful Offeror must develop announcements for all of the various explanations of service for each call type provided to Relay users.  All call announcements and explanations of service must be approved by the Department.

9.  Call Types Required 

The successful Offeror must ensure that the Relay Center has the capability to process the following call types in a manner that allows users of each call type to initiate or receive a call using their preferred call type mode.   All dedicated lines for specific types must be answered first in that call type while having the ability to switch to any other call type when needed by the inbound caller.  All of the following call types will be reimbursed on a standard session minute basis:

a.  TTY to Standard Phone

b.  Standard Phone to TTY

c.  Voice Carryover (VCO) - The capability to allow a customer, who is unable to hear on the phone, but has voice capabilities, to speak directly to a standard phone user via the Relay. The operator will type the standard phone users conversation to the VCO user.

d.  2-Line Voice Carryover (VCO) - The capability to allow a deaf or hard of hearing customer to speak directly to the standard phone user via the Relay and be able to receive responses typed in text by the Relay operator. 

e.  Hearing Carryover (HCO) - The capability to allow a speech-disabled customer to listen directly to a standard phone user via the Relay.  The operator will voice the HCO users conversation as it is typed.

f.  VCO to VCO - The capability to allow a VCO user to communicate with another VCO user via the Relay.  The operator will type the spoken words of each VCO user.

g.  HCO to HCO - The capability to allow an HCO user to communicate with another HCO user via the Relay.  The operator will voice the typed words of each HCO user.

h.  VCO to HCO - The capability to allow a VCO user to talk to an HCO user via the Relay.  The HCO user shall hear the VCO user’s voice and the VCO user will see the HCO user’s typed conversation.

i.  HCO to TTY - The capability to allow an HCO and TTY user to communicate via the Relay.  The operator will voice the TTY user’s conversation to the HCO user.  The TTY user will see the HCO user’s typed conversation.

j.  VCO to TTY - The capability to allow a VCO user and TTY user to communicate via Relay.  The operator will type the VCO user’s words to the TTY user and the TTY user will type to the VCO user.

k.  Speech-to-Speech (STS)

i.  The successful Offeror will enable an operator to voice clearly for customers with speech that is not easily understood over the phone, when these customers want to communicate without the use of a TTY.  All of the guidelines in the FCC Report and Order and Further Notice of Proposed Rulemaking Adopted February 17, 2000, CC Docket No. 98-67 shall be followed.

ii.  The successful Offeror may provide STS features in excess of the above-cited FCC requirements with the approval of the Department. 

iii.  Speech-to-Speech is encouraged to be handled within the Maryland Relay Center.  However, the Department is willing to allow STS to be processed in another Center if all Maryland training procedures and standards are followed.

iv.  STS users must be able to communicate with any and all Relay users to include but not be limited to, VCO, HCO, TTY, 2-Line VCO, or standard phone users.

v.  The successful Offeror will provide to the Department at the time of contract award, a copy of additional training materials, manuals, and requirements provided to STS operators.  All updates to these documents will be submitted to the Department at the time they are incorporated into the successful Offeror’s operator/training materials. 

vi.  The successful Offeror will test the hearing of operators to assure that they are competent to understand people with a variety of speech disabilities.  Each STS operator must score 92% or higher in each ear using a 50 word, W-22 or NU6 speech recognition test.  Each STS operator must measure hearing acuity of 20dB or less in each ear using a pure tone test. The audiologist shall be a State licensed professional audiologist or be certified by the American Speech-Language-Hearing Association with a Certificate of Clinical Competence in Audiology (CCC-A.)

vii.  The successful Offeror must ensure that STS users are able to choose, on a call-by-call basis, whether or not the other party will be allowed to hear the speech disabled person’s voice.

10.  Spanish Translation

The successful Offeror shall provide Spanish to Spanish and Spanish/English translation Relay.  Spanish Relay Services may be handled at a location other than the Maryland Relay Center.

11.  Operator Services
The successful Offeror will provide standard operator services consistent with those provided to standard phone users, including directory assistance, via the Relay.

12.   Call Type Communication
The successful Offeror shall ensure that all Relay call types have the ability to communicate with each other via Relay. 

13.  Permanent Call Type Identification on Non-7-1-1 Access Numbers
The successful Offeror must ensure that when the customer calls into the Relay Center, he/she may ask for permanent call type identification such as a TTY, Voice, VCO, 2-Line VCO, HCO, or ASCII.  Upon request of permanent call type identification, a User Preference Database record will be created or updated for the user to ensure that their calls are automatically answered in that mode for phone systems compatible with this feature.  

14.  User Preference Database
The successful Offeror must provide a customer record sometimes known as a “Customer Profile” or “Customer Database.”  Permanent call type identification and any other information in the customer record shall be automatically synchronized in the provider’s system ensuring that the customer will not be required to contact the provider more than once to give the same information. 

a.  The successful Offeror will include the following into the User Preference Database:

i.  Would you like to receive the Maryland Relay Newsletter?

ii.  Would you like to provide feedback about Maryland Relay once a year?

iii.   Please indicate the best way to contact you.  Address, e-mail, or phone, etc.

b.  The Offeror must include a list of all information, by field, collected in their User Preference Database.

c.  The successful Offeror shall agree that the User Preference Database is the property of the Department.  

d.  The successful Offeror shall provide, as stated in the FCC TRS Order, I.C.3.82, “…that TRS customer profile data be transferred from an outgoing TRS vendor to the incoming TRS vendor.  Such data must be transferred in usable form at least 60 days prior to the provider’s last day of service, in order to ensure minimum disruptions to customer calls.”  The information shall be transferred in an ASCII delimited format or other State acceptable format.

e.  The successful Offeror will provide a mechanism to enable any Relay user, at the user’s discretion, to enter a Personal Identification Number (PIN) that will access their personal preference information from any phone.

15.  Outreach and Advertising

The successful Offeror shall provide, at a minimum, an outreach and advertising budget of at least $150,000 annually to be spent on professional advertising and public relations activities.  The Department shall work with the successful Offeror to ensure that activities are consistent with the program goals.

a.  The successful Offeror shall ensure that the account managers have sufficient equipment and all other resources including financial, necessary to participate in advertising and outreach as directed by the Department.  This is to include, but is not limited to, display boards and signs, audio-visual equipment, interpreters, travel budget, etc. needed to accomplish this goal.  This is exclusive of the amounts listed in the paragraph above and is to be over and above the standard allowances for provider company travel, budgets, etc.

b.  All outreach and marketing materials, both visual and verbal shall refer to the Maryland Relay, not to the provider’s company name.  

c.  This expense is not a separate recoverable cost and must be included in the total price bid.

d.  Coordination with the Department for Consistency

The successful Offeror shall work with the Department in the development of outreach materials and programs to ensure these materials are consistent with program goals and provide continuity in relation to past practices and materials.

e.  The successful Offeror must include information regarding customer access to alternative long-distance carriers, via Maryland Relay in the appropriate outreach materials.

16.  Conference Calling With Real Time Captioning

The successful Offeror will provide conference calling with real time captioning in order to enable TTY users to more equally participate in conference calling, whereby four (4) or more individuals are involved in the conference.  The real time captioning shall be accomplished via a court reporter or similarly qualified persons.  The conversation typed as real time captions must be able to be transmitted at high speed to either an ASCII TTY or PC.  Relay users must request this type of conference calling at a minimum of 2 days in advance in order to obtain the services of a real time captioner. 

The successful Offeror shall work with the Department to develop guidelines and procedures for this feature.  At least one conference participant must be a Maryland TTY user who will be the initiator of the call.  Policies shall be established to minimize the possibility of abuse.  A PIN system will be established as part of this plan.

D.  SYSTEM STANDARDS XE "SYSTEM STANDARDS" 
1.  Call Registration

The successful Offeror must have a call registration method to accurately determine and record the call type for all inbound calls.

Example:  Deaf/Blind user places a call on the TTY line. The caller must be recognized by the successful Offeror’s system as a deaf/blind user; if he/she has a User Preference Database record; if the user is branded as a deaf/blind user; or at the operator’s discretion when the customer asks for slower typing because (s)he is deaf/blind. 

Example:  A 2-LineVCO user calls on the TTY line and asks for 2-Line VCO and the operator has to switch to the appropriate call type.  

2.   Equipment, Software, Facilities, and Transmission Circuits

a.  Performance Standards 

The successful Offeror’s transmission circuits for Standard Telecommunication Relay must meet or exceed FCC and Inter-exchange Carrier performance standards.  The circuits must be able to carry/provide the optional services offered by the vendor, (example: Caller ID) in a functionally equivalent manner. The Relay user must not be required to perform any additional steps or interaction to invoke the optional service if he/she has already paid for the optional service, offered by the local phone company, on the phone line being used to dial into the Relay Center.  Any operator service offered must be technically equivalent and may not be simulated to mimic the local phone company optional service.

b.  Startup Equipment and Software

The successful Offeror’s transmission circuits shall meet or exceed FCC Inter-exchange performance standards for circuit loss and noise.  Telecommunications equipment, including station terminals, must be capable of receiving and transmitting in both Baudot and ASCII codes, with Baudot as the primary setting.  The successful Offeror shall provide methods of accessing, and being accessed by, computers up to at least 2400 Baud.

c.  Compatibility

The successful Offeror’s terminals, keyboards, and modems must be compatible with TTY devices in service and must receive (or access), and handle TTY calls at any Baud rate generally in use.  These devices must also receive, access, and communicate with computers at any speed generally in use.

d.  Outbound Volume Control

The successful Offeror’s system must have the ability to increase the volume on the outbound leg of the call for both the operator’s microphone when the operator is voicing, and the outbound line when the Relay user is voicing, as in an HCO call.  This control must be independent of the operator’s headset receiver control.

e.  Auto-switchable Modems

The successful Offeror must have modems that are auto-answer and auto-switchable at all speeds.

f.  Latest Technology

The successful Offeror must provide equipment that incorporates the latest technology and support equivalency to all standard phone services.  These services include Automatic Number Identification (ANI), and other service enhancements which increase the functional equivalency of the Relay Service for all calls, both carried on the provider’s network or sent out to inter-exchange carrier (IXC) networks.

g.  Recorded Announcements for System Failures

The successful Offeror must provide the required recorded announcements as appropriate that shall be provided if a system failure occurs within the Relay switch or on outbound circuits in both voice and text.  The successful Offeror shall, at the direction of the Department, add temporary messages to inform users of delays in obtaining service due to events such as, inclement weather, switch malfunction, natural disaster, civil disturbances, or other events sufficient to impeded the delivery of service to Maryland Relay users.  Messages shall be provided in both voice and text.  

h.  Telecommunication Relay Service Technology Upgrades

The successful Offeror must ensure that their proposed Relay Service will be progressively modified to adapt to improvements in technology and to incorporate state-of-the-art Relay Service technology upgrades.

i.  Regionally Directed Toll Free Numbers

The successful Offeror must ensure that Relay users will be able to access regionally directed toll free numbers.  These numbers would typically be accessible to the Relay user in his or her calling area.  Example: the AAA has a national toll free number.  When a call arrives at the AAA call center, it is automatically rerouted to the correct state based on information in the ANI.  If the Relay Center ANI is transmitted, the call will be routed to the state where the Relay Center is located which, in the case of Maryland Relay peak period or total failure, may not be the state where the Relay user is located.

j.  Regionally Restricted Toll Free Numbers

The successful Offeror must ensure that regionally restricted toll free numbers will be accessible through their system.  Example: If a Maryland Relay user is within Maryland and calls an 800 number that is restricted to intra-state calls, and the call is routed to a remote center, the successful Offeror must have the capability of accessing the restricted toll free call regardless of the location where the outbound call is initiated. 

k.  Service Reliability

The successful Offeror must comply with each of the following items:

i.  Switching System

The Switching System shall include a redundant CPU on a hot stand-by (to ensure that no calls are dropped due to processor failure), a full maintenance and administrative terminal with keyboard, screen and printer capabilities, on-line system monitoring, real time programming capabilities (which will not take the system off line), ability to perform preventive maintenance (without taking the system off line), and an inventory of spare, critical components to be maintained on site.

ii.  Disaster Recovery Plan and Escalation

The successful Offeror must have a Disaster Recovery Plan that is periodically reviewed and updated which addresses their response to all potential natural and man-made causes of system failures.

iii.  Detailed Plan for Specific Disasters

The successful Offeror shall have a detailed plan to cope with specific disasters.  Details may include: alternate switching of calls, including network diagrams identifying where traffic will be routed if vulnerable circuits become inoperable; the provision of redundant circuits to geographic areas where users are concentrated; a contingency plan for how disasters will be handled that are not part of the network, but that may affect the network (e.g., a fire in the Central Office that severs the Maryland Relay); and/or other areas which the successful Offeror considers important to include in a disaster recovery plan.

iv.  Notification of Disasters to the Department

The Contract Administrator must be notified by telephone or pager within 15 minutes of any disaster or event that impedes, to any degree, access to the Maryland Relay or processing of Maryland Relay calls.  Contact information will be given to the successful Offeror at time of award.

v.  Written Report

A written report must explain how and when the problem occurred, what was required to correct it, and the time and date when the Maryland Relay resumed full operation.  The report must be given to the Department within three (3) calendar days of resumption of operation.  Inability to meet specified requirements may result in liquidated damages assessed in accordance with Section 3, I, 3.1, U, 11.

l.  Automatic Spell Check and Auto-Correction

The successful Offeror’s system shall have automatic spell check. 

m.  Automatic Change of TTY Abbreviations Upon Request

The successful Offeror’s system shall have the ability to change TTY abbreviations to full words upon request.  Example:  Late deafened VCO user is not comfortable with TTY abbreviations and prefers full words.
n.  Macros

At time of award, the successful Offeror shall provide to the Department, a complete, detailed list of all macros used or planned to be used.  For the duration of this contract, all modifications to this list shall be given to the Department at least one week before implementation.

3.  Coin Sent Paid

Telephone Industry Proposed Plan

The successful Offeror shall ensure that users will not be charged more than the lower of the coin-sent-paid rate or the rate for calling card, collect or third party billing.  On March 16, 2001, the FCC issued its Second Further Notice of Proposed Rule Making, FCC-01-89, concerning payphone requirements, which continues the suspension of coin sent paid but requires that TRS providers accept alternative billing arrangements (credit card, etc) from payphones.  A full copy of FCC-01-89 is available from the FCC web site www.fcc.gov/cib/dro.

a.  No Charge for Local Calls From Pay Phones

A caller will dial the regular TRS number from a pay telephone.  Once the TRS Center is reached, the caller will give the operator the number to call. If this is a local call from a pay telephone, the call will be completed at no cost to the caller.

b.  Pre-paid Cards/Calling Cards From Pay Phones

If a call is a toll or long distance call, the TRS caller will give the operator both the number to call and his/her calling card number or pre-paid card number.  The operator will verify the number and connect the call.  The operator will ask for the dialing instructions, which are listed, on the prepaid card.  The operator will tell the user the amount of minutes/units left on the card.  The call is then connected, and the Relay call begins.  

i.  During the term of the contract, if there are pre-paid cards that the successful Offeror does not accept, a list of all restricted pre-paid cards shall be submitted to the contract monitor.  

ii.  The successful Offeror must, at the request of the Department, provide written justification for excluding a prepaid, debit, or other phone card that they include on their list of unacceptable cards.  

iii.  In the event that the successful Offeror’s explanation is not acceptable to the Department, the successful Offeror will be required to accept the card.

iv.  The successful Offeror will submit a list of all acceptable debit cards.  The successful Offeror will provide an updated version of both lists quarterly to the Department.

4.  Access to Directory Assistance

The successful Offeror will provide callers with access to local and long distance directory assistance.  Local directory assistance calls must be billed to end users at the same rate that would be billed by the local company servicing the end user directly.  If a finite number of calls are allowed to directory assistance in a specific time period by a specific user, the successful Offeror must have a methodology to accurately track the amount of calls to directory assistance made by a user.

5.  Use of ANI

Automatic Number Identification (ANI) technology will be utilized so that no caller is required to give his/her originating calling number, except in instances where ANI information is not available from the local exchange carrier (LEC).  If the operator does not receive the ANI and must ask the customer for their phone number, the operator will explain to the inbound party the reason (s)he is asking for the phone number. 

6.  Access to Carrier of Choice

a.  The successful Offeror shall provide access to the customer’s choice of Inter‑LATA (interstate) and Intra‑LATA (intrastate) carriers though the Relay Service to the same extent such access is provided to standard telephone users in Maryland.  

i.  The successful Offeror shall establish methods to be utilized to provide access to the caller’s requested carrier.  

ii.  The successful Offeror shall establish a plan to ensure that other carriers will be informed of the steps required to allow their calls to be processed through Maryland Relay.  

iii.  The successful Offeror shall ensure that Relay users can request their carrier of choice either by direct request to the operator or automatically, via the information in the User Database.

iv.  Direct request for a carrier of choice shall override the information in the User Database for the initial outbound call and consecutive outbound calls made in accordance with the inbound call.

v.  Carrier of Choice shall not apply to outbound IP Relay calls unless there are new rules regarding IP issued by the FCC in the future.

b.  The FCC TRS Order requires carriers to be accessible to Telecommunications Relay Service.

i.  Contact Carriers to be Accessible to Maryland Relay

The successful Offeror must have a plan that will encourage all IXCs and dial-around services operating in Maryland to be available via the Maryland Relay. 

ii.   Reporting Carriers Contacted

The successful Offeror must provide to the Department, beginning at the time of award:

1) List of all carriers contacted, the Point of Contact (POC) for the carrier, and the status of the carrier’s availability/accessibility via Maryland Relay on a quarterly basis.

2) A separate report is to indicate the carriers who refuse to comply along with a POC, which will be forwarded by the Department to the Maryland Public Service Commission (PSC) and the FCC for facility-based carriers or non facility-based carriers.

7.  900 or Any Pay Per Calls

The successful Offeror must provide access to 900 numbers, and any other pay per call numbers.  

8.  Handling of 7-1-1 Calls

a.  Calls to 7-1-1 are to be answered first in voice mode.  

b.  There is to be no pre-determined answer sequence based on ANI, whether permanent or temporary, placed on the inbound line. 

c.  User Preference Database information is to be available to the operator at the time of connection with the inbound caller. 

d.  The successful Offeror may be allowed to institute an Interactive Voice Response (IVR) with the approval of the Department.

9.  Mobile Radio and Paging

a.  The Relay Center must be capable of receiving and transmitting all types of Relay calls through mobile radio and paging.  

b.  The Relay Center must be capable of handling cellular and PCS phone calls as well as wireless calls.  The successful Offeror must maintain the procedure and methodology to determine the call types and document the amount of time necessary to determine call types.  The successful Offeror must be capable of billing the call appropriately.  

10.  FCC Regulations 

All current standards and regulations and any future standards implemented by the FCC relating to TRS adopted by the FCC or regulations codified by FCC are hereby incorporated by reference, as minimum standards required in the context of this RFP, whether or not said standards are specifically mentioned, named, or referred to in this RFP.   The State may negotiate with the successful Offeror in the event of FCC mandated changes in the provision of Relay services, which require an increase in price. 

E.   FACILITY DESIGN & ACCESS XE "FACILITY DESIGN & ACCESS" 
Workspace Accommodations for Call Privacy and Confidentiality 

The successful Offeror shall ensure that the equipment and structural accommodations made to the operator workspace will ensure the total confidentiality of Relay user’s calls, and prevent the Relay users on one call from overhearing a Relay operator processing another call.  Such incidents will be considered a breach of confidentiality on the part of the Relay provider. 

F.   MINIMUM RELAY/STAFFING REQUIREMENTS XE "MINIMUM RELAY/STAFFING REQUIREMENTS" 
1.  The successful Offeror shall attempt to utilize (at transition date) personnel currently employed at the Maryland Relay who meet the minimum qualification requirements as specified in this RFP.

2.  The successful Offeror will provide in the technical proposal a reference list of no less than two (2) comparable projects the Offeror has undertaken and for which the Offeror currently has operational responsibility.  The list will include the name, telephone number, mailing and e-mail address of the contact person for each reference.  The State shall have the right to contact any reference for which the Offeror is currently providing relay service as part of the evaluation and selection process.

3.  The successful Offeror shall supply at a minimum:

a.  Account Liaison – At least one liaison to represent the successful Offeror’s company who has full power and authority to ensure compliance of all departments and areas within the successful Offeror’s company.

b.  Two full time Account Managers

i.  At least one of the account managers shall have the ability to sign fluently to ensure full understanding and communication with deaf users, and possess an understanding of the issues relevant to TTY, hard of hearing, and senior citizen users.

ii.  Account managers shall have full access to communication while working for Maryland Relay.  All information on the Center floor, all aspects of dealing with Center personnel and Relay customers in the Relay Center, must be unimpeded. Center staff who do not have this ability without special accommodation, will have the necessary accommodation available at all times at the Maryland Relay Center.

iii.  Account Manager Responsibilities:

3) Contract Management  - One account manager shall have the responsibility of working with the Department on contract issues and acting as a point of contact (POC) between the contract administrator and the successful Offeror.  Information requested by the Department is to be provided by all of the successful Offeror’s departments that support any area of Maryland Relay, to the POC in an expeditious and efficient manner to avoid the need for escalation of problems.  All information provided to the Department shall have the name and position of the person(s) providing information to the account manager to ensure that the flow of information to the Department and persons responsible are identified to the contract administrator.

4) Public Relations - One account manager will work closely with, and under the direction of, the contract administrator to ensure accurate flow of information between the Maryland Relay and the user communities.  All information provided to the Department shall have the name and position of the person(s) providing information to the account manager to ensure that the flow of information to the Department and persons responsible are identified to the contract administrator.

c.  Trainer

i.  The successful Offeror must provide at least one full time trainer who has first-hand knowledge of the deaf, hard of hearing, and senior citizen communities with the ability to sign fluently.  

ii.  The role of the trainer is to provide technical and cultural training to operators and staff on the step-by-step processing of all call types, standards of use of the TTY in the deaf community, and flow of communication between typed and spoken word.

iii.  All information provided to the account manager acting as POC or the contract administrator shall have the name and position of the person providing information to the trainer to ensure that the flow of information to the Department and persons responsible are identified to the contract administrator.

d.  Operations/Location Manager 

i.  The successful Offeror must provide at least one full time operations/location manager for each Maryland Relay Center.

ii.  The role of the operations/location manager is to interact with the account managers, staff, and the Department to ensure the proper staffing, processing of calls, and technical operation of the Relay Center.

iii.  All information provided to the account manager acting as POC and the Department shall have the name and position of the person providing information to the operations/location manager to ensure that the flow of information to the Department and persons responsible are identified to the contract administrator.

e.  Human Resource Manager

The successful Offeror shall provide at least one full time person dedicated to recruiting qualified persons to become operators to ensure adequate capacity of operators at all times.  This person must have first hand knowledge of the disability community to ensure the recruitment of qualified persons with disabilities.  All information provided to the account manager acting as POC and the Department shall have the name and position of the person providing information to the recruitment human resource manager to ensure that the flow of information to the Department and persons responsible are identified to the contract administrator.

4.  Full Time Staff Position Responsibilities 

The successful Offeror will ensure that all account managers, trainer(s), human resource manager, and the operations/location manager devote 100% of their time to Maryland Relay specific business.  Time not devoted directly to Maryland Relay shall be approved in advance by the contract administrator, documented and reported to the contract administrator on a monthly basis.

5.  Sufficient Administrative Support 

The successful Offeror shall provide sufficient administrative staff whose duty will be to fully support account managers as well as operations staff equally.

6.  Recruitment of Persons with Disabilities

The successful Offeror shall actively recruit persons with disabilities, including individuals who are deaf, hard-of-hearing, speech disabled, deaf-Blind, or blind.  Preference will be given to employing individuals with American Sign Language (ASL) fluency, Relay Service experience, and experience working within the deaf, hard of hearing and/or speech disabled community. 

7.  ASL Translation/Interpretation Staff

Translation/interpretation is the default procedure for all ASL calls inbound or outbound using the Maryland Relay.  The successful Offeror shall provide, at a minimum, one person fluent in ASL interpretation translation on duty at all times (24/7/365) in the operator area of the Relay Center to assist operators who are not qualified to perform as an ASL translator/interpreter.  

8.  Sufficient ASL Translation/Interpretation Staff

The number of translators/interpreters required shall be monitored and adjusted to ensure the ASL translation/interpretation needs of the Maryland Relay users are met.

9.  Disability Awareness

All Relay Center staff, including management, shall receive training in disability issues, ASL, Deaf culture, hard of hearing issues, speech disabilities, diversity issues, ethics, and confidentiality.  

10.  Staff Training Plan

The successful Offeror must have a staff training plan indicating training topics and time frames, identify individuals or organizations representing the above mentioned communities listed in #9 above, assisting with the training.  

11.  Staffing Patterns - The successful Offeror shall supply all staff and shall include staffing patterns by classification of employee, for the following monthly completed call volumes:

Calls/Month

110,000

125,000

150,000

175,000

An average session call length of 6.0 minutes shall be assumed.

See appendix H for historical call statistics.

G.  SERVICE DEMAND AND CAPACITY XE "SERVICE DEMAND AND CAPACITY" 
1.  Change in Service Demand

2.  The successful Offeror must possess the ability to address changing demands for service for the range of call volumes and the average length of call specified in Section 3, I, 3.1, F.11.  This ability shall include, but not be limited to, traffic analysis, trunking capacity, number of operator workstations, staffing, facilities, measurements and data in addition to historical data to be utilized, and equipment.  The Offeror must be able to determine lag time required adjusting for increases or decreases in service demand and have the ability to maintain the service standards specified in this RFP.

3.  Meeting Service Demand

The Relay Center must be capable of meeting any and all levels of monthly service demand specified in this RFP.

4.  Adaptation to Technological Advancements

The Relay system must be flexible enough to allow easy adaptation to technological advancements on a functionally equivalent basis.  

H.   ACCESS TO MARYLAND RELAY CENTER XE "ACCESS TO MARYLAND RELAY CENTER" 
1.  Office Space for Department Designee & Department Access to Center

The successful Offeror shall include dedicated office space for the use of the contract administrator or the Department’s designee(s), to be used at his/her discretion, with complete and unimpeded access, on a 24/7/365 basis without notification to the provider. The Department designee(s) will be given any access codes, security badges, etc. necessary for unimpeded access to any and all parts of the Center.

2.  Access to Business Office by Telephone

When the phone is answered in the Relay Center business offices, the phone shall be answered, “Maryland Relay Business Office,” or as otherwise directed by the contract administrator.

3.  Written Communication

Letterhead used for Maryland Relay business such as customer contact, shall be that of Maryland Relay, not the successful Offeror’s business letterhead.  The contractor’s name or logo may appear as provider of Maryland Relay, subject to the approval of the contract administrator, in a smaller font to clearly indicate that it is correspondence from Maryland Relay.

I.  BILLING STANDARDS  /ACCESS- LONG DISTANCE, TOLL CALLS, FLAT RATE CALLING PLANS XE "BILLING STANDARDS  /ACCESS- LONG DISTANCE, TOLL CALLS, FLAT RATE CALLING PLANS" 
1.  Ask for Carrier of Choice

The successful Offeror must ask the Relay user his/her long distance or Intra-LATA toll carrier of choice for every call if that information is not automatically available through the User Preference Database or offered directly by the inbound caller at the time of the call for any outbound long distance or toll calls.

2.  Carrier of Choice Not Available

If the inbound caller’s Carrier of Choice is not available via the Maryland Relay, the call may be placed by the provider, after asking if the provider’s long distance or Intra-LATA service is acceptable to the inbound caller.  Long distance and toll calls placed and billed by the Relay provider through the Relay Service shall be billed to the caller at the provider’s lowest subscriber rate.  Casual user charge, or other additional charges may not apply. 

3.  Carrier of Choice Is Available

The successful Offeror shall supply billing for intrastate, interstate, and international long distance services to user’s choice of IXCs at that carrier's rates and using that carrier’s calling card or phone debit card.

4.  Multiple Calls Using Calling Cards and Phone Debit Cards

The successful Offeror shall allow multiple outbound calls to be placed using a calling card or phone debit card without having to supply the operator with the toll-free number and PIN or access code each time an outbound call is associated with the same inbound call.

5.  Interstate and International Cost Reimbursement

The successful Offeror must provide interstate and international service through the Relay, recovering their cost through the reimbursement mechanism established and maintained by the FCC designated interstate fund administrator.

6.  Inbound International Calls

The successful Offeror shall provide international access to calls into Maryland Relay when the inbound caller is outside the United States.  

7.  Inbound Domestic Calls

The successful Offeror must, at no cost to the person placing the call, provide toll free inbound service to the Relay Center from within the United States.  

8.  Land-line Flat Rate Calling Plans

The successful Offeror shall ensure that a customer having an expanded flat rate calling plan is able to place calls through the Maryland Relay to points within the expanded local calling area without incurring any charge for the call.

9.  Cellular Flat Rate Calling Plans

The successful Offeror will ensure that flat rate plans purchased by cellular users accessing Maryland Relay when they are identified by the call codes of 60, 61, 62, or by users stating that they are on a cell phone and the call should be a local call, do not incur any additional charges.

10.  Wireless Flat Rate Plans

The successful Offeror will ensure that flat rate plans purchased by wireless users enable them to access Maryland Relay without incurring any additional charge.  This will include, but not be limited to, access to Maryland Relay via text pager, Personal Data Assistant (PDA), or other wireless devices able to initiate and receive text messaging.

11.  Sent-Paid Calls

The successful Offeror must provide a method of billing charges for collect calls, person-to-person calls, or calls charged to a third party.  

12.  System Billing Process

The successful Offeror must ensure that call detail record generation will be automated and available for audit and real time monitoring.

13.  Billing Account Codes

The call billing system must work from account codes equal to the size of the originating telephone number and the terminating telephone number to compute the actual cost.  The system must generate all required billing data on an appropriate media to provide for printing the appropriate rate on the caller’s regular telephone bill, so designated as a Relay Center call, and requiring the caller to pay said amount with his/her regular telephone bill payment.  The call billing system must be automated.  Hand written tickets or call records are not acceptable.

14.  Caller-provided Information

The successful Offeror may require that a caller provide NPA/NXX type information to identify the caller’s local calling area if that information is necessary to distinguish local calls from toll calls and allow for faster call set-up.  

15.  Billing Record

The billing account record shall contain, at the minimum, the following information:

a.  Telephone number or credit/calling card number to be billed (NPA-prefix-line number)

b.  Originating telephone number (NPA-prefix-line number)

c.  Terminating telephone number (NPA-prefix-line number)

d.  Date

e.  Start time (the actual time the calling party is initially connected to the called party or to an answering machine at the called party’s number, or intercept message for the called number)

f.  End time (the time when either the called party or the calling party hangs up; whichever occurs first)

g.   The successful Offeror shall be allowed to bill in six (6) second increments when measuring call length.

J.  SERVICE STANDARDS XE "SERVICE STANDARDS" 
The Relay Service must meet or exceed the following service standards:

1.  The Relay Center must operate 24 hours per day, 7 days per week, and 365 days a year.

2.  The successful Offeror will, on a daily basis, notify The Department within six (6) hours if less than 95% of the required Maryland calls are processed through the Maryland Relay Center during peak hours, or if less than 100% of the required calls are handled in the Maryland Relay Center.  Inability to meet specified requirements may result in damages assessed in accordance with the calculations in Section 3, I, 3.1, U, 4.

3.  No restrictions shall be placed on the length or number of calls placed by customers.

4.  The average daily blockage rate for all calls into the Relay Center shall be no greater than P.01.  Blockage rate shall be measured by sampling the number of calls being blocked at a minimum of every 30 minutes for each 24-hour period. If a call rings or is in queue/hold in excess of 90 seconds, it is to be considered a blocked call.   Inability to meet specified requirements may result in liquidated damages assessed in accordance with the calculations in Section 3, I, 3.1, U, 3.
5.  Average Speed of Answer (ASA) Requirements:

a.  The successful Offeror must meet an average daily answer time of three-and-three-tenths (3.3) seconds over each 24-hour period beginning at 12:00 AM current Eastern Time zone for all Maryland Relay Services except IP Relay.  ASA must be measured by an average of actual answer times calculated as the sum of all individual call answer times divided by the number of inbound calls, not by periodic sampling, nor by an average of averages.

b.  Measurement of ASA shall begin when the provider’s switch (ACD – Automatic Call Distribution) accepts the call from the local exchange carrier (LEC) and the public switched network delivers the call to the Maryland Relay Center.  The Maryland Relay Center shall accept all calls immediately when offered by the LEC (without delay) or return a busy signal.  Measurement of speed of answer shall continue until the accepted call is either abandoned or answered by a live operator ready to relay the call.  This will not include a live operator or other individual answering the call to determine call mode or for any other reason except the immediate initiation of the actual outbound call outdial and relaying of the call.  Inability to meet specified requirements may result in liquidated damages assessed in accordance with the calculations in Section 3, I, 3.1, U, 2.

6.  Any call not answered within 90 seconds will be considered a blocked call and subject to damages. Inability to meet specified requirements may result in damages assessed in accordance with the calculations in Section 3.I. 3.1, U, 3.

7.  Calls Allowed in ASA Calculation

If for any reason, Maryland Relay calls are transferred to another Center, only the call placed for Maryland Relay may be used in the ASA calculation, not the daily Average Speed of Answer for the remote location handling the transferred calls.  Refer to Liquidated Damages Section 3. I. 3.1, U, 2.  Blocked and abandoned calls processed at remote locations are subject to the same requirements as in-center calls.  Refer to Section 3.I, 3.1,U, 3.

8.  No Recorded Message or Answer Queue on Inbound Calls

No call to the Relay Center, with the possible exception of 7-1-1, will be answered by a recorded message for voice or TTY.  Only continuous ringing or a busy signal shall be used.

9.  Call Transmission

The Relay Service shall Relay conversations between the TTY and standard phone, or any calls as described in this RFP.

10.  ASL Translation/Interpretation

ASL Translation/Interpretation is the default for ASL inbound or outbound users unless otherwise specifically directed by the Relay user.

a.  Requesting Translator/Interpreter 

Either the inbound or outbound caller may request an ASL translation/interpretation.

b.  Summoning a Translator/Interpreter 

The successful Offeror must ensure that the translator/interpreter can be summoned directly by an operator in an expeditious and efficient manner from anywhere in the Relay Center.

c.  Keeping the Parties Informed

Both the inbound and outbound caller must be kept informed that the translator/interpreter has been summoned, have the right to refuse the translation/interpretation at any time, and be informed of any delays in obtaining a translator/interpreter. 

d.  Refusal of Translator/Interpreter

If either party refuses the translator/interpreter, the operator shall Relay that information and any ensuing conversation between the two parties regarding the translation/interpretation.

e.  Translator/Interpreter Response Time

The Relay Center must be staffed with sufficient ASL translators/interpreters to ensure that users do not wait more than two (2) minutes for a translator/interpreter.

f.  Keeping the User Informed of Delays

If a delay is unavoidable due to an unusually high amount of translated/interpreted calls, both parties are to be asked if they would like to proceed without translation.

g.  Reporting Inability of Obtaining Translator/Interpreter to the Department

The Department shall be informed of all instances of calls proceeding without translation/interpretation because of delay.

h.  Unfilled Translator/Interpreter Requests

Any call requesting an ASL translator/interpreter that cannot be filled for any reason may be subject to liquidated damages in accordance with the calculations in Section 3, I, 3.1, U, 10.

i.  Reporting Delays in Obtaining Translator/Interpreter 

All delays in obtaining a translator/interpreter in excess of 120 seconds from time of request will be reported to the Department within 4 hours along with an explanation of the measures being taken to remedy the situation.  Department contact persons and contact numbers will be provided at contract award.

K.  COMPLAINT RESOLUTION AND MAXIMUM CUSTOMER SATISFACTION XE "COMPLAINT RESOLUTION AND MAXIMUM CUSTOMER SATISFACTION" 
1.  Complaint Resolution Process

The successful Offeror shall establish procedures for handling complaints, inquiries, and comments regarding the Relay Service and Relay Center personnel.  The procedure shall be included in printed outreach material.  The successful Offeror shall include the following in their complaint, comment, and inquiry procedures:

a.  Complaint Forwarded to the Department

Complaints are to include customer contact information if given, operator number, nature of complaint, resolution or immediate steps taken toward a resolution.  All complaints and relevant information concerning the complaint are to be forwarded to the account manager, a copy kept on file at the Relay Center, and a copy forwarded to the Department within 24 hours.

b.  Complaints Not Immediately Resolved

Complaints not resolved within 24 hours will have all follow up information included and forwarded to the Department as follow up steps occur. 

c.  Customer Contact Information

Customers will be asked if they would like to leave contact information in order that a complaint may be followed up in writing.

d.  Customer Follow Up

Customer complaints shall be followed up with a letter to the customer that will clearly indicate the problem reported and steps taken toward resolution, with a copy to the Department.

2.  Two (2) Minutes to Reach a Supervisor

The successful Offeror shall ensure that any user of the Relay Center will be able to reach a supervisor or administrator within a maximum time limit of 2 minutes while still on line during a Relay call. 

3.  Supervisor Not Available

If a supervisor cannot be obtained within 2 minutes, Monday though Friday, from 9 a.m. to 5 p.m. ET, a procedure must be in place and on file with the Department to allow an operator to notify a higher level supervisor.  This notification must be given to the Department within 24 hours of the incident.  

4.  Supervisor Not Available After Standard Business Hours

If a supervisor is not available Monday through Friday, between the hours of 5:01 p.m. and 8:59 a.m., the operator must transfer the call to the provider’s 24-hour customer service number.  The provider’s customer service must contact the Department by email or fax, or call the Department the next business day to inform the Department of the lack of supervisor availability. 

5.  Daily Problem Log

An Automated Problem Resolution Log shall be maintained.  Complaint and resolution information shall be reported daily in a format specified by the Department. 

6.  Monthly Complaint Reports

Monthly reports concerning complaints are to be submitted to the Department.

7.  Complaints in Violation of the FCC TRS Order

Complaints related to issues of any violation of the FCC TRS Order are to be clearly marked as such.

8.  Customer Information and Referral Calls

The successful Offeror shall have all information and referral calls received by Relay operators routed to the Information and Referral Services number (800-552-7724) staffed by the Department.  

9.  Successful Offeror’s Customer Service

The successful Offeror shall maintain a separate 24-hour toll-free customer service number for the convenience of all callers during normal business hours for persons wishing to call the successful Offeror’s customer service line directly.

10.  Information/Referral Materials and Specialized Programs

The successful Offeror shall, with the guidance of the Department, provide an information and referral service for the education of the public promoting the use of the Maryland Relay.  The successful Offeror must maintain a continuing information and promotional outreach program.  Programs shall include, but not be limited to, meetings with consumer organizations, business organizations, professional and trade organizations, etc.  This outreach program shall be a non-recoverable cost unrelated to the outreach budget as described in Section 3, I, 3.1,C,15.  All materials must be understandable by a majority of the communities of persons with disabilities.

L.   QUALITY ASSURANCE XE "QUALITY ASSURANCE" 
1.  Relay Service Quality Assurance Testing and Evaluation

The quality of Relay service will be continuously evaluated by the successful Offeror and the Department.  An independent evaluator selected by the Department to identify quality issues will perform periodic formal evaluations of at least 500 actual Relay test calls.  The results of these surveys will be used to evaluate the successful Offeror’s performance.  Results may be used to assess liquidated damages. Inability to meet specified requirements may result in liquidated damages assessed in accordance with the calculations in Section 3, I, 3.1, U, 9.

2.  Successful Offeror’s Quality Assurance Plan

The successful Offeror must have a Quality Assurance Plan for conducting, quantifying, recording, and scoring their own separate quality assurance test call results.  The successful Offeror must have a mechanism in place to ensure that the remedies for any problems found during testing will be incorporated into the policies of the Relay Center to improve the quality of service provided by Maryland Relay.  

3.  Department Access to Evaluation

The Department shall have unlimited access to all phases, documentation and results of the successful Offeror’s evaluation tests calls.

4.  Annual Customer Survey

The successful Offeror will conduct an annual customer survey to obtain feedback from users.  The Department will approve surveys and have complete access to all results in summary and detail format.

M.  CUSTOMER CONFIDENTIALITY XE "CUSTOMER CONFIDENTIALITY" 
1.  Written Confidentiality Policy

Written confidentiality policies shall be in place at the time of contract award.  A copy of the confidentiality policy shall be provided to users upon request.

2.  Violation of Confidentiality

The successful Offeror must have in place a policy for reviewing alleged violations of confidentiality.  The Department must approve this policy.  An operator or supervisor who, after investigation, is found to have violated the confidentiality policy, shall be reprimanded, suspended, or terminated.  Automatic termination for a second occurrence shall be imposed.  All violations shall be reported to the Department monthly.

3.  Collection of Confidential Information

The successful Offeror shall be restricted to collecting only that personal information necessary to provide and bill for the Relay service being rendered. This information shall not be used for any other purposes.

4.  Confidential Emergency Information

If a user is in an emergency or life-threatening situation or causes an emergency situation to exist by threatening the operator or Relay Center, names and specific information may be disclosed by the operator to a supervisor to expeditiously address the situation.

N.  OPERATOR STANDARDS

1.  Operator Recruitment

The successful Offeror shall have in place their employee recruitment and selection procedures, demonstrating that persons selected and employed as operators meet all proficiency requirements as specified in this RFP.  Operators shall be able to expeditiously and accurately type a TTY Relay message.  This will include, but not to be limited to:

a.   English Grammar

Basic skills in English grammar are required to be continually assessed by grammar tests measuring both auditory and visual typing.  

b.  Understandable Voice

Operators shall be able to speak in a clear, concise, understandable manner to the voice user.

c.  Typing Speed and Accuracy

The successful Offeror shall require of operator trainees, during probation period, possess a minimum typing speed of sixty words per minute at entry level, with a maximum error rate of no greater than five percent (5%) for both entry level and after probation.

d.  Word Per Minute (WPM) Calculation

The formula to calculate words per minute shall be five (5) keystrokes (four alphanumeric characters plus one space) per “word” requiring three hundred (300) keystrokes per minute to achieve sixty words per minute.  (Macros that are executed by one function key shall count as one keystroke regardless of the number of alphanumeric characters “attached” to that macro.  Similarly, a macro executed with two key strokes shall count for two keystrokes regardless of the number of alphanumeric characters “attached” to that macro.)

e.  Spelling Skill Level

The successful Offeror shall require that all operators, at a minimum, possess spelling skills at a level equivalent to those used in the first year of college.

f.  Translation/Interpretation

(ASL) American Sign Language and Translator/Interpreter Guidelines

The operator/supervisor must have the ability to recognize the necessity of utilizing an ASL translator/interpreter.  ASL is a visual language and does not have a written form nor is the visual language to be voiced in the word order used when voicing.  When the visual language of ASL is required to be written, such as on a TTY, the resulting form of the language is called ASL gloss.  ASL gloss should never be voiced in that form.  Only a person fluent in both languages is to attempt to voice ASL gloss into spoken English or to type spoken English back to an ASL user in an English structure matching the register of the ASL gloss. 

i.  Who Can Translate/Interpret 

All prospective operators shall take and pass a measurable, performance-based Relay Operator Proficiency Examination that will have been previously approved by the Department. Only operators/supervisors who have been tested and certified by a method approved by the Department may do ASL translation/interpretation in any form.  All other operators are to call an ASL translator/interpreter. This test shall have as its minimum requirement the proficiency skills for operators mandated by this RFP.

ii.  Translator/Interpreter Testing Procedures


The successful Offeror shall have testing procedures used to measure the level of the operator’s ability to interpret/translate ASL, the frequency with which this level is tested, and the acceptable scoring range.  A copy of the test used must be submitted to the Department.

5) Department Approval of Test

The translator/interpreter test shall be developed in coordination with interpreting professionals as approved by the Department.

6) Changes to Test

The translator/interpreter test, along with any changes/modifications, shall be approved by the Department

7) Operators Not Qualified to be Translators/Interpreters 

In the event an operator is not certified to interpret/ translate ASL to English and vice versa, the successful Offeror shall ensure that a person fluent in interpretation/ translation is on duty 24/7/365 in the operator area of the Relay Center to assist operators with ASL translation/interpretation. 

8) Standard Operator Test Areas

The translator/interpreter examination shall cover spelling, grammar, typing, dictation, procedures, characteristics of ASL (as they may be reflected in the written language of TTY users to the extent that the operator is aware of the need for the ASL translator/interpreter), Deaf culture, ethics, confidentiality, and professional judgment.  

9) Minimum Translator/Interpreter Test Requirements

Test questions will not be available to an operator before testing and must be changed at least annually.

10) Operators Unable to Pass Test

Any operator trainee who is unable to pass the translator/interpreter examination shall not be utilized as a Relay Operator.  Operators shall be tested at least annually.  

g.  Identification of Students/Trainees

Trainees shall be identified to both the voice and TTY customers of a Telecommunications Relay call at the onset of each conversation, mitigating potential for criticism of operator quality.

h.  Operator Monitoring

The successful Offeror will ensure that the supervisor has the capability for remote, silent monitoring of both the standard phone and TTY leg of a call being processed by any operator.  Watching or listening to actual calls is prohibited except for training or monitoring purposes or other purposes specifically authorized by the FCC, the PSC, the Department, or by this RFP.  The Department is to receive monthly reports identifying the issues found during monitoring and the necessary, appropriate, corrective action taken.  

i.  Appropriate Voice Tone of Operator

The operator shall use a conversational tone of voice and not voice the conversation word for word as it appears on the screen.  The tone of voice should be appropriate to the type of call being made when speaking for the TTY user. Example: The word “smile” should not be voiced, the voice tone should indicate a “smile in the voice.”

j.  Change of Voice User During a Call

Operators shall indicate to the Relay user if another person comes on the line.

k.  Change of Operator During a Call

Change of operators during a call is discouraged.  An operator must stay on a STS call for a minimum of 15 minutes or on a non-STS call for a minimum of ten (10) minutes. If a change is necessary, both parties shall be informed.  If a change of operators is requested by the TTY or standard phone user without explanation, it shall be done without questioning either party.

l.   Keep the User Informed

Operators shall keep the TTY user fully aware of the non-TTY user’s tone of voice and inflection.  For example, the operator can type in parentheses that a person is (being rude), (yelling), (laughing), (crying), or other characteristics of behavior.  Background noise that the operator hears will be relayed. The operator will use terms to identify voice characteristics by typing statements like, (sounds angry), (sounds rude), (sounds impatient), etc. 

m.  Call Status

Operators shall keep the user informed of the status of the call, i.e. (dialing), (ringing), (busy), (disconnected), or (on hold) (transferring to billing department).  Operator shall maintain contact with the caller during a hold period, for the purpose of receiving instructions from the caller such as hang up and dial again, or hang up and call another number.

n.  Users Control

The operator shall allow the Relay user to have the option of telling the operator what aspects of the call (s)he will handle.  For example, the TTY user may request to introduce Relay Services to the called party rather than have the operator do it.

o.  Explanation of Relay

The successful Offeror must have standard explanations of the various types of Relay calls that will be used by all operators.  

When the operator needs to explain the Relay to a standard phone user, the operator shall type (explaining Relay) for the benefit of the Relay user.  Conversely, when the operator needs to explain Relay to a Relay user, the operator will inform the standard phone user that an explanation is taking place.  

p.  Unlimited Redials on Busy Signal

Operators, if requested by the caller, shall permit unlimited re-dials to a busy number.  The caller will not be required to give calling information each time.  This is to include, but not be limited to, local calls, phone debit card calls, and long distance calls.

q.  Comments to the Operator

All comments directed to either party by the operator shall be relayed.  These comments shall be typed in parentheses, for example, (Will you accept a collect call?)  All comments directed to the operator by either party shall also be relayed, for example, (Yes, I'll accept the collect call.)

r.  Operator Conversations With Users

The operator shall not have side conversations with the standard phone or TTY users. 

s.  Operator Participation in Calls

The operator shall never become an active participant in a call by giving opinions, suggestions, or answers to questions posed by either the TTY user or standard phone user.

t.  Use of Third Person

If either party uses the third person form of speech, the operator shall relay the statement in the third person.

u.  Hot-line Emergency Procedures

The successful Offeror must have a policy for handling emergency and hotline procedures.  The policy must include procedures for referring callers to emergency services and numbers other than 9-1-1 (i.e. suicide prevention or crisis hot-line.)  A copy of procedures shall be submitted to the Department upon award.  The Department shall approve all procedures.

O.  OPERATOR TRAINING

1.  The successful Offeror shall have a plan for providing ongoing training to operators.  The Department must approve this plan. 

a.  Training Requirements 

Operator training shall include, but not be limited to:

i.  Instances to obtain an ASL translator/interpreter by identifying ASL gloss and grammar

ii.  Deaf culture and the needs of the hard of hearing community.

iii.  Needs of speech disabled users

iv.  Live TTY to TTY calls to grass roots Deaf users to familiarize operators with the flow and process of a TTY call

v.  Operation of telecommunications Relay equipment and TTY etiquette

vi.  Both simulated and live on-line call processing

vii.  Specific training on all call types

b.  Off-line Training

Off-line training must be provided to existing operators on any new or modified procedures.  The successful Offeror must provide refresher training in any problem areas that arise individually, from contractor or Department monitoring, or as a result of quality assurance testing.    A quarterly schedule of off-line training, including topics of training will be submitted to the Department 60 days prior to the onset of training. 

c.  Monthly Training Reports

The Department is to receive monthly written reports on operator training and activities. 

d.  Training Schedule

The Department shall be provided with a schedule of all training and may monitor training without prior notice.

e.  Special Training

A minimum of 20 hours training for operators shall be provided by experts from deaf, hard of hearing, deaf-blind, and speech disabled communities in the field of language interpreting, ASL, Deaf culture, and speech disability.  Preference shall be given to trainers who are representative of the above-mentioned groups. The successful Offeror must ensure that all staff members working in any position in the Relay Center receive this training.

f.  Operator Participation in Outreach

Each operator shall participate in a minimum of one event per year in conjunction with the Maryland Relay Outreach as part of his or her training.  An operations staff person in coordination with the account manager assigned to outreach shall coordinate scheduling of these events with the Department.  The successful Offeror shall provide a monthly report of operator participation, which will include, but not be limited to, operator name, date, event, description of operator interaction and how it relates to the Maryland Relay.

g.  Operator Training on Using an ASL Translator/Interpreter 

The successful Offeror shall train operators as to the appropriate time and situation to obtain an ASL translator/interpreter, who may handle ASL translation/interpretation, and how to identify ASL gloss.  

i.  Operator Testing for ASL Translator/Interpreter Relay Certification

The successful Offeror will have a testing procedure that will certify that an operator is able to translate calls without the assistance of the ASL translator/interpreter.  The successful Offeror must have written criteria that will be used to determine at what point operators are fully trained in this capacity.

ii.  Probation Period After Training

Operators who are hired shall serve a probationary period of at least 90 days with the continuation of their employment contingent upon performance judged to be satisfactory or better.  During this time, the operator shall identify himself or herself as an operator in training.

iii.    Training Procedures for Relaying Communication

The successful Offeror must ensure that every operator is trained in, and will adhere to, the following procedures for all Maryland Relay calls:

11) User Control of Call

The Relay user is in control of the call.  The Relay operator will follow the Relay user’s instructions for all calls.

12) Accuracy of Information in a Relay Call

Operators must convey the full content, context, and intent of the communication they relay.  Operators are not to leave out words or phases, summarize, paraphrase, add, or change the content of the call unless requested otherwise by a user.  Example: “I know what the answering machine message says, just let me know when to leave my message.”

13) Error Correction

Operators shall continue in a forward direction by typing xx (common TTY convention for error) and retyping the word, rather than using the backspace key to correct typing errors. 

14) Verify Spelling

Operators shall verify spelling of proper nouns, numbers, and addresses that are spoken. Example: To voice user: “is that name S M I T H?” To the TTY user: “(asking spelling of name)”

15) Operator Number and Gender 

A Relay user shall be given the operator’s identifying number and gender at the beginning and end of the Relay call and informed if there is a change of operator during the call.  Upon request of the Relay user, the operator will be switched to the requested gender.

16) Operators Will Not Drop Inbound or Outbound Caller if a Supervisor is Requested

The operator will stay on the line until both parties have terminated the call.  If the called party wishes to speak to a supervisor, the operator is to hold onto the call while contacting a supervisor and resolving a customer concern.

2.  Obscenity 

Offerors shall have a plan to ensure that the following requirements are met:

a.  Operators shall not make a value judgment on the profanity, obscenity or legality of any messages. 

b.  Obscenity included in the conversation between the inbound and outbound parties, even if it is referring to an operator, shall not be construed as obscenity directed at the operator. 

c.  Escalation procedures for Obscenity/Abuse shall be in place.

   It is acceptable to transfer callers using obscenities directed toward the operator to a supervisor.

3.  Caller’s Name Not Required

Callers shall not be required to give their full names or the full name of the party they are calling.  This information shall not be recorded in any form without the permission and knowledge of the caller (except for long distance billing purposes).  If a full name would facilitate the call, the operator may ask for that information and explain the purpose for doing so.  However, the operator shall not refuse to process a call if the caller refuses to give full names.

4.  Answering Machines

Operators will leave messages on answering machines or other voice processing systems if the standard phone or TTY caller activates one while making the call.  Offerors shall have procedures for fulfilling these requirements, including the following steps:

a.   Keep Caller Informed

The operator will inform the caller when an answering machine has been reached, and will transmit to the caller the full content of the outgoing message, unless otherwise directed by the caller.

b.  Ask to Leave a Message 

The operator will ask the caller if (s)he wishes to leave a message.

c.  Messages Left on Machine

The operator will relay the caller’s complete message to the machine, either by voice or by TTY. If the caller instructs the operator to leave a TTY message on a voice answering machine, or if an answering machine has both voice and a TTY outgoing message, the operator will leave the message as instructed.

d.  Message Confirmation 

The operator will confirm to the caller that the message has been left.

e.  No Charge for Redials

The caller will only be charged for one call (the first call) regardless of the number of re-dials required to capture the full outgoing message and to leave a message.

f.  Message Retrieval

Operators will retrieve messages from voice processing systems (answering machines, voice mail, etc.) and relay a TTY message to a standard phone user or a voice message to a TTY user.  

g.  Retrieval Procedures

The successful Offeror shall ensure the ability to retrieve messages from answering machines at the same location or from remote location answering machines. 

h.  Retrieval Access Codes

Retrieval procedures shall include methods for obtaining any necessary system access codes from the user and equipment required by the Relay user to access this feature.

5.  Confidentiality of Calls

All calls shall be totally confidential, i.e., no written or electronic record or notes shall be kept beyond the duration of the call.  Operators and supervisory personnel shall not reveal information about any call, except the minimum details necessary for billing purposes, including the information below.  Operators must be required to sign a pledge of confidentiality promising not to disclose the identity of any callers or fellow Relay operators or any information obtained during the course of relaying calls, either during the period of employment as an operator or after termination of employment.

The successful Offeror and their employees shall not use any information obtained from Relay calls for any other services they may provide to users of the Relay system, nor shall they make any such information available for sale.

6.  Training Confidentiality – Trainers

When training new operators by the method of sharing past experiences, trainers shall not reveal any of the following information:

a.  Names, genders, or ages of the parties to the call

b.  Originating or terminating points of the call

c.  Specifics of the information conveyed

7.  Training Confidentiality – Operators

a.  Operators shall not discuss, even among themselves or with their supervisors, any names or specifics of any Relay call, except in instances of resolving complaints.

b.  Operators may discuss the general situation in which they need assistance in order to clarify how to process a particular type of Relay call. 

c.  Operators shall be trained to ask questions about procedures without revealing names or specific information, which would identify the caller.  

8.  Training Procedures for Emergency Calls Handled by Remote Center

The successful Offeror shall have a mechanism in place to ensure uniform procedures that will be maintained during the call distribution process in the event that calls must be temporarily transferred to a non-Maryland Center during an emergency situation.

This process will include, but will not be limited to, the process in place to ensure the immediate access to, and updating of, correct PSAP information and the correlation of the inbound NPA/NXX/XXXX to the corresponding PSAP in Maryland.

9.  Operator Monitoring for Training Purposes

a.  Operators will be monitored during training and on a monthly basis to ensure that proper procedures are being followed and that calls are being relayed appropriately

b.  Observing or listening to actual calls by anyone other than the Relay operator is prohibited except for training or monitoring (by supervisors or the Department’s designee) purposes.

10.  Operator Counseling

The successful Offeror is required to ensure that a counseling and support program that will help operators deal with the emotional aspects of relaying calls is in place.  Since confidentiality prevents operators from talking about their calls with other operators, friends or family, operators need to have access to someone they can talk to and trust.  They need to be able to talk about their emotions and learn ways to cope with their feelings.  Those providing this staff support must have training in dealing with these situations.  Operators shall not give the support person the names of the callers involved.  The counseling support system must follow the confidentiality provisions discussed above.

11.   Operator Identification

a.  Relay system operators shall immediately identify themselves when answering a call by using the macro that states MD Relay OPR XXXX (F or M) where XXXX indicates the number assigned to that operator and the letters F or M indicate the operator’s gender. The operator shall voice this information to any user who receives information by auditory means.

b.  The successful Offeror must, upon award of contract, provide the Department a list of all operator numbers and the Center in which (s)he works.  Any changes, additions, or deletions to this list shall be submitted to the Department within 15 days.

c.  Operator In Training Identification

Any operator in training class shall automatically have the letter ”T” follow the operator number and gender identification until the end of the ninety (90) day probation period.  This shall be done by the system and not be dependant on the operator.  This information shall be typed to all TTY users and voiced to all hearing users.  The successful Offeror shall establish this method to allow easy identification of the operator in training.

12.  Operator Policies and Procedures Manual

Upon award of contract, the successful Offeror shall provide the Department with a complete Operator Policies and Procedures Manual that must include, but not be limited to, references to confidentiality, handling of emergency and crisis calls, consequences of non-compliance with policies and functions of a Relay operator.  Updates to the manual shall be given to the Department as they occur.

13.  Policies for 9-1-1

Upon award of contract, the successful Offeror shall have in place a policy for handling the emergency calls that it receives.  The policy, which must be approved by the Department, is to include, but is not limited to:

a.  ANI/ALI

The successful Offeror must have the ability to receive the call information digits from the inbound caller, store the information digits, and send it out on the outbound call in a manner that will enable the PSAP to use the information to obtain the name, address, and location of the inbound caller without input from the operator.

b.  Change of Operators 

Only a supervisor, who has been involved in the entire call, may replace an operator during a 9-1-1 call.

c.  Call Forms for 9-1-1 Calls

All forms used by operators and/or supervisors in relation to 9-1-1 calls must be included in the policy documentation with a monthly copy provided to the Department.

d.  Training for Hot-line Calls

The successful Offeror shall develop procedures in coordination with the Department to ensure that hot line and emergency policies and procedures meet the Department’s standards.  All hot line and emergency procedures must be approved by the Department before implementation.

e.  Public Safety Answering Point (PSAP) Verification

The successful Offeror will submit a report to the Department listing all PSAP phone numbers, verifying that all Maryland PSAP numbers have been tested to ensure the accuracy of the Maryland Relay Center list at a minimum of every 6 months or at any time changes are made to the list.

f.  All remote sites that handle Maryland calls must follow the Maryland verification procedures.  A separate verification report will be required from each of the remote locations that handle Maryland Relay 9-1-1 calls.

g.  The successful Offeror shall submit a monthly report to the Department that will include the number of calls to 9-1-1 via the Maryland Relay.  This report shall detail any problems in contacting the appropriate 9-1-1 center.

h.  The successful Offeror must be actively involved with organizations working on E-9-1-1 functionality.

i.  The successful Offeror shall have a plan for automatically receiving the location and phone number of a wireless call as well as a plan to pass the information to the PSAP.

j.  Emergencies 9-1-1

While the State and the successful Offeror will encourage Relay users to contact 9-1-1 directly, the contractor will receive 9-11 calls and the above policies shall be adhered to.

P.   REPORTING REQUIREMENTS

Reports requested by the Department shall refer to Maryland Relay activities of one calendar month unless requested otherwise. Reports shall be provided to the Department in hard copy format plus one set on CD-ROM using Microsoft Office products or other State acceptable format.  All reports are to be delivered to the Department no later than the 15th calendar day following the month of service or on the next working day if the 15th falls on a weekend or holiday. All reports shall become the property of the Department, e.g., not copyrighted by the provider, and shall become public record. In addition to periodic, ad hoc or other reports as requested by the Department, the successful Offeror shall provide the following reports shown below, which must be presented in both tabular and graphic format unless otherwise approved by the Department. The Department may modify the required report formats at any time. 

When the requested report is other than those shown below (except when investigating unusual circumstances such as complete or partial loss of service), the Department will give at least thirty days notice before the date the report is due. The successful Offeror shall, upon the request of the Department, provide the Department with professional interpretation, analysis and explanation of any reports provided.  Within two months of award, the successful Offeror shall meet with the Department to determine types of data available for reporting purposes to set up any additional regular monthly reports required. 

1.  The successful Offeror shall report results of all quality assurance evaluations, surveys, monitoring, or other quality measurement tools, as required in this RFP, within 15 days of completion.

2.  The successful Offeror shall provide monthly reports, summarizing complaints received, subject of each complaint, and a description of how each complaint was or will be resolved.  In addition to the detailed report, there shall be a narrative report that will be consolidated and used by the Department and filed annually with the FCC.

3.  The successful Offeror must submit an annual report summarizing operations for the contract year with statistical summaries of usage, trends, complaints, traffic analysis, problem resolution initiatives, service performance, and traffic projections for future years.  The annual report shall be due within 45 calendar days of the end of the contract year.

4.  Traffic Reports

All minutes shown in any traffic report shall be shown to the second, as in 4 minutes, 44 seconds (or 4:44), or to the hundredth decimal place of a minute, as in 4.73 minutes. Offeror shall indicate in their technical proposal whether their systems report is by minute and second, or by minutes and decimals. Session minutes are the total time that a Relay Operator is involved with a Maryland Relay call, inbound and outbound, including call setup and wrap-up time. Session minutes are a measure of agent call activity, rather than a measure of call duration.

a.  Monthly Call Volumes by Jurisdiction

i.  Monthly number of Maryland Relay calls that are delineated by:

17) Number of completed calls

18) Number uncompleted calls (inbound calls with non-completed number of outbound calls (e.g., busy, no answer)

19) Total number of above listed calls. 

*Sequential Relay calls placed on behalf of a single inbound call shall be counted as the number of separate outbound calls. 

ii.  Local Relay calls: intrastate Maryland Relay calls regardless of whether the call crosses an in-state LATA boundary.

iii.  Toll Relay calls: intrastate Maryland Relay calls that are within the same LATA.

iv.  Inter-LATA calls: non-local, intrastate Maryland Relay calls between different LATAs.

v.  Interstate calls: Maryland Relay calls between different states of the United States, including the District of Columbia.

vi.   International calls: Maryland Relay calls between the United States and another country and vice versa.

vii.  Toll-free calls: Maryland Relay calls to toll-free numbers, e.g., 800 numbers.

viii.  900 number calls: Maryland Relay calls to 900-type NPA service numbers.

ix.  Directory assistance calls: Maryland Relay calls to Directory Assistance.

x.  No location calls: Maryland Relay calls where the location, e.g., as determined by NPA/NXX, of either the caller or the called party remains unknown, as possibly in an Internet call, non of which is a toll-free call, a 900 number call, a directory assistance call.  

xi.  Monthly totals: Total completed and uncompleted Maryland Relay calls, lines i. through x., above.

b.  Monthly Call Volumes by Inbound Dialed Number or URL

This report must include the number of monthly inbound Maryland Relay calls and number of inbound session minutes of use, grouped by:

i.   The inbound number dialed (e.g., 800 number) 

ii.  The inbound URL accessed, with the purpose of the inbound number or URL indicated (i.e. 800-NXX-XXXX – STS” or “800-NXX-XXXX– 711” or www.mdrelayip.org – IP Relay.) 

iii.  All dialed numbers and addresses used by callers to access Maryland Relay Services. 

iv.  For each of the above (i – iii) indicate:

20) The volumes as a percentage of the total number of inbound calls and as a percentage of the total number of inbound session minutes. 

v.  The monthly total number of Maryland Relay inbound calls and total minutes of monthly inbound session minutes. 

c.   Monthly Disallowed Carrier-of-Choice Report

Report all instances where a caller’s outbound carrier of choice request was not allowed. List by name of carrier, indicating the number of outbound call requests denied to that carrier, sorted by frequency. (Note that live user requests to a CA override profile carrier of choice information on a per-call basis.)

d.  Monthly Volumes of Outbound Completed Calls by Type of Call

This report must include:

i.  The number of completed Maryland Relay calls during the month, separated by type of call received by the outbound called party and the type of call received at the Relay Center from the inbound caller, and language used by each. (i.e., Sequential calls shall be reported as a single inbound and multiple outbound, e.g., a single inbound TTY call associated with three outbound voice calls shall be reported as one inbound TTY call and three outbound Voice calls.) There shall be separate reports indicating monthly totals, daily totals, and hourly totals.  

Conference calls (calls involving two or more outbound calls simultaneously connected to the inbound caller, including VRS multipoint calls) shall be counted as a single call. 

Two-line calls, such as 2LVCO, shall be counted as a single call. 

The number of outbound calls per type shall also be shown as a percentage of the total number outbound calls. All totals shall be reported separately for each of the following call types: 

21)  TTY: all Maryland RELAY calls using any form of TTY, including Baudot, Tubocode®, HCO, VCO, 2LVCO, etcetera, with the exception of TTY’s transmitting in ASCII.

22) Voice: all voice-only calls using both speech and hearing, separately showing voice carried over the public switched telephone network and voice carried over the Internet (VoIP), except for STS calls.

23) ASCII: all Maryland Relay calls transmitting in ASCII regardless of speed, including TTYs communicating in ASCII.

ii.  STS: all Maryland Relay calls using Speech-to-Speech services.

iii.  VRS: all Maryland Relay calls using Video Relay Services.

iv.  IP: all Maryland Relay calls using IP Relay Service.

v.  Conference calls utilizing real-time captioning.

e.  Monthly Volumes of Completed VCO and 2LVCO  Calls

Monthly volumes of all completed Voice-Carry-Over (VCO) Maryland Relay calls separated by initial inbound access number, languages, reported as inbound and outbound. 

When VCO is used on either the inbound or outbound portion of the completed Relay call, only the VCO portion of the Relay call shall be reported. In other words, this report shall only show VCO calls. Conference calls involving VCO shall only be counted as a single call.  2LVCO calls shall be counted as a single call. The number of inbound and outbound VCO calls per type shall also be shown as a percentage of the total number of inbound VCO calls and as a percentage of the total number of outbound VCO calls, respectively. These totals shall also be reported.

i.  TTY: all Maryland Relay VCO calls using a TTY, with the exception of VCO TTY’s transmitting in ASCII.

ii.  ASCII: all Maryland Relay VCO calls transmitting in ASCII regardless of speed, including TTYs communicating in ASCII.

iii.  STS: all Maryland Relay Speech-to-Speech calls where the STS CA did not voice for the speech-disabled party, i.e., the STS CA stayed on the line in case voicing was necessary, but STS voicing was not used. 

iv.  VRS: all Maryland Relay calls using Video Relay Services where speech and/or other expressions were spoken by the video Maryland Relay user, whether the audio was established within the video channel or established as a separate call.

v.  IP Relay: all Maryland Relay calls using IP Relay Service where spoken audio was used by the IP user, whether the audio was established within the IP channel or established as a separate call.

f.  Monthly Volumes of Completed HCO Calls

Monthly volumes of all completed Hearing-Carry-Over (HCO) Maryland Relay calls by type of call, in all languages offered, reported as inbound and outbound. Where HCO is used only on either the inbound or outbound portion of the completed Relay call, only the HCO portion of the Relay call shall be reported. In other words, this report shall only show HCO calls. Conference calls involving HCO shall only be counted as a single call.  2LHCO calls shall be counted as a single call. The number of inbound and outbound HCO calls per type shall also be shown as a percentage of the total number of inbound HCO calls and as a percentage of the total number of outbound HCO calls, respectively. These totals shall also be reported.

i.  TTY: all Maryland Relay HCO calls using a TTY, with the exception of HCO TTY’s transmitting in ASCII.

ii.  ASCII: all Maryland Relay HCO calls transmitting in ASCII regardless of speed, including TTYs communicating in ASCII.

iii.   STS: all Maryland Relay Speech-to-Speech calls where the STS CA Relayed in voice to the to the speech disabled party, i.e., did not type or use ASL (this should be the majority of STS calls.)

iv.  VRS: all Maryland Relay calls using Video Relay Services where hearing of audio was used by the video user, whether the audio was established within the video channel or established as a separate call. 

v.  IP: all Maryland Relay calls using IP Relay Service where hearing audio was used by the IP user, whether the audio was established within the IP channel or established as a separate call. 

g.  Monthly Volumes of Completed Spanish Calls

Monthly number of completed Maryland Relay calls in Spanish by type of call reported as inbound and outbound. Sequential calls shall be reported as a single inbound and multiple outbound, e.g., a single inbound Spanish TTY call associated with three outbound Spanish voice calls shall be reported as one inbound Spanish TTY call and three outbound Spanish Voice calls.  Conference calls shall be counted as a single call. Two-line calls, such as 2LVCO, shall be counted as a single call. The number of inbound and outbound Spanish calls per type shall also be shown as a percentage of the total number of inbound Spanish calls and as a percentage of the total number of outbound Spanish calls, respectively. These totals shall also be reported.

i.  TTY: all Maryland Relay Spanish calls using any form of TTY, including Baudot, Tubocode®, HCO, VCO, 2LVCO, etc., with the exception of TTY’s transmitting in ASCII.

ii.  Voice: all Spanish voice-only calls using both speech and hearing, including Voice-over-IP (VoIP), except STS calls.

iii.  ASCII: all Maryland Relay Spanish calls transmitting in ASCII regardless of speed, including TTYs communicating in ASCII.

iv.   STS: all Maryland Relay Spanish calls using Speech-to-Speech services.

v.  IP: all Maryland Relay Spanish calls using IP Relay Service.

h.  Monthly Speech-to-Speech Call Detail

Report the number of completed Maryland Relay calls that use STS services by day of the month and reported daily in one-hour increments. A single STS call between two STS users (inbound STS and outbound STS) shall be counted as one call. A completed Maryland Relay call with either the inbound caller or the outbound called party requiring STS shall be counted as a single STS call.

i.  Monthly IP Internet Relay Call Detail

Report the number of completed Maryland Relay calls that use IP by day of the month and reported daily in one-hour increments. A completed IP Relay call with either the inbound caller or the outbound called party using IP Relay shall be counted as a single IP Relay call.

5.  VIDEO RELAY 

Monthly Video Relay Call Detail

Report the number of completed Maryland Relay calls that use VRS by day of the month and reported daily in one-hour increments. A completed Maryland Relay call with either the inbound caller or the outbound called party using VRS shall be counted as a single VRS call. Report the number of VRS calls per month that are transported over ISDN, the number transported over the Internet, and the number transported by other means, identified if possible.

Q.  MEETING REQUIREMENTS 

The successful Offeror will be required to meet with Department staff on a bi-weekly basis, or as otherwise arranged by the Department.  These meetings shall be attended by the Center Operations Manager, the designated Account Manager, Account Liaison, provider’s subcontractors, and other provider personnel as required by the Department to address specific issues.

R.  TRANSITION

1.  The Successful Offeror must have a transition plan for providing service beginning no later than June 1st, 2001.  The Offeror may process calls through other Centers during the transition period.  All service must be processed through the Maryland Relay Center as of 180 days after contract award.  Inability to meet specified requirements may result in liquidated damages assessed in accordance with Section 3, I, 3.1, U,1. 

2.  The successful Offeror shall include in the transition plan a time-line with critical dates for major steps in the implementation process from contract award through full implementation.

3.  The successful Offeror shall attempt to utilize existing Maryland Relay personnel who meet the minimum requirements as specified in this RFP.   

S.  EXPERIENCE AND REFERENCES

The successful Offeror must have a references list including no less than two (2) comparable projects the Offeror has undertaken and for which the Offeror currently has operational responsibility. 

T.   DESIRABLES 

The following services are desirable, with  more technical weight being given to technical proposals of Offerors who can satisfy the greatest number of services.

1.  Multilingual Operators - It is desirable that bilingual operators are available.  

2.  Same Protocol Release i.e., fax on demand on a Relay call - It is desirable that the operator be able to release a Relay call if a relay user reaches a person using the same protocol or call type that he/she will accept instead of the user mode originally called.   Relay users will not have to re-dial a number to leave a message, receive fax on demand at the end of a conversation, or continue the call with an acceptable (to the caller) replacement using like phone equipment.

3.  Automatic Call Forward to the Relay Center
- It is desirable that, if requested by the Relay customer, incoming calls to the users home will be automatically forwarded to the Relay Center by the call forward feature.   The center would automatically route the call back to the customer’s home and be on the line to begin relaying the call as the customer answers.

4.  Automatic Input of Terminating Number by Customer - It is desirable in order to speed up the processing of calls, the customer, either TTY, ASCII, or Voice, have the ability to automatically input the terminating telephone number before the call arrives at the operator station.  

U.  LIQUIDATED DAMAGES

1.  Transition

In the event the successful Offeror fails to begin service as specified in this RFP, liquidated damages shall be assessed.  Delays in Transition of Relay Service will result in liquidated damages being paid by the successful Offeror at rates equal to the cost of continuance of service by the incumbent contractor.

2.  Daily Average Speed of Answer (ASA)

Exceeding the daily ASA requirements as listed in Section 3, I, 3.1, J, 5 will result in liquidated damages being assessed at the rate of:  contracted cost per minute times the average length of call per month, for each call in violation of the daily ASA.  The amount of the liquidated damages will be deducted from the monthly invoice submitted by the successful Offeror.

3.  Daily Blockage

The requirement is that no more than one out of 100 calls receives a busy signal as specified in the RFP Section 3, I, 3.1, J, 4.  The basis for determining compliance will be the percentage of calls receiving a busy signal each calendar day and the number of calls that are not delivered to an operator station within 90 seconds of the call reaching the Relay Center switch.  For each call for which the busy signal requirement is not met or the inbound caller waits longer than 90 seconds before the call is delivered to the operator station, liquidated damages will be assessed at the rate of the applicable cost per call-minute multiplied by the average call length per month.

4.  Calls Transferred Out of the Maryland Center

It is required that 100% of calls (except Speech-to-Speech and Spanish related calls) be handled in the Maryland Relay Center.  During peak times, 5% of the traffic may be processed out of state if necessary.  All calls in excess of the 5% allowable to be sent out of state will be assessed penalties at the rate of the average length of call for that month multiplied by the cost per minute for that month. 

5.  Service Outage

A service outage is defined as a complete failure of the TRS equipment used to process TRS calls.  A complete failure occurs when the TRS system is 100% incapable of processing TRS calls.  The requirement is that the service be available 7 days per week, 24 hours per day.  For each service outage, the successful Offeror will be assessed liquidated damages in the amount of the number of hours of the service outage multiplied by the average number of billed hours in the prior calendar month.  The successful Offeror will not have to pay the State liquidated damages when the service outage is the result of a national emergency, natural disaster, or fire, provided the successful Offeror notifies the Department of such circumstances and the Department determines the service outage was beyond the control and without fault or negligence of the successful Offeror. 

6.  Verbatim 

The requirement is to have at least 95% of all calls relayed verbatim.  A sample monthly testing will occur measuring the percentage of calls relayed verbatim.  All calls in excess of the 5% allowable error rate will be assessed penalties at the rate of, the average length of call for that month’s bill multiplied by the cost per minute for that month. 

7.  Spelling Accuracy 

The requirement is to have at least 95% of all calls relayed accurately.  A sample monthly testing will occur measuring the percentage of calls relayed accurately.  All calls in excess of the 5% allowable error rate will be assessed penalties at the rate of the average length of call for that month’s bill multiplied by the cost per minute for that month. 

8.  Typing Speed 

The requirement is to have at least 95% of all calls relayed at a minimum speed of 60 WPM, which will include spelling accuracy as measured in Section 3, I, 3.1.N.1, c.  All calls in excess of the 5% allowable error rate will be assessed at the rate of: the average length of call for that month’s bill multiplied by the cost per minute for that month. The percentage of failed calls, determined by an independent evaluator, will be extrapolated to determine the total number of calls subject to penalty.

9.  Quality Assurance – State’s Independent Testing

The method of assessing this requirements will be as follows:

a.   A minimum of 50 call scripts will be developed.  Scripts will be modified regularly.

b.  A test sampling of approximately 500 calls per month will be conducted.

c.  Verbatim assessments for ASL and non-ASL calls will be measured separately.

d.  The successful Offeror shall be given a copy of the standard that will be measured. 

e.  The successful Offeror shall be asked for their acceptable abbreviations and macros to ensure accuracy of measurements. 

10.  ASL Translation/Interpretation 

The requirement is to have an ASL translator/interpreter arrive at the operator station and begin processing a call within 120 seconds.  To determine the liquidated damages for failure to meet this requirement, the percentage of calls failing during the current monthly test sampling shall be multiplied by the previous month’s total ASL calls where all calls were processed within the required timeframe. The percentage of failed calls will be extrapolated to determine the total number of calls subject to penalty for the current month.  All calls failing to meet these requirements will be assessed damages at the rate of: the average length of call for that month’s bill multiplied by the cost per minute for that month. 

11.  Reports - The requirement for monthly reports is as specified in the RFP. Monthly reports are to be submitted by the successful Offeror to the Department by the 15th day of each month for the previous month’s usage.  The annual report shall be based on a contract year and shall be submitted to the Department within 45 days of the last day of the contract year.  Failure to submit reports by the required dates shall result in liquidated damages assessed at the rate of  $100 per day.  

3.2 INTERNET PROTOCOL (IP) RELAY - SCOPE OF WORK


IP RELAY IS A PART OF FUNCTIONAL AREA 1-TELECOMMUNICATIONS RELAY SERVICE.

All REQUIREMENTS FOR STANDARD TELECOMMUNICATION RELAY SERVICE APPLY UNLESS SPECIFIC REQUIRMENTS ARE STATED IN THIS SECTION.  THE SCOPE OF WORK FOR THESE OBJECTIVES MAY CHANGE IF THE FCC ESTABLISHES ALTERNATIVE STANDARDS.

V.  GENERAL REQUIREMENTS

1.  To provide an interactive IP based Relay Service that utilizes an operator at the Relay Center to process a Relay call.

2.  Reporting System

To establish a reporting system that provides detailed information on usage, busy times, visitors to site, requests for IP Relay calls, IP calls unable to be processed due to unavailable operators, length of calls, total number of calls handled, operator staffing, and other pertinent information needed to manage the service and provide periodic assessment of the level of access and quality of the service.

3.  Calls Not Terminating In Maryland

To establish a Personal Identification Number (PIN) system in coordination with the State.  Users will be required to use their PIN to make calls that do not terminate in Maryland.  

4.  FCC Standards

At the time of this RFP, there are no FCC rules relating to IP Relay.  The successful Offeror will be required to meet all FCC rules established when the FCC Report and Order is adopted. 

5.  Forecast Change

To establish procedures for forecasting change.

6.  Must Meet Maryland Relay Standards

IP based Relay must meet all of the established standards for Maryland Relay calls, with the exception of billing, 900 calls, and emergency calls.  The successful Offeror shall inform the Department on a daily basis, of the number of requests for IP Relay that were not met.  The ASA shall be no greater than 85% of all calls answered in 10 seconds, measured from the time the user arrives at the IP Relay server to the time the call arrives at a workstation ready for the operator to process the call.

7.  Expenses

All expenses associated with this project, including any long distance or toll calls, will be included in the overall reimbursement rate.  The successful Offeror shall establish procedures to ensure reimbursement to the Department if the FCC establishes a mechanism for IP Relay reimbursement.

8.  Reporting Abuse 

The successful Offeror must provide the Department a monthly usage report by PIN code that shall be used to provide information on the frequency and duration that users are accessing the service.  The Department may request the blocking of specific PINs that have exceptionally high usage and are suspected of being abused.  

W.  SERVICE STANDARDS

1.  Hours of Operation

IP Maryland Relay will operate 24 hours a day, 7 days a week, 365 days a year.

2.  Complaint Procedures 

Complaint procedures are to mirror the procedures in Section 3,I, 3.1,K, 1‑10 FUNCTIONAL AREA ONE- TELECOMMUNICATIONS RELAY SERVICE for standard Relay calls. 

X.  REPORTING STANDARDS

In addition to mirroring the standard TRS report in Section I, 3.1, P, 1‑5 FUNCTIONAL AREA ONE, the following reports will be provided:

1.  Monthly Call Report

a.   Number requests for IP Relay (hits on the page used for the connection between the user and the operator for IP Relay)

b.  Number of requests for IP Relay not filled (reason)

c.  Call wait time

d.  Number of calls processed

e.  Average length of call (monthly)

f.  Number and listing of PINs accessed

g.  Number of outbound calls

h.  Total Minutes of use (session time)

i.  Total Minutes of setup and wrap up

2.  Daily Complaint Report

a.  Daily Complaint/Commendation Report

b.  Customer information (if given)

c.  Date, Time of complaint

d.  Interpreter/Operator Identification

e.  Nature of Complaint/Commendation

f.  Complaint resolution 

3.  Monthly Complaint Report

4.  Summary of Daily Complaints

II. FUNCTIONAL AREA TWO XE "FUNCTIONAL AREA TWO" 
3.3

VIDEO RELAY SERVICE (VRS) 

Y.  BACKGROUND

The Department conducted a Video Relay Trial from 1/99 to 10/99 from 12 public sites established around the State of Maryland to enable users to experience Video Relay.  Users were extremely pleased with the service; however, after the initial excitement of the trial, users were unwilling to travel to remote locations to make a phone call.  As a result of this trial, it was determined that public sites would not be utilized in Maryland for Video Relay. Access to Maryland’s Video Relay shall be from privately owned sites, as opposed to public sites established by the State.  Maryland VRS is to provide the relay of phone conversation, not Video Relay Interpreting (VRI) that is used in place of providing an on site interpreter.

For purposes of this Functional Area, Video Relay Service shall be defined as a communication link between one video Relay user to the VRS operator who connects to a standard phone user and vice versa. Video Relay Service is not intended to act as an interpreter service in cases where the users are located in close proximity to each other, either in the same room or adjacent rooms.  In addition, conference calls are not permitted through VRS. 

A Relay caller uses video equipment to place a call to the VRS.  The interpreter at the successful Offeror’s site translates the caller’s sign language to voice to complete a call to a standard phone user. The Department intends to award a contract for limited and restricted Video Relay Service with a qualified offeror to provide an interactive video conferencing service that utilizes a sign language interpreter at the successful Offeror’s’s site (or other State-approved designated location) to provide interpreting services to individuals using their own videoconference equipment.

Z.  OBJECTIVES

In issuing this RFP, the Department is pursuing the following specific objectives to establish a VRS Service:

1.  To contract with a qualified offeror to provide an interactive video conferencing service that utilizes a sign language interpreter at the successful offeror’s site (or other designated location) to provide video relay to individuals using their own videoconference equipment.   This service allows translation from sign language to voice rather than from text to voice.  

2.  To establish Video Relay to ensure functionally equivalent relay service for persons who rely on visual modes of communication.

3.  To establish a Maryland based facility for Video Relay Service, which is desirable, but not required.

4.  To establish a reporting system that provides detailed information on usage, busy times, originating number, blocked calls, length of calls, total number of calls handled, interpreter staffing, and other pertinent information needed to manage the service and provide periodic assessment of the level of access and quality of the service.

5.  To establish a Personal Identification Number (PIN) system in coordination with the Department. 

6.  To meet all FCC requirements related to VRS with the exception of ASA.

7.  To establish procedures for forecasting change in calling statistics.

AA.  GENERAL REQUIREMENTS

1.  Video Relay Service (VRS)

The successful Offeror must provide a VRS system that allows translation from sign language to voice rather than from text to voice.  A Relay caller uses video equipment to place a call to the TRS.  The interpreter at the Relay Center translates the caller’s sign language to voice to complete a call to a standard phone user.  VRS must allow audio as well as video transmission to and from the VRS user in order to provide VCO, 2-Line VCO, and HCO calls to be processed via VRS.

2.  Bandwidth and Video Standards

The successful Offeror must provide an IP based video system, which conforms to ITU standards for H.323 and H.320 videoconference standards.  The video quality must be of sufficient clarity to make the signing understandable.  Bandwidth for transmission must be no less than 384 kbs at all times.  The only exception would be when the in-coming call is less than 384 kbs, the systems must be capable of meeting the incoming speed of the video call.

3.  Interpreters

The successful Offeror shall employ qualified interpreters who are proficient in ASL, Signed English, and PSE, both receptive and expressive and oral interpreting.  VRS interpreters will function as fully trained Maryland Relay Operators, must be approved by the Department, and must adhere to the Registry of Interpreters for the Deaf (RID) Code of Ethics. 


4.  Help Desk

The successful Offeror will provide a Help Desk with a toll-free access number, which will be in service during VRS operation hours. The purpose of the Help Desk will be to assist callers in setting up equipment, registering for PIN numbers, or any other issues related to VRS.

5.  Access Code

The successful Offeror shall establish an access code system that uses Personal Identification Numbers (PIN.) 

6.  Reports

Reports will be submitted to the Department on the 15th of each month following service unless otherwise specified.

7.  Customer Use Tracking System or IP Based System

The Offeror shall establish a system to track inbound call usage by PIN and report usage to the Department.

AB.  SYSTEM STANDARDS

1.  System Design and Capability

The successful Offeror must have a plan to provide Video Relay Service which includes, but is not limited to, access capabilities options, video and audio transmission capabilities, and any special features of the system.

2.  Equipment and Software

The successful Offeror must provide all necessary telecommunications, video equipment and software at time of transition and be capable of expansion of their system as approved by the Department.

3.  Compatibility With VRS Users

The successful Offeror must make available to the user, the compatibility requirements necessary for the user to access VRS from a personal computer (PC).

4.  IP Access to VRS

The Offeror must have the capability to measure:

a.  The number of requests for VRS that cannot be filled because all operators are busy

b.  The number of requests for VRS that cannot be filled for other reasons (to include reason)

AC.  STAFFING XE "STAFFING" 
1.  Center Staffing

The VRS Center must have a sufficient staff of Interpreter/Operators (I/O) at the time of award and have the capability to expand I/O staff as necessary.

2.  Account Manager

An Account Manger shall act as Point of Contact for the Department

3.  Training and Operating Procedures Plan and Manual

The successful Offeror must, upon award, provide to the Department, a copy of the training and operating procedures manuals and all related materials.  All updates to training and operating procedure materials will be provided to the Department before inclusion. 

4.  The successful Offeror must employ at a minimum, two (2) Interpreter/Operators during the hours of operation of VRS. 

5.  The successful Offeror must ensure that staffing allows for interpreter down time to ensure that the quality of calls meets the standards detailed in Functional Area One - Standard Telecommunications Relay of this RFP.

AD.  SERVICE STANDARDS XE "SERVICE STANDARDS" 
1.  Hours of Operation

VRS will be available Sunday through Saturday, 9:00 am to 7:00 pm prevailing local Maryland time including holidays.  

2.  Minimum Standard for Service

VRS must meet all of the minimum established standards for Maryland Relay calls in Functional Area One -  Telecommunications Relay, Section 3, I, 3.1, J, 1‑11 with the exception of ASA, billing for calls, COC, and 9-1-1 calls.

3.  Costs

The successful Offeror shall include all costs associated in its Financial Proposal.

AE.  INTERPRETER/OPERATOR TRAINING AND STANDARDS XE "INTERPRETER/OPERATOR TRAINING AND STANDARDS" 
1.  Regional Signs

The successful Offeror must develop training on regional signs in conjunction with the Department.  Final Department approval is required for training modifications.

2.  Maryland Relay Certification

A certification test will be developed in conjunction with the Department. All interpreters working for Maryland VRS must pass this test regardless of other certifications they possess.  Final Department approval is required for training and training modifications.

3.  Maryland Relay Interpreter Screening

The successful Offeror must have screening procedures for interpreters.

4.  Upon award, the successful Offeror shall develop, in conjunction with the Department, a screening test for new interpreters.  Final approval of the screening test is required by the Department.  Any interpreter applying for a position as an I/O or returning after an absence of one year or more, must pass the Maryland Relay Interpreter Screening Test, regardless of professional certification.

5.  Minimum Interpreter/Operator (I/O) Standards

a.  All I/Os must pass the Maryland Relay Certification.

b.  Code of Ethics

I/Os shall adhere to the Registry of Interpreters for the Deaf (RID) Code of Ethics and sign the Maryland Relay Ethics agreement.

c.  Complaint Procedures and Reports

Complaint procedures and reports are to mirror the procedures in FUNCTIONAL AREA 1- TELECOMMUNICATIONS RELAY SERVICE for standard Relay calls.  See Section 3, I, 3.1, K, 1‑10.

AF.  REPORTING STANDARDS XE "REPORTING STANDARDS" 
All reports are due to the Department on the 15th of each month following service unless otherwise specified.

1.  Monthly Call Report

2.  Number of requests for VRS 

3.  Number of requests for VRS not filled (reason)

4.  Call wait time

5.  Number of calls processed

6.  Average length of call (monthly)

7.  List of PINs accessed and call duration

8.  Number of outbound calls

9.  Total Minutes of use (session time)

10.  Total Minutes of setup and wrap up

11.  Complaint Report

a.  Daily Complaint/Commendation Report

b.  Customer information (if given)

c.  Date, time of complaint

d.  I/O Identification

e.  Nature of complaint/commendation

f.  Complaint resolution

12.  Monthly Complaint Report

13.   Summary of Daily Complaints.

                                               PROPOSAL FORMAT XE "PROPOSAL FORMAT" 
4.0
TWO PART SUBMISSION XE "4.0
TWO PART SUBMISSION" 
For each Functional Area, proposals must be submitted in TWO SEPARATE VOLUMES:

Volume I - TECHNICAL PROPOSAL 

Volume II - FINANCIAL PROPOSAL 

4.0.1
Technical volumes for each functional area must be sealed separately from the  functional area financial volume but submitted simultaneously to the Procurement Officer (address listed on Key Information Summary).  An original, so identified, and 9 copies of each volume are to be submitted.

4.0.2
Each Offeror is required to submit an original and 9 copies of their proposal in a separately sealed package for each Volume, which are to be labeled Technical Proposal Volume  and Financial Proposal Volume.  Each sealed package must bear the RFP title and number, Functional Area Number, name and address of the Offeror, the volume number (I or II), and the closing date and time for receipt of the proposals on the outside of the package. 

All pages of both proposal volumes must be consecutively numbered from beginning to end.

4.1
GENERAL  PREPARATION INSTRUCTIONS XE "4.1
GENERAL  PREPARATION INSTRUCTIONS" 
The proposal should address all elements outlined in this section of the RFP.  It should be clear and precise in response to the information and requirements for each Functional Area proposed. 

4.2
VOLUME I  - TECHNICAL PROPOSAL XE "4.2
VOLUME I  - TECHNICAL PROPOSAL"  - FUNCTIONAL AREA I OR II
4.2.1
A transmittal letter must accompany each functional area technical proposal.  The purpose of this letter is to transmit the proposal and acknowledge the receipt of any addenda.  The transmittal letter should be brief and signed by an individual who is authorized to commit the Offeror to the services and requirements as stated in this RFP.

4.2.2
Technical proposals must be submitted in a separately sealed package labeled “Volume I - Technical Proposal – Functional Area  Number ___” and must bear the name and address of the Offeror, the name and number of the RFP and the closing date for proposals on the outside of the package.  Inside this package an unbound original, to be so labeled, and nine (9) copies shall be provided, along with an electronic version in MS Word or other State-acceptable format.  The technical proposal shall include:
1. Declaration of Confidential Sections (if any); (See RFP section 1.15)

2. Executive Summary-  The Offeror shall condense and highlight the contents of the Functional Area Technical Proposal in a separate section titled "Executive Summary."   The Summary shall provide a broad overview of the contents of the entire proposal.  This Summary shall also identify any exceptions ( See RFP Section 1.17) the offeror has taken to the requirements of this RFP or contract (Attachment A).

3. Minimum Requirements-As required in RFP section 2, the Offeror must specifically state in this Summary that it satisfies the four (4) minimum requirements for Functional Area One or the one (1) minimum requirement for Functional Area Two listed in section 2, and shall further identify the page number(s) in the technical proposal which documents this information.

4. Proposed Services – Work Plan – Functional Area I.  Offeror shall complete this section if proposing to Functional Area I.  The State will evaluate the Offeror’s overall Experience/Stability, Capabilities and Qualifications, which shall include proposed services, their system/service capabilities, their staffing/training capabilities, their transition plan and desirables: 

a. Offerors must demonstrate, document and describe as appropriate, their experience in providing the proposed services under Maryland Telecommunications Relay-Functional Area I (See RFP Section 3.1), including:

· All General Requirements (See 3.1.C)

· In addition to the general requirements, the Offeror must describe in detail:

· The proposed location for providing Speech-to-Speech relay

· An outline of specialized training for Speech-to-Speech operators

· The location of proposed additional relay centers

· System Standards (See 3.1.D)

· Facility Design & Access (See 3.1.E)

· Minimum Relay/Staffing Requirements (See 3.1.F)

· Service Demand and Capacity (See 3.1.G)

· Access to Maryland Relay Center (See 3.1.H)

· Billing Standards/Access Long Distance, Toll Calls, Flat Rate Calling Plans (See 3.1.I)

· Service Standards (See 3.1.J)

· Complaint Resolution and Maximum Customer Satisfaction (See 3.1.K)

· Quality Assurance (See 3.1.L)

· Customer Confidentiality (See 3.1.M)

· Operator Standards (See 3.1.N)

· Operator Training (See 3.1.O)

· Reporting Requirements (See 3.1.P)

· Meeting Requirements (See 3.1.Q)

· Transition (See 3.1.R)

· Desirables (See 3.1.T)

b. Offerors must demonstrate, document and discuss their experience in providing the proposed services under Internet Protocol Relay (See Section 3.2) including:

· General Requirements (See 3.2.A)

· Service Standards (See 3.2.B)

· Reporting Standards (See 3.2.C)

5. Proposed Services – Work Plan – Functional Area II.  Offeror shall complete this section if proposing to Functional Area II.  The State will evaluate the Offeror’s overall Experience/Stability, Capabilities and Qualifications, which shall include proposed services, their system/service capabilities, their staffing/training capabilities, their transition plan and desirables: 

a. Offerors must demonstrate, discuss and document their experience in providing the proposed services under Video Relay-Functional Area II (See RFP Section 3.3) including:

· All General Requirements (See 3.3.C)

· System Standards (See 3.3.D)

· In addition, describe in detail you ability to have voice with video for hard of hearing customers who want to read lips and hear the caller’s  voice.

· Staffing (See 3.3.E)

· Service Standards (See 3.3.F)

· Interpreter/Operator Training & Standards (See 3.3.G)

· Reporting Standards (See 3.3.H)

b. Offerors must provide a minimum of 2 references for similar services. References are to include descriptions of:

· The Offeror's ability to manage projects of comparable size and complexity.

· The quality and breadth of services provided by the Offeror.

· Each client reference is to include the following information:

Name of client organization; name, title, and telephone number of point of contact for client organization; value of contract(s) supporting the client organization, the date the work was performed or the duration of contract(s) supporting the client organization, and/or service location. 

If the Offeror is no longer serving this client, provide an explanation of why the Offeror is no longer providing the services to the client organization.

The State shall have the right to contact any reference as part of the evaluation and selection process.

6.
Legal Actions Summary.  To be completed for either Functional Area I or II - The Offeror must include the following:

· A statement as to whether there are any outstanding legal actions against the Offeror, and a brief description of any such action.

· A brief description of any settled or closed legal actions or claims against the Offeror over the past five (5) years.

7.Financial Capabilities And Statements. To be completed for either Functional Area I or II - Offerors must demonstrate financial stability.  Technical proposals must include: 

· Evidence that the Offeror has financial capacity to provide the services.

· Copies of the last two (2) year end financial audited (preferred) statements or best available equivalent report.

· An analysis of those financial statements/reports, if possible.

8.
Economic Benefit Factor. To be completed for either Functional Area I or II- The Offeror shall describe the benefits that will accrue to the State of Maryland economy as a direct or indirect result of the Offeror’s performance of the contract resulting from this RFP.  The Offeror will take into consideration the following elements. (Do not include any detail of the financial proposals with this technical information):

· The estimated percentage of contract dollars to be recycled into Maryland’s economy in support of the contract, through the use of Maryland subcontractors, suppliers and joint venture partners.  Offerors should be as specific as possible and provide a percentage breakdown of expenditures in this category.

· The estimated number and types of jobs for Maryland residents resulting from this contract.  Indicate job classifications, number of employees in each classification, and the aggregate Maryland payroll percentages to which the contractor has committed at both prime and, if applicable, subcontract levels.

· Tax revenues to be generated for Maryland and its political subdivisions as a result of this contract.  Indicate tax category (sales tax, inventory taxes and estimated personal income taxes for new employees).  Provide a forecast of the total tax revenues resulting from the contract.

· The estimated percentage of subcontract dollars committed to Maryland small businesses and MBEs.

· In addition to the factors listed above, the Offeror should explain any other economic benefit to the State of Maryland that would result from the Offeror’s proposal.

· NOTE: Because there is no guarantee of any level of usage under this contract, in providing the information required in this section, the Offeror should state its level of commitment per $1,000 of contract value.  In other words, for each $1,000 of contract value, how many Maryland jobs will be created, what Maryland tax revenue will be generated, how much will be paid to Maryland subcontractors, etc.?

9.
Subcontractors.  To be completed for either Functional Area I or II Offerors must identify subcontractors, if any, and the role these subcontractors will have in the performance of the contract.  However, disclosure of MBE subcontractors at this point is optional.

10.  Required Submissions to be submitted by Offeror:

· Completed Bid/Proposal Affidavit (Attachment B – with original of Technical Proposal only).

· Minority Business Enterprise (MBE) Utilization and Fair Solicitation Affidavit (See Section 1.19 and Attachment D-1).

4.3
VOLUME II - FINANCIAL PROPOSAL

4.3.1 Under separate sealed cover from each Functional Area Technical Proposal and clearly identified with the same information noted on the Functional Area Technical Proposal, the Contractor must submit an original unbound copy and nine (9) copies of the Financial Proposal, along with an electronic version in MS Word or other State-acceptable format.  

 The Functional Area Financial Proposal must contain all cost information in the format specified in Attachment “E”.   (Note:  Features that are desirable (Section 3.1.T) will be evaluated in the technical proposal only and will not be used as a weighting factor in the financial evaluation, however Offerors are bound by these prices which may be used at a later date. ) 

4.3.2
Complete the cost sheet for the specific Functional Area and only as provided in    the Price Proposal Forms.


SECTION 5 

EVALUATION CRITERIA AND SELECTION PROCEDURE

5.1

EVALUATION CRITERIAtc  \l 2 "EVALUATION CRITERIA"
In evaluating the proposals, technical merit will have greater weight than financial.  Evaluation of the proposals will be performed by a committee (established for that purpose) and will be based on the criteria set forth below:

5.2 

TECHNICAL CRITERIA

The State will determine the acceptability of each Offeror and may request assistance from any source in evaluating acceptable Offerors.  The technical proposals will be evaluated on the factors listed below (each criterion is listed in descending order of importance):

Factor

Functional Area I
· Standards  

· System

· Service

· Operator

· Confidentiality

· Training

· Billing- LD, Toll, Flat Rate Plans

· Quality Assurance 

· Complaint Resolution and Maximum Customer Satisfaction Access to Maryland Relay Center

· Relay Design

· Facility Design and Access

· Service Demand and Capacity

· Minimum Relay/Staffing Requirements

· Experience and References

· Transition

· Economic Benefits

· Desirable Features

Functional Area II
· Standards 

· System 

· Service

· Staffing 

· Interpreter/Operator Training 

· Economic Benefit

5.3

FINANCIAL CRITERIA

The Financial Proposals will be evaluated separately.  The financial evaluation will be based upon the prices submitted by the Offeror on the Financial Proposal Forms (Exhibit E) Section 1.   Price Form Attachment E-1 will be ranked lowest to highest for the per session minute unit price. Price Form, Attachment E-2 will be ranked on the total evaluated 12-month price. 

Features that are desirable (Section 3.1.T) will be evaluated in the technical proposal only and will not be used as a weighting factor in the financial evaluation, however Offerors are bound by these prices which may be used at a later date.  Offerors must propose prices in the appropriate table. The Offeror will record the unit prices and/or rate in the identified columns.  These entries will be evaluated by the State using weighted factors identified in the heading of the columns.
5.4

RECIPROCAL PREFERENCE

Although Maryland law does not authorize procuring agencies to favor resident Offerors in awarding procurement contracts, many other states do grant their resident businesses preferences over Maryland contractors.  Therefore, as described in COMAR 21.05.01.04, a resident business preference will be given if: a responsible Offeror whose headquarters, principal base of operations, or principal site that will primarily provide the services required under this RFP is in another state submits the most advantageous offer; the other state gives a preference to its residents through law, policy, or practice; and, the preference does not conflict with a Federal law or grant affecting the procurement contract.  The preference given shall be identical to the preference that the other state, through law, policy or practice gives to its residents.

5.5

SELECTION PROCEDURES

5.5.1      General Selection Process

The contract will be awarded in accordance with the competitive sealed proposals process under Code of Maryland Regulations 21.05.03.  The competitive sealed proposals method is based on discussions and revision of proposals during these discussions.

Accordingly, the State may hold discussions with all Offerors judged reasonably susceptible of being selected for award, or potentially so.  However, the State also reserves the right to make an award without holding discussions.  In either case of holding discussions or not doing so, the State may determine an Offeror to be not responsible and/or not reasonably susceptible of being selected for award, at any time after the initial closing date for receipt of proposals and the review of those proposals.  

Financial proposals of qualified Offerors will be opened only after all technical proposals have been evaluated.

5.5.2  
Selection Process Sequence

1. The first step in the process will be to assess compliance with the Offeror Qualifications set forth in Section 2 of the RFP.  Offerors who fail to meet these basic requirements will be disqualified and their proposals eliminated from further consideration.

2. The next level of review will be an evaluation for technical merit.  During this review oral presentations and discussions will typically be held. The purpose of such discussions will be to assure a full understanding of the States’ requirements and the Offeror’s ability to perform, to obtain the best price and to facilitate arrival at a contract that will be most advantageous to the State.  Offerors must confirm in writing any substantive oral clarification of, or change in, their proposals made in the course of discussions.  Any such written clarification or change then becomes part of the Offeror’s proposal.

3. The separate financial proposal of each qualified Offeror will be distributed to the Evaluation Committee for analysis following the completion of the technical evaluation.  After a review of the financial proposals of qualified Offerors, the Procurement Officer may again conduct discussions.  

4. When in the best interest of the State, the Procurement Officer may permit Offerors who have submitted acceptable proposals to revise their initial proposals and submit, in writing, best and final offers.

5. Upon completion of all discussions and negotiations, reference checks, and site visits, if any, the Procurement Officer will recommend award of the contract to the responsible Offeror(s) whose proposal is determined to be the most advantageous to the State considering evaluation and price factors as set forth in this RFP.  In making the most advantageous Offeror determination, technical factors will be given greater weight than financial factors.

ATTACHMENTS

1. ATTACHMENT  A is the State's contract.  It is provided with the RFP for informational purposes and is not required at proposal submission time.  However, the offerors which are selected for Master Contract awards must sign and return the completed contract upon notification of proposed contract award.

2. ATTACHMENT  B,  the Bid/Proposal Affidavit, must be completed and submitted with the Technical Proposal.

3. ATTACHMENT  C, the Contract Affidavit, is not required at proposal submission time.  It must be submitted by the selected Offerors within 5 business days of notification of proposed contract award.

4. ATTACHMENT  D-1 must be submitted with the Technical Proposal.

5. ATTACHMENTS  D-2, D-3, and D-4 must be submitted to the procurement officer within 10 working days of notification that an Offeror is proposed for award.

6. ATTACHMENT  E is the Price Proposal Forms which must be completed and submitted as an Offeror’s Financial Proposal.

7.   ATTACHMENT F, is the Pre-Proposal Conference Response Form.  It is requested that this form be completed and submitted by those potential Offerors who plan on attending the conference. 

ATTACHMENT A

CONTRACT 


THIS CONTRACT is made this                   day of                                     , 20___  by and between                                                                   and the STATE OF MARYLAND, acting through the MARYLAND DEPARTMENT OF BUDGET AND MANAGEMENT.


IN CONSIDERATION of the premises and the covenants herein contained, the parties agree as follows:

1. Definitions
Except as provided otherwise in this Contract, terms used in this Contract and the RFP shall have the meanings provided in the RFP. In this Contract, the following words have the meanings indicated:

1.1 
“Contractor” means ___________________________ whose principal business  address is ______________ and whose principal office in Maryland is ________________.

1.2
“Contractor’s Information” means proprietary works of authorship, that have been created for others, including without limitation software, methodologies, tools, specifications, drawings, sketches, models, samples, records and documentation, as well as copyrights, trademarks, service marks, ideas, concepts, know-how, techniques, knowledge or data, which have been originated, developed or purchased by Contractor or by third parties under contract to Contractor (a) before the issuance of the Task Order and (b) specifically identified in the response to the Task Order.

1.3
“Department” means the Maryland Department of Budget and Management.

1.4
“Financial Proposal” means the Contractor’s Financial Proposal dated _____________.

1.5
“Procurement Officer” means ___________________________.

1.6
“RFP” means the Request for Proposals for 

1.7
“State” means the State of Maryland.

1. 8
“Technical Proposal” means the Contractor’s Technical Proposal, dated _______________.

2.
Scope of Work
2.1
The Contractor shall provide the services described in the Contractor’s proposal and the RFP.  These services shall be provided in accordance with this Contract and the following exhibits, which are attached and incorporated herein by reference.  If there is any conflict between this Contract and the Exhibits, the terms of the Contract shall govern.  If there is any conflict among the Exhibits, the following order of precedence shall determine the prevailing provision:

Exhibit A - The RFP.

Exhibit B - The Technical Proposal

Exhibit C - The Financial Proposal

2.2
The Procurement Officer may, at any time, by written order, make changes in the work within the general scope of the Contract.  No other order, statement or conduct of the Procurement Officer or any other person shall be treated as a change or entitle the Contractor to an equitable adjustment under this section.  Except as otherwise provided in this Contract, if any change under this section causes an increase or decrease in the Contractor’s cost of, or the time required for, the performance of any part of the work, whether or not changed by the order, an equitable adjustment in the Contract price shall be made and the Contract modified in writing accordingly.  The Contractor must assert in writing its right to an adjustment under this section within thirty (30) days of receipt of written change order and shall include a written statement setting forth the nature and cost of such claim.  No claim by the Contractor shall be allowed if asserted after final payment under this Contract.  Failure to agree to an adjustment under this section shall be a dispute under the Disputes clause.  Nothing in this section shall excuse the Contractor from proceeding with the Contract as changed.

3. Time for Performance. 

Unless terminated earlier as provided in this Contract, the Contractor shall provide the services for the period beginning on the date on which the Contract is executed by the Department and ending on _____________________________________.  The State, at its sole option, has the unilateral right to extend the term of the Contract for up to two additional, successive one year terms.  

4.
Consideration and Payment
4.1 The consideration to be paid the Contractor shall be determined in accordance with the RFP

 and the Financial Proposal.  Any work performed by the Contractor without the prior written approval of the Project Manager is at the Contractor’s risk of non-payment.  

4.2
Payments to the Contractor shall be made in accordance with the  Contract and no later than 30 days after the State’s receipt of a proper invoice from the Contractor.  

4.3
Each invoice must reflect the Contractor’s federal tax identification number, which is            ___________________.  Charges for late payment of invoices, other than as prescribed by Title 15, Subtitle 1, of the State Finance and Procurement Article, Annotated Code of Maryland, as from time to time amended, are prohibited.  The final payment under this Contract will not be made until after certification is received from the Comptroller of the State that all taxes have been paid.

4.4
In addition to any other available remedies if, in the opinion of the Procurement Officer, the Contractor fails to perform in a satisfactory and timely manner, the Procurement Officer may refuse or limit approval of any invoice for payment, and may cause payments to the Contractor to be reduced or withheld until such time as the Contractor meets performance standards as established by the Procurement Officer pursuant to this Contract.

5. Personnel

Contractor agrees that all personnel identified in its proposal, or personnel of equal qualifications, shall be assigned to perform the terms of  the Contract.  Personnel described in Contractor’s proposal may not be removed from the performance of the Contract except as provided in the RFP.

6. Rights to Records

6.1
The Contractor agrees that all documents and materials, including but not limited to, reports, drawings, studies, specifications, estimates, tests, maps, photographs, designs, graphics, mechanical, artwork, computations and data prepared by the Contractor for purposes of this Contract shall be the sole property of the Department and shall be available to the Department at any time.  The Department shall have the right to use the same without restriction and without compensation to the Contractor other than that specifically provided by this Contract. Contractor's Information shall not be the property of the Department.  To the extent that Contractor incorporates any of Contractor's Information into the documents and materials delivered under the Contract, Contractor hereby grants to the State a royalty-free, non-exclusive license to use such Contractor's Information solely for the State's use and that of its agents.

6.2
The Contractor agrees that at all times during the term of this Contract and thereafter, the works created and services performed under this Contract shall be “works made for hire” as that term is interpreted under U.S. copyright law.  To the extent that any products created under this Contract are not works for hire for the Department, the Contractor hereby relinquishes, transfers, and assigns to the State all of its rights, title, and interest (including all intellectual property rights) to all such products created under this Contract, and will cooperate reasonably with the State in effectuating and registering any necessary assignments.

6.3
The Contractor shall report to the Department, promptly and in written detail, each notice or claim of copyright infringement received by the Contractor with respect to all data delivered under this agreement.

6.4
The Contractor shall not affix any restrictive markings upon any data and if such markings are affixed, the Department shall have the right at any time to modify, remove, obliterate, or ignore such warnings.

6.5
Notwithstanding anything to the contrary in this Contract, Contractor shall have the right to retain a copy of all its work-papers and administrative records but shall not be entitled to use such documents except for the benefit of the State of Maryland or the Contractor’s internal record keeping requirements.

7.  
Patents, Copyrights, Intellectual Property
7.1
If the Contractor furnishes any design, device, material, process, or other item which is covered by a patent or copyright or which is proprietary to or a trade secret of another, the Contractor shall obtain the necessary permission or license to permit the State to use such item or items.

7.2
The Contractor will defend or settle, at its own expense, any claim or suit against the State alleging that any such item furnished by the Contractor infringes any patent, trademark, copyright, or trade secret.  If a third party claims that a Product infringes that party’s patent or copyright, the Contractor will defend the Agency against that claim at Contractor’s expense and will pay all damages, costs and attorney fees that a Court finally awards, provided the Agency (i) promptly notifies the Contractor in writing of the claim; and (ii) allows Contractor to control and cooperates with Contractor in, the defense and any related settlement negotiations. The obligations of this paragraph are in addition to those stated in section 9.3 below.

7.3
If any products furnished by the Contractor become, or in the Contractor's opinion are likely 

to become, the subject of a claim of infringement, the Contractor will, at its option and expense: a) procure for the State the right to continue using the applicable item, b) replace the product with a non-infringing product substantially complying with the item's specifications, or c) modify the item so that it becomes non-infringing and performs in a substantially similar manner to the original item.

8.
Confidentiality

Subject to the Maryland Public Information Act and any other applicable laws, all confidential or proprietary information and documentation relating to either party (including without limitation, any information or data stored within the Contractor’s computer systems) shall be held in absolute confidence by the other party.  Each party shall, however, be permitted to disclose relevant confidential information to its officers, agents and employees to the extent that such disclosure is necessary for the performance of their duties under this Contract, provided the data may be collected, used, disclosed, stored and disseminated only as provided by and consistent with the law. The provisions of this section shall not apply to information that (a) is lawfully in the public domain; (b) has been independently developed by the other party without violation of this Contract; (c) was already in the possession of such party, (d) was supplied to such party by a third party lawfully in possession thereof and legally permitted to further disclose the information or (e) which such party is required to disclose by law.

9.
Loss of Data
In the event of loss of any State data or records where such loss is due to the intentional act or omission or negligence of the contractor or any of its subcontractors or agents, the Contractor shall be responsible for recreating such lost data in the manner and on the schedule set by the Procurement Officer.

10.
Insurance Requirements
The Contractor shall maintain general liability insurance with a minimum of $500,000  per each occurrence and $1,000,000 aggregate coverage.  The State of Maryland will be named as an additional named insured on all liability policies (Workers' Compensation excepted) and certificates of insurance evidencing this coverage will be provided prior to the commencement of any activities under the Contract.

11.
Non-Hiring of Employees
No employee of the State of Maryland or any unit thereof whose duties as such employee include matters relating to or affecting the subject matter of this Contract shall during the pendancy and term of this contract and while so employed, become or be an employee of the Contractor or any entity that is a subcontractor on this contract.

12.       Disputes 

This Contract shall be subject to the provisions of Title 15, Subtitle 2, of the State Finance and Procurement Article of the Annotated Code of Maryland, as from time to time amended, and COMAR 21.10 (Administrative and Civil Remedies).  Pending resolution of a claim, the Contractor shall proceed diligently with the performance of the Contract in accordance with the Procurement Officer’s decision.  Unless a lesser period is provided by applicable statute, regulation, or the Contract, the Contractor must file a written notice of claim with the Procurement Officer within 30 days after the basis for the claim is known or should have been known, whichever is earlier.  Contemporaneously with or within 30 days of the filing of a notice of claim, but no later than the date of final payment under the Contract, the Contractor must submit to the Procurement Officer its written claim containing the information specified in COMAR 21.10.04.02.

13.
Maryland Law 

This Contract shall be construed, interpreted, and enforced according to the laws of the State of Maryland.

14.
Nondiscrimination in Employment 

The Contractor agrees: (a) not to discriminate in any manner against an employee or applicant for employment because of race, color, religion, creed, age, sex, marital status, national origin, ancestry, or physical or mental handicap unrelated in nature and extent so as reasonably to preclude the performance of such employment; (b) to include a provision similar to that contained in subsection (a), above, in any underlying subcontract except a subcontract for standard commercial supplies or raw materials; and (c) to post and to cause subcontractors to post in conspicuous places available to employees and applicants for employment, notices setting forth the substance of this clause.

15.
Contingent Fee Prohibition

The Contractor warrants that it has not employed or retained any person, partnership, corporation, or other entity, other than a bona fide employee, bona fide agent, bona fide salesperson, or commercial selling agency working for the Contractor to solicit or secure this Agreement, and that it has not paid or agreed to pay any person, partnership, corporation or other entity, other than a bona fide employee, bona fide salesperson or commercial selling agency, any fee or other consideration contingent on the making of this Agreement.

16.
Non-availability of Funding

If the General Assembly fails to appropriate funds or if funds are not otherwise made available for continued performance for any fiscal period of this Contract succeeding the first fiscal period, this Contract shall be canceled automatically as of the beginning of the fiscal year for which funds were not appropriated or otherwise made available; provided, however, that this will not affect either the State’s rights or the Contractor’s rights under any termination clause in this Contract.  The effect of termination of the Contract hereunder will be to discharge both the Contractor and the State from future performance of the Contract, but not from their rights and obligations existing at the time of termination.  The Contractor shall be reimbursed for the reasonable value of any nonrecurring costs incurred but not amortized in the price of the Contract.  The State shall notify the Contractor as soon as it has knowledge that funds may not be available for the continuation of this Contract for each succeeding fiscal period beyond the first.

17.
Termination for Cause

If the Contractor fails to fulfill its obligations under this Contract properly and on time, or otherwise violates any provision of the Contract, the State may terminate the Contract by written notice to the Contractor.  The notice shall specify the acts or omissions relied upon as cause for termination.  All finished or unfinished work provided by the Contractor shall, at the State’s option, become the State’s property.  The State of Maryland shall pay the Contractor fair and equitable compensation for satisfactory performance prior to receipt of notice of termination, less the amount of damages caused by the Contractor’s breach.  If the damages are more than the compensation payable to the Contractor, the Contractor will remain liable after termination and the State can affirmatively collect damages.  Termination hereunder, including the termination of the rights and obligations of the parties, shall be governed by the provisions of COMAR 21.07.01.11B.

18.
Termination for Convenience
The performance of work under this Contract may be terminated by the State in accordance with this clause in whole, or from time to time in part, whenever the State shall determine that such termination is in the best interest of the State.  The State will pay all reasonable costs associated with this Contract that the Contractor has incurred up to the date of termination, and all reasonable costs associated with termination of the Contract; provided, however, the Contractor shall not be reimbursed for any anticipatory profits that have not been earned up to the date of termination.  Termination hereunder, including the determination of the rights and obligations of the parties, shall be governed by the provisions of COMAR 21.07.01.12 (A)(2).

19.
Delays and Extensions of Time 

The Contractor agrees to perform this agreement continuously and diligently.  No charges or claims for damages shall be made by the Contractor for any delays or hindrances, regardless of cause, in the performance of services under this Contract.  Time extensions will be granted only for excusable delays that arise from unforeseeable causes beyond the control and without the fault or negligence of the Contractor, including but not restricted to acts of God, acts of the public enemy, acts of the State in either its sovereign or contractual capacity, acts of another contractor in the performance of a contract with the State, fires, floods, epidemics, quarantine restrictions, strikes, freight embargoes, or delays of  subcontractors or suppliers arising from unforeseeable causes beyond the control and without the fault or negligence of either the Contractor or the subcontractors or suppliers.

20. Suspension of Work
The Procurement Officer unilaterally may order the Contractor in writing to suspend, delay, or interrupt all or any part of its performance for such period of time as the Procurement Officer may determine to be appropriate for the convenience of the State.

21. Pre-Existing Regulations
In accordance with the provisions of Section 11-206 of the State Finance and Procurement Article, Annotated Code of Maryland, as from time to time amended, the regulations set forth in Title 21 of the Code of Maryland Regulations (COMAR 21) in effect on the date of execution of this Contract are applicable to this Contract.

22.
Financial Disclosure  

The Contractor shall comply with the provisions of Section 13-221 of the State Finance and Procurement Article of the Annotated Code of Maryland, as from time to time amended, which requires that every business that enters into contracts, leases, or other agreements with the State of Maryland or its agencies during a calendar year under which the business is to receive in the aggregate, $100,000 or more, shall within 30 days of the time when the aggregate value of these contracts, leases or other agreements reaches $100,000, file with the Secretary of the State of Maryland certain specified information to include disclosure of beneficial ownership of the business.

23. Political Contribution Disclosure  

The Contractor shall comply with the provisions of Article 33, Sections 14-101 through 14-104 of the Annotated Code of Maryland, which require that every person that enters into contracts, leases, or other agreements with the State of Maryland, a county or an incorporated municipality or their agencies, during a calendar year under which the person receives in the aggregate, $100,000 or more, shall, file with the State Board of Elections a statement disclosing contributions in excess of $500 made during the reporting period to a candidate for elective office in any primary or general election.  The statement shall be filed with the State Board of Elections: (1) before a purchase or execution of a lease or contract by the State, a county, an incorporated municipality, or their agencies, and shall cover the preceding two calendar years; and (2) if the contribution is made after the execution of a lease or contract, then twice a year, throughout the contract term, on: (a) February 5, to cover the 6-month period ending January 31; and (b) August 5, to cover the 6-month period ending July 31.

24. Retention of Records.  

The Contractor shall retain and maintain all records and documents in any way relating to this Contract for three years after final payment by the State of Maryland under this Contract or any applicable statute of limitations, whichever is longer, and shall make them available for inspection and audit by authorized representatives of the State, including the Procurement Officer or the Procurement Officer’s designee, at all reasonable times.  All records related in any way to the Contract are to be retained for the entire time provided under this section.

25. Compliance with Laws. 

The Contractor hereby represents and warrants that:

A.
It is qualified to do business in the State of Maryland and that it will take such action as, from time to time hereafter, may be necessary to remain so qualified;

B.
It is not in arrears with respect to the payment of any monies due and owing the State of Maryland, or any department or unit thereof, including but not limited to the payment of taxes and employee benefits, and that it shall not become so in arrears during the term of this Contract;

C.
It shall comply with all federal, State and local laws, regulations, and ordinances 

applicable to its activities and obligations under this Contract; and,

D.
It shall obtain, at its expense, all licenses, permits, insurance, and governmental 

approvals, if any, necessary to the performance of its obligations under this Contract.

26. Cost and Price Certification  

By submitting cost or price information, the Contractor certifies to the best of its knowledge that the information submitted is accurate, complete, and current as of the date of its bid or offer.

The price under this Contract and any change order or modification hereunder, including profit or fee, shall be adjusted to exclude any significant price increases occurring because the Contractor furnished cost or price information which, as of the date of its bid or offer, was inaccurate, incomplete, or not current.

27.
Subcontracting; Assignment 

The Contractor may not subcontract any portion of the services provided under this Contract without obtaining the prior written approval of the State of Maryland, nor may the Contractor assign this Contract or any of its rights or obligations hereunder, without the prior written approval of the State.  Any such subcontract or assignment shall include the terms of sections 11, and 13 through 25 of this Contract  and any other terms and conditions that the State deems necessary to protect its interests.  The State shall not be responsible for the fulfillment of the Contractor’s obligations to the subcontractors. 

28.
Indemnification 
28.1
The Contractor shall indemnify the State against liability for any claims, damages, loss, costs, expenses, suits, or actions of any character arising from or relating to the performance of the Contractor or its subcontractors under this Contract.

28.2 The State of Maryland has no obligation to provide legal counsel or defense to the

Contractor or its subcontractors in the event that a suit, claim or action of any character is brought by any person not party to this Contract against the Contractor or its subcontractors as a result of or relating to the Contractor’s obligations under this Contract.

28.3 The State has no obligation for the payment of any judgments or the settlement of

any claims against the Contractor or its subcontractors as a result of or relating to

the Contractor’s obligations under this Contract.

28.4
The Contractor shall immediately notify the Procurement Officer of any claim or

suit made or filed against the Contractor or its subcontractors regarding any matter

resulting from or relating to the Contractor’s obligations under the Contract, and will cooperate, assist, and consult with the State in the defense or investigation of any claim, suit, or action made or filed against the State as a result of or relating to the Contractor’s performance under this Contract.

29.
Administrative

29.1    Procurement Officer.  The work to be accomplished under this Contract shall be performed under the direction of the Procurement Officer.  All matters relating to the interpretation of this Agreement shall be referred to the Procurement Officer for determination.

29.2
Notices.  All notices hereunder shall be in writing and either delivered personally or sent by certified or registered mail, postage prepaid as follows:

If to the State:

Joanne Rusk, Procurement Officer




Office of Information Technology




Department of Budget and Management




45 Calvert Street




Annapolis, Maryland     21401

If to the Contractor:    _____________________________________________________




____________________________________________________




____________________________________________________


IN WITNESS THEREOF, the parties have executed this Contract as of the date hereinabove set forth.

CONTRACTOR

                               


                      ___________________________

By:






Date

Witness:_______________________

MARYLAND DEPARTMENT OF BUDGET AND MANAGEMENT

__________________________


__________________________

By:






Date

Witness:_______________________

Approved for form and legal

sufficiency this _________ day

of _________________, _______.

_________________________

Assistant Attorney General

APPROVED BY BPW:  _________________
_____________

(Date)


(BPW Item #)

ATTACHMENT B

BID/PROPOSAL AFFIDAVIT

A.  AUTHORIZED REPRESENTATIVE
I HEREBY AFFIRM THAT:
I am the [title] ____________________________________________________

and the duly authorized representative of [business] _________________________

___________________________________________________________________

and that I possess the legal authority to make this Affidavit on behalf of myself and the business for which I am acting.

B.  AFFIRMATION REGARDING BRIBERY CONVICTIONS
I FURTHER AFFIRM THAT:
Neither I, nor to the best of my knowledge, information, and belief, the above business (as is defined in Section 16-101(b) of the State Finance and Procurement Article of the Annotated Code of Maryland), or any of its officers, directors, partners, or any of its employees directly involved in obtaining or performing contracts with public bodies (as is defined in Section 16-101(f) of the State Finance and Procurement Article of the Annotated Code of Maryland), has been convicted of, or has had probation before judgment imposed pursuant to Article 27, Section 641 of the Annotated Code of Maryland, or has pleaded nolo contendere to a charge of bribery, attempted bribery, or conspiracy to bribe in violation of Maryland law, or of the law of any other state or federal law, except as follows [indicate the reasons why the affirmation cannot be given and list any conviction, plea, or imposition of probation before judgment with the date, court, official or administrative body, the sentence or disposition, the name(s) of person(s) involved, and their current positions and responsibilities with the business]:

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

C.  AFFIRMATION REGARDING OTHER CONVICTIONS
I FURTHER AFFIRM THAT:
Neither I, nor to the best of my knowledge, information, and belief, the above business, or any of its officers, directors, partners, or any of its employees directly involved in obtaining or performing contracts with public bodies, has:

(a)
been convicted under state or federal statute of a criminal offense incident to obtaining, attempting to obtain, or performing a public or private contract, fraud, embezzlement, theft, forgery, falsification or destruction of records, or receiving stolen property;

(b)
been convicted of any criminal violation of a state or federal antitrust statute;

(c)
been convicted under the provisions of Title 18 of the United States Code for violation of the Racketeer Influenced and Corrupt Organization Act, 18 U.S.C.  §§1961, et seq., or the Mail Fraud Act, 18 U.S.C. §§1341, et seq., for acts arising out of the submission of proposals or proposals for a public or private contract;

(d)
been convicted of a violation of the State Minority Business Enterprise Law, Section 14-308 of the State Finance and Procurement Article of the Annotated Code of Maryland;

(e)
been convicted of conspiracy to commit any act or omission that would constitute grounds for conviction or liability under any law or statute described in subsection (a), (b), (c), or (d) above;

(f)
been found civilly liable under a state or federal antitrust statute for acts or omissions in connection with the submission of proposals or proposals for a public or private contract;

(g)
admitted in writing or under oath, during the course of an official investigation or other proceeding, acts or omissions that would constitute grounds for conviction or liability under any law or statute described above, except as follows [indicate reasons why the affirmation cannot be given, and list any conviction, plea, or imposition of probation before judgment with the date, court, official or administrative body, the sentence or disposition, the name(s) of the person(s) involved and their current positions and responsibilities with the business, and the status of any debarment]:

__________________________________________________________________________

__________________________________________________________________________

D.  AFFIRMATION REGARDING DEBARMENT
I FURTHER AFFIRM THAT:
Neither I, nor to the best of my knowledge, information, and belief, the above business, or any of its officers, directors, partners, or any of its employees directly involved in obtaining or performing contracts with public bodies, has ever been suspended or debarred (including being issued a limited denial of participation) by any public entity, except as follows [list each debarment or suspension providing the dates of the suspension or debarment, the name of the public entity and the status of the proceedings, the name(s) of the person(s) involved and their current positions and responsibilities with the business, the grounds for the debarment or suspension, and the details of each person's involvement in any activity that formed the grounds for the debarment or suspension]:

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________. 

E.  AFFIRMATION REGARDING DEBARMENT OF RELATED ENTITIES
I FURTHER AFFIRM THAT:
1.
The business was not established and it does not operate in a manner designed to evade the application of or defeat the purpose of debarment pursuant to Sections 16-101, et seq., of the State Finance and Procurement Article of the Annotated Code of Maryland; and

2.
The business is not a successor, assignee, subsidiary, or affiliate of a suspended or debarred business, except as follows [indicate the reason(s) why the affirmations cannot be given without qualification]:

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________.

F.  SUB-CONTRACT AFFIRMATION
I FURTHER AFFIRM THAT:
Neither I, nor to the best of my knowledge, information, and belief, the above business, has knowingly entered into a contract with a public body under which a person debarred or suspended under Title 16 of the State Finance and Procurement Article of the Annotated Code of Maryland will provide, directly or indirectly, supplies, services, architectural services, construction related services, leases of real property, or construction.

G.  AFFIRMATION REGARDING COLLUSION
I FURTHER AFFIRM THAT:
Neither I, nor to the best of my knowledge, information, and belief, the above business has:

1.
Agreed, conspired, connived, or colluded to produce a deceptive show of competition in the compilation of the accompanying bid or offer that is being submitted;

2.
In any manner, directly or indirectly, entered into any agreement of any kind to fix the bid price or price proposal of the proposer or offeror or of any competitor, or otherwise taken any action in restraint of free competitive bidding in connection with the contract for which the accompanying bid or offer is submitted.

H.  FINANCIAL DISCLOSURE AFFIRMATION
I FURTHER AFFIRM THAT:
I am aware of, and the above business will comply with, the provisions of Section 13-221 of the State Finance and Procurement Article of the Annotated Code of Maryland, which require that every business that enters into contracts, leases, or other agreements with the State of Maryland or its agencies during a calendar year under which the business is to receive in the aggregate $100,000 or more shall, within 30 days of the time when the aggregate value of the contracts, leases, or other agreements reaches $100,000, file with the Secretary of State of Maryland certain specified information to include disclosure of beneficial ownership of the business.

I.  POLITICAL CONTRIBUTION DISCLOSURE AFFIRMATION
I FURTHER AFFIRM THAT:
I am aware of, and the above business will comply with, Article 33, Sections 14-101 through 14-104 of the Annotated  Code of Maryland, which requires that every person that enters into contracts, leases or other agreements with the State of Maryland, including its agencies or a political subdivision of the State, during a calendar year in which the person receives in the aggregate $100,000 or more shall file with the State Administrative Board of Election Laws a statement disclosing contributions in excess of $500 made during the reporting period to a candidate for elective office in any primary or general election.

J.  DRUG AND ALCOHOL FREE WORKPLACE
(Applicable to all contracts unless the contract is for a law enforcement agency and the agency head or the agency head's designee has determined that application of COMAR 21.11.08 and this certification would be inappropriate in connection with the law enforcement agency's undercover operations.)

I CERTIFY THAT:
1.
Terms defined in COMAR 21.11.08 shall have the same meaning when used in this certification.

2.
By submission of its bid or offer, the business, if other than an individual, certifies and agrees that, with respect to its employees to be employed under a contract resulting from this solicitation, the business shall:

(a)
Maintain a workplace free of drug and alcohol abuse during the term of the contract;

(b)
Publish a statement notifying its employees that the unlawful manufacture, distribution, dispensing, possession, or use of drugs, and the abuse of drugs or alcohol is prohibited in the business' workplace and specifying the actions that will be taken against employees for violation of these prohibitions;

(c)
Prohibit its employees from working under the influence of drugs or alcohol;

(d)
Not hire or assign to work on the contract anyone whom the business knows, or in the exercise of due diligence should know, currently abuses drugs or alcohol and is not actively engaged in a bona fide drug or alcohol abuse assistance or rehabilitation program;

(e)
Promptly inform the appropriate law enforcement agency of every drug-related crime that occurs in its workplace if the business has observed the violation or otherwise has reliable information that a violation has occurred;

(f)
Establish drug and alcohol abuse awareness programs to inform its employees about:

(i)
The dangers of drug and alcohol abuse in the workplace;

(ii)
The business' policy of maintaining a drug and alcohol free workplace;

(iii)
Any available drug and alcohol counseling, rehabilitation, and employee assistance programs; and

(iv)
The penalties that may be imposed upon employees who abuse drugs and alcohol in the workplace;

(g)
Provide all employees engaged in the performance of the contract with a copy of the statement required by § 2(b), above;

(h)
Notify its employees in the statement required by § 2(b), above, that as a condition of continued employment on the contract, the employee shall:

(i)
Abide by the terms of the statement; and

(ii)
Notify the employer of any criminal drug or alcohol abuse conviction for an offense occurring in the workplace not later than 5 days after a conviction;

(i)
Notify the Procurement Officer within 10 days after receiving notice under  § 2(h)(ii), above, or otherwise receiving actual notice of a conviction;

(j)
Within 30 days after receiving notice under § 2(h)(ii), above, or otherwise receiving actual notice of a conviction, impose either of the following sanctions or remedial measures on any employee who is convicted of a drug or alcohol abuse offense occurring in the workplace:

(i)
Take appropriate personnel action against an employee, up to and including termination; or

(ii)
Require an employee to satisfactorily participate in a bona fide drug or alcohol abuse assistance or rehabilitation program; and

(k)
Make a good faith effort to maintain a drug and alcohol free workplace through implementation of § 2(a) - (j), above.

3.
If the business is an individual, the individual shall certify and agree as set forth in § 4, below, that the individual shall not engage in the unlawful manufacture, distribution, dispensing, possession, or use of drugs or the abuse of drugs or alcohol in the performance of the contract.

4.
I acknowledge and agree that:

(a)
The award of the contract is conditional upon compliance with COMAR 21.11.08 and this certification;

(b)
The violation of the provisions of COMAR 21.11.08 or this certification shall be cause to suspend payments under, or terminate the contract for default under, COMAR 21.07.01.11 or 21.07.03.15, as applicable; and

(c)
The violation of the provisions of COMAR 21.11.08 or this certification in connection with the contract may, in the exercise of the discretion of the Board of Public Works, result in suspension and debarment of the business under COMAR 21.08.06.

K.  CERTIFICATION OF CORPORATION REGISTRATION AND TAX PAYMENT
I FURTHER AFFIRM THAT:
1.
The business named above is a (domestic ____) (foreign ____) corporation registered in accordance with the Corporations and Associations Article, Annotated Code of Maryland, and that it is in good standing and has filed all of its annual reports, together with filing fees, with the Maryland State Department of Assessments and Taxation, and that the name and address of its resident agent filed with the State Department of Assessments and Taxation is:

Name:

_____________________________________________________________

Address:
_____________________________________________________________

_____________________________________________________________

  [If not applicable, so state].

2.
Except as validly contested, the business has paid, or has arranged for payment of, all taxes due the State of Maryland and has filed all required returns and reports with the Comptroller of the Treasury, the State Department of Assessments and Taxation, and the Department of Labor, Licensing and Regulation, as applicable, and will have paid all withholding taxes due the State of Maryland prior to final settlement.

L.  CONTINGENT FEES
I FURTHER AFFIRM THAT:
The Contractor warrants that it has not employed or retained any person, partnership, corporation, or other entity, other than a bona fide employee, bona fide agent, bona fide salesperson, or commercial selling agency working for the Contractor to solicit or secure this agreement, and that it has not paid or agreed to pay any person, partnership, corporation, or other entity, other than a bona fide employee, bona fide salesperson or commercial selling agency, any fee or other consideration contingent on the making of this agreement.

M.  ACKNOWLEDGEMENT
I ACKNOWLEDGE THAT this Affidavit is to be furnished to the Procurement Officer and may be distributed to units of (1) the State of Maryland; (2) counties or other subdivisions of the State of Maryland; (3) other states; and (4) the federal government.  I further acknowledge that this Affidavit is subject to applicable laws of the United States and the State of Maryland, both criminal and civil, and that nothing in this Affidavit or any contract resulting from the submission of this bid or proposal shall be construed to supersede, amend, modify, or waive, on behalf of the State of Maryland or any unit of the State of Maryland having jurisdiction, the exercise of any statutory right or remedy conferred by the Constitution and the laws of Maryland with respect to any misrepresentation made or any violation of the obligations, terms, and covenants undertaken by the above business with respect to (1) this Affidavit, (2) the contract, and (3) other Affidavits comprising part of the contract.

I DO SOLEMNLY DECLARE AND AFFIRM UNDER THE PENALTIES OF PERJURY THAT THE CONTENTS OF THIS AFFIDAVIT ARE TRUE AND CORRECT TO THE BEST OF MY KNOWLEDGE, INFORMATION, AND BELIEF.
Date: _________________
By: ___________________________________


(Authorized Representative             


and Affiant)                          

BPAFF 7/1/99

ATTACHMENT C

COMAR 21.07.01.25 

CONTRACT AFFIDAVIT
A.  AUTHORIZED REPRESENTATIVE
I HEREBY AFFIRM THAT:
I am the  _____________________________________________________________________________

(title)
and the duly authorized representative of  __________________________________________________________

(business)
and that I possess the legal authority to make this Affidavit on behalf of myself and the business for which I am acting.
B.  CERTIFICATION OF CORPORATION REGISTRATION AND TAX PAYMENT
I FURTHER AFFIRM THAT:
(1) The business named above is a (domestic_________) (foreign_________) corporation registered in accordance with Corporations and Associations Article, Annotated Code of Maryland, and that it is in good standing and has filed all of its annual reports, together with filing fees, with the Maryland State Department of Assessments and Taxation, and that the name and address of its resident agent filed with the State Department of Assessment and Taxation is:
Name:_______________________________________________________________________________________

Address:_____________________________________________________________________________________

____________________________________________________________________________________________

(2) Except as validly contested, the business has paid, or has arranged for payment of , all taxes due the State of Maryland and has filed all required returns and reports with Comptroller of the Treasury, the State Department of Assessments and Taxation, and the Employment Security Administration, as applicable, and will have paid all withholding taxes due the State of Maryland prior to final settlement.
C. CERTAIN AFFIRMATIONS VALID
I FURTHER AFFIRM THAT:
To the best of my knowledge, information, and belief, each of the affirmations, certifications, or acknowledgments contained in that certain Bid/Proposal Affidavit dated_____________________, 200____, and executed by me for the purposed of obtaining the contract to which this Exhibit is attached remains true and correct in all respects as if made as of the date of this Contract Affidavit and as if fully set forth herein.

I DO SOLEMNLY DECLARE AND AFFIRM UNDER THE PENALTIES OF PERJURY THAT THE CONTENTS OF THIS AFFIDAVIT ARE TRUE AND CORRECT TO THE BEST OF MY KNOWLEDGE, INFORMATION, AND BELIEF.
DATE:________________BY:_____________________________________________________________

Signature  

Exhibit D to Solicitation

State of Maryland

Department of Budget & Management

Minority Business Enterprise Participation
Purpose

Contractor shall structure its procedures for the performance of the work required in this contract to attempt to achieve the minority business enterprise (MBE) goal stated in the Invitation for Bids or Request for Proposals.  MBE performance must be in accordance with this Exhibit, as authorized by Code of Maryland Regulations (COMAR) 21.11.03.  Contractor agrees to exercise all good faith efforts to carry out the requirements set forth in this Exhibit.

Definitions


As used in this Exhibit, the following words have the meanings indicated.

· “Certification” means a determination made by the Maryland Department of Transportation that a legal entity is a minority business enterprise.



· “MBE Liaison” is the employee designated to administer this Department’s MBE program.



· “Minority Business Enterprise” or “MBE” means any legal entity, other than a joint venture, organized to engage in commercial transactions, that is:



(1) at least 51 percent owned and controlled by one or more individuals who are socially and economically disadvantaged; and

(2) managed by, and the daily business operations of which are controlled by, one or more of the socially and economically disadvantaged individuals who own it.  

Note:  A minority business enterprise also includes a not-for-profit entity organized to promote the interests of physically or mentally disabled individuals.

An MBE must be certified in order to have its contract participation counted under the Department’s MBE program.

MBE Goals and Subgoals
· An MBE subcontract participation goal of ___ percent of the total contract dollar amount has been established for this procurement.  By submitting a response to this solicitation, the bidder or offeror agrees that this dollar amount of the contract will be performed by certified minority business enterprises

                                                               OR

· An overall MBE subcontract participation goal of ___ percent of the total contract dollar amount has been established for this procurement.  This dollar amount includes: 

· A sub-goal of ____ percent of the total contract dollar amount to be allocated to certified minority business enterprises classified as women-owned businesses.

· A subgoal of ___ percent of the total contract dollar amount to be allocated to certified minority business enterprises classified as African American-owned businesses.  

By submitting a response to this solicitation, the bidder or offeror agrees that these dollar amounts of the contract will be performed by certified minority business enterprises as specified.

· A prime contractor — including an MBE prime contractor — must accomplish an amount of work not less than the MBE subcontract goal with certified MBE subcontractors.

· A prime contractor comprising a joint venture that includes MBE partner(s) must accomplish the MBE subcontract goal with certified MBE subcontractors.

Solicitation and Contract Formation

· A bidder or offeror must include with its bid or offer a completed MBE Utilization and Fair Solicitation Affidavit (Attachment A) whereby the bidder or offeror acknowledges the certified MBE participation goal, commits to make a good faith effort to achieve the goal, and affirms that MBE subcontractors were treated fairly in the solicitation process.  If a bidder or offeror fails to submit this affidavit, the Department may deem the bid or offer non-responsive.



· Within 10 working days from notification that it is the apparent awardee or from the date of the actual award, whichever is earlier, the apparent awardee must provide the following documentation to the MBE Liaison.  If the apparent awardee fails to return each completed document within the required time, the award is voidable.

(1) Outreach Efforts Compliance (Attachment B)

(2) MBE Participation Schedule (Attachment C)

(3) Subcontractor Project Participation Statement (Attachment D)

(4) In the rare event that the apparent awardee believes a waiver is necessary of the overall MBE goal or of any subgoal by MBE classification, it may submit a waiver request that complies with COMAR 21.11.03.11 in the place of the MBE Participation Schedule.

(5) Any other documentation required by the Department’s MBE Liaison to ascertain bidder or offeror responsibility in connection with the certified MBE participation goal.

Contract Administration Requirements

Contractor shall:

1. Submit monthly to the Department a report listing any unpaid invoices, over 30 days old, received from any certified MBE subcontractor, the amount of each invoice and the reason payment has not been made.



2. Include in its agreements with its certified MBE subcontractors a requirement that those subcontractors submit monthly to the Department a report that identifies the prime contract and lists all payments received from Contractor in the preceding 30 days, as well as any outstanding invoices, and the amount of those invoices.

3. Maintain such records as are necessary to confirm compliance with its MBE participation obligations.  These records must indicate the identity of certified minority and non-minority subcontractors employed on the contract, the type of work performed by each, and the actual dollar value of work performed.

4. Consent to provide such documentation as reasonably requested and to provide right-of-entry at reasonable times for purposes of the State’s representatives verifying compliance with the MBE participation obligations.  Contractor must retain all records concerning MBE participation and make them available for State inspection for three years after final completion of the contract.



5. At the option of the procurement agency, upon completion of the contract and before final payment and/or release of retainage, submit a final report in affidavit form and under penalty of perjury, of all payments made to, or withheld from MBE subcontractors.

Attachments
A. Certified MBE Utilization and Fair Solicitation Affidavit (must be submitted with bid or offer)

B. Outreach Efforts Compliance (must be submitted within 10 working days of notification of apparent award)

C. MBE Participation Schedule (must be submitted with Attachment B)

D. Subcontractor Project Participation Statement (must be submitted with Attachment B)



In conjunction with the bid or offer submitted in response to Solicitation No. ________, I affirm the following:

1. I acknowledge the overall certified Minority Business Enterprise (MBE) participation goal of ____ percent and, if specified in the solicitation subgoals of ____ percent for MBEs classified as African American-owned and ____ percent for MBEs classified as women-owned.  I commit to make a good faith effort to achieve this goal.



2. I understand that if I am notified that I am selected for contract award, I must submit the documentation described in the MBE Participation Exhibit within 10 working days of receiving notice of the potential award or from the date of actual award, whichever is earlier.  If I fail to do so, I understand any apparent award will be deemed voidable.



3. In the solicitation of subcontract quotations or offers, MBE subcontractors were provided not less than the same information and amount of time to respond as were non-MBE subcontractors.  

4. The solicitation process was conducted in such a manner so as to not place MBE subcontractors at a competitive disadvantage to non-MBE subcontractors.


I solemnly affirm under the penalties of perjury that the contents of this paper are true to the best of my knowledge, information, and belief.

_________________________________

__________________________________

Bidder/Offeror Name




Signature of Affiant


_________________________________

___________________________________

Address





Printed Name, Title








___________________________________








Date



In conjunction with the bid or offer submitted in response to Solicitation No. ____, I state the following:

1. Bidder/ Offeror identified opportunities to subcontract in these specific work categories:








2. Attached to this form are copies of written solicitations (with bidding instructions) used to solicit certified MBEs for these subcontract opportunities.



3. Bidder/Offeror made the following attempts to contact personally the solicited MBEs:








4. (  Bidder/Offeror assisted MBEs to fulfill or to seek waiver of bonding requirements.  (Describe efforts)






(  This project does not involve bonding requirements.



5. (  Bidder/Offeror did/did not attend the pre-bid conference

(  No pre-bid conference was held.

__________________________________
By:
___________________________________

Bidder/Offeror Name





__________________________________

___________________________________

Address





Name, Title








___________________________________








Date



	Prime Contractor (Firm Name, Address, Phone)
	Project Description

	Project Number
	Total Contract Amount    $



	 List Information For Each Certified MBE Subcontractor On This Project

	A.  Minority Firm Name, Address, Phone



MBE Classification:  __________________

MBE Certification Number

	Work To Be Performed



	Project Commitment Date
	Project Completion Date

	Agreed Dollar Amount
	Percentage Of Total Contract

	B.  Minority Firm Name, Address, Phone



MBE Classification:  __________________

MBE Certification Number

	Work To Be Performed



	Project Commitment Date
	Project Completion Date

	Agreed Dollar Amount
	Percentage Of Total Contract

	C.  Minority Firm Name, Address, Phone



MBE Classification:  __________________

MBE Certification Number

	Work To Be Performed



	Project Commitment Date
	Project Completion Date

	Agreed Dollar Amount
	Percentage Of Total Contract

	D.  Minority Firm Name, Address, Phone



MBE Classification:  __________________

MBE Certification Number

	Work To Be Performed



	Project Commitment Date
	Project Completion Date

	Agreed Dollar Amount
	Percentage Of Total Contract






Submit one form for each Certified MBE listed in the MBE Participation Schedule


Provided that _________________________ is awarded the State contract in 




     Prime Contractor Name

conjunction with Solicitation No. ______, it and _____________________________,








  Subcontractor Name
MDOT Certification No.  _____________, intend to enter into a contract by which 

Subcontractor shall: (describe work)_______________________________________________ _______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________,

(
No bonds are required of Subcontractor

(
The following amount and type of bonds are required of Subcontractor:

______________________________

___________________________________

Prime Contractor Signature



Subcontractor Signature

By:
_______________________


By:
_____________________________


Name, Title







Name, Title

_____________________________


___________________________________

Date






Date

ATACHMENT E

PRICE FORM
	Attachment E-1 PRICE PROPOSAL FORM

	1. Session Minute Unit Price – Contract Years 1 through 3
	$

	

	2. Desirables – As detailed in Section 3.1.T.  Use additional pages as necessary.
	Please specify if price is one-time or recurring

	    Multi-lingual Operators
	$

	    Call Release
	$

	    Automatic call forward to Relay Center
	$

	    Automatic input of terminating number
	$


*Pricing and Reimbursement basis:


Unit prices in response to this RFP and ultimate reimbursement to the Offeror will be based on a price per session minute.  A session minute shall include the time the operator connects to an incoming Relay call until the moment the operator disconnects the last party.  This definition includes incomplete calls (busy, no answer, or wrong number) that do not reach the intended party and include call set-up and call wrap-up time. 

Submitted by:


Authorized Signature





Title


Typed Name of Authorized Signature

Federal Employer Identification #


Name of Vendor (Company)



Date


Address








Phone Number, e-mail and Fax Number

PRICE FORM
	Attachment E-2 PRICE PROPOSAL FORM – **VIDEO RELAY ONLY

	1. Session Minute Unit Price – Contract Years 1 through 3
	$

	
	


**Video Relay Service:


This service may or may not be located at the Relay Center.  Calls will be reimbursed at the specified rate per minute.  During the initial ramp-up of service, however, and for a period of no longer than one year from start up of Video Relay Service, the Department will pay a monthly minimum amount equaling the cost per minute of service times 5,000 minutes per month if usage does not meet the 5000 minute minimum.   Please note that once the FCC releases a ruling regarding revised minimum standards/ reimbursement of Video Relay Service expenses, the scope of this service may change in order to become a reimbursable feature through the FCC interstate funding mechanism.

The following scenario will be used to evaluate financial proposals for Exhibit E-2- Video Relay Service. 

	Month
	Estimated Monthly Video Relay Minutes
	Minimum
	Cost Per Minute
	Total Monthly Cost

	Month 1
	2000
	5000
	
	

	Month 2
	2200
	5000
	
	

	Month 3
	2750
	5000
	
	

	Month 4
	3000
	5000
	
	

	Month 5
	3500
	5000
	
	

	Month 6
	4000
	5000
	
	

	Month 7
	4500
	5000
	
	

	Month 8
	6000
	
	
	

	Month 9
	8000
	
	
	

	Month 10
	10,000
	
	
	

	Month 11
	12,500
	
	
	

	Month 12
	16,000
	
	
	

	Total 12 Month Evaluated Price
	


Submitted By:


Authorized Signature





Title


Typed Name of Authorized Signature

Federal Employer Identification #


Name of Vendor (Company)



Date


Address








Phone Number, e-mail and Fax Number

ATTACHMENT F

Project No.  DBM 050R280035
PRE-PROPOSAL CONFERENCE RESPONSE FORM

A Pre-Proposal Conference will be held at 10:00 AM on December 4, 2001 at the 301 West Preston Street, Room 1008-B, Baltimore, MD 21201. Please return this form by 4:00 PM, November 28, 2001, advising whether or not you plan to attend.  For directions to the meeting site, you may contact the Procurement  Officer at (410) 974-7109.

Return this form to:

Department of Budget & Management

Joanne Rusk

Procurement Unit

45 Calvert Street

Annapolis, MD  21401

Fax # 410 974-3274 

Please indicate:

_____   Yes, the following representatives will be in attendance:    

 1.  _____________________________________________

 2.  _____________________________________________

 3.  _____________________________________________

_____  No, we will not be in attendance.

__________________________________

________________________ 

Signature




Title

__________________________________

_________________________

Name of Company



Date

APPENDIX G

LIST OF STATE OWNED TOLL-FREE ACCESS NUMBERS FOR MARYLAND RELAY





1. 7-1-1 connects to 800-201-7165

2. 800-735-2258 TTY First

3. 888-826-9673 (VCO –WORD)

4. 877-735-5151 ASCII

5. 900-386-3323 Pay Per Call

6. 800-785-5630 Speech-to-Speech

7. 877-258-9854 Two-line VCO 

  8.  800-877-1264 Spanish

APPENDEX H –HISTORICAL CALL DATA

(ALL DATA REPORTED BELOW IS CONVERSATION MINUTES)

	
	Local
	Intrastate

Intralata
	Intrastate

Interlata
	Interstate
	General Assistance
	Toll Free
	Directory

Assistance
	900 NPA

Access
	International
	Marine
	Total

	Jan-00
	452,513.40
	1,596.13
	9,349.06
	50,440.26
	192.41
	134,401.16
	1,432.42
	178.52
	660.41
	0.00
	650,764

	Feb-00
	413,373.32
	1,548.00
	8,472.28
	46,797.58
	209.28
	126,595.28
	1,221.27
	37.22
	608.15
	0.00
	598,862

	Mar-00
	430,687.33
	1,471.06
	9,764.38
	45,466.55
	137.04
	134,378.22
	1,454.07
	348.33
	803.33
	0.00
	624,510

	Apr-00
	397,699.22
	897.04
	8,733.58
	46,403.03
	189.04
	117,811.31
	1,412.24
	31.49
	421.03
	0.00
	573,598

	May-00
	426,965.31
	1,242.27
	9,912.37
	49,501.37
	90.01
	124,806.24
	1,423.16
	38.49
	782.40
	0.00
	614,762

	Jun-00
	413,876.54
	1,329.34
	9,717.12
	53,117.53
	208.02
	126,791.26
	1,614.17
	22.16
	331.19
	0.01
	607,007

	Jul-00
	397,793.52
	1,555.10
	8,425.09
	50,233.00
	195.06
	122,901.55
	1,731.51
	65.02
	501.08
	0.00
	583,401

	Aug-00
	415,535.15
	1,146.41
	10,100.18
	53,551.28
	187.21
	125,328.48
	1,416.36
	133.03
	803.14
	0.00
	608,201

	Sep-00
	391,079.12
	1,146.34
	7,986.11
	45,500.07
	337.33
	126,623.21
	1,421.41
	28.27
	541.51
	0.00
	574,663

	Oct-00
	401,416.43
	1,165.39
	8,075.46
	49,335.05
	166.04
	127,741.27
	1,615.39
	47.11
	974.18
	0.00
	590,536

	Nov-00
	381,637.05
	1,210.36
	7,706.34
	51,474.02
	164.18
	120,628.09
	1,580.39
	125.37
	620.09
	0.00
	565,146

	Dec-00
	378,497.42
	1,588.07
	8,051.03
	50,519.59
	164.32
	126,637.05
	1,453.43
	7.21
	657.36
	0.00
	567,575

	Jan-01
	405,509.47
	1,666.22
	8,505.44
	47,610.23
	150.19
	141,122.13
	1,271.10
	0.00
	642.24
	5.19
	606,482

	Feb-01
	355,207.19
	1,335.13
	8,016.43
	41,877.38
	132.56
	119,882.55
	1,031.44
	52.58
	202.10
	0.00
	527,737

	Mar-01
	399,806.34
	1,851.29
	8,355.26
	48,890.00
	111.11
	139,516.56
	1,164.27
	5.16
	318.34
	0.00
	600,018

	Apr-01
	367,822.46
	1,673.38
	8,080.29
	47,113.28
	218.09
	124,670.35
	1,107.06
	0.00
	364.06
	0.00
	551,049

	May-01
	393,877.21
	1,780.03
	9,396.43
	50,032.22
	164.50
	133,198.09
	1,366.50
	17.44
	701.36
	0.00
	590,534

	Jun-01
	381,572.40
	1,834.43
	8,805.12
	47,367.03
	231.42
	132,690.36
	1,225.07
	6.39
	465.43
	0.00
	574,198

	Jul-01
	370,741.31
	1,685.26
	8,052.46
	47,178.17
	189.36
	142,503.16
	1,148.07
	2.18
	275.06
	0.00
	571,775

	Aug-01
	390,912.37
	2,209.18
	8,963.40
	48,108.59
	242.31
	147,993.55
	1,368.39
	28.09
	359.49
	0.00
	600,185

	Sep-01
	343,205.40
	2,247.53
	8,798.27
	40,006.46
	202.21
	120,678.04
	1,057.51
	0.00
	371.49
	0.00
	516,567

	Oct-01
	377,385.34
	1,362.12
	7,869.13
	40,846.25
	149.21
	137,093.03
	1,110.42
	295.04
	461.04
	0.00
	566,572

	
	
	
	
	
	
	
	
	
	
	
	


Certified MBE Utilization


and Fair Solicitation





Affidavit








Submit This Affidavit with Bid/Proposal





Statement








Outreach Efforts Compliance





MBE Participation





Schedule








MBE Firms Total Dollar Amount Overall $________


MBE Firms Total Percentage Overall ________%


African American MBE Dollar Amount $________


African American MBE Percentage ________%


Women MBE Dollar Amount $________


Women MBE Percentage ________%





List Additional MBE Subcontractors Or Provide Any Additional Comments on Separate Paper.





Document Prepared By: (please print or type)


Name:______________________________ Title:___________________________





Subcontractor Project Participation





Statement












