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[bookmark: _Toc256000002][bookmark: _Toc3]Procurement Scope and Description

The Commonwealth of Massachusetts State 911 Department is soliciting Bidders for the acquisition of telecommunications relay services (TRS) and captioned telephone relay service (CTRS) for the deaf, hard of hearing, speech disabled, and deaf-blind populations of Massachusetts.

The State 911 Department is responsible for coordinating and administering enhanced 911 service throughout Massachusetts to ensure a consistent statewide approach for enhanced 911 service. The State 911 Department provides and maintains a specialized customer premises equipment distribution service for qualified Massachusetts subscribers. The State 911 Department administers telecommunications relay service and captioned telephone relay service throughout the Commonwealth.  

To ensure that the needs of the Massachusetts user community are met, the contractor shall provide services that shall ensure that the following objectives are met for TRS and CTRS:
 
•	to allow Massachusetts deaf, hard of hearing, speech disabled and deaf-blind population access to telephone service on a basis comparable to that available to people without such disabilities, and vice versa, in a functionally equivalent manner;
•	to establish TRS that is flexible for implementation of technological advances as they become available;
•	to establish a Speech to Speech service for those individuals who need assistance in making their speech understandable;
•	to establish deaf-blind relay services for an underserved population;
•	to establish a reporting system that provides pertinent information needed to manage the service and for periodic assessment of the level of access and quality of service; and,
•	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.





The contractor shall also ensure that the following objectives are met for captioned telephone relay service:

•	to allow Massachusetts residents with various hearing loss access to a telephone service that allows them to listen to the other party’s voice while reading written captions on a display window that is part of the captioned telephone; and,
•	to establish CTRS that is flexible for implementation of technological advances as they become available.

[bookmark: _Background_information][bookmark: _Toc256000003][bookmark: _Toc4]Background information 

The services covered under the scope described above are currently provided by a single vendor under a procurement from 2018. This procurement aims to secure a vendor(s) to continue these vital services on behalf of the Commonwealth. For reference, noted below are the number of conversation minutes by month for TRS and CTRS for calendar years 2022 and 2021. 

	Calendar Year 2022
	TRS Minutes
	CTRS Minutes

	Dec
	9,645
	70,821

	Nov
	10,795
	64,480

	Oct
	12,146
	70,097

	Sept
	10,414
	59,812

	Aug 
	10,403
	74,351

	July
	11,969
	96,544

	June
	11,366
	103,678

	May
	11,975
	115,244

	Apr
	14,844
	147,850

	Mar
	14,770
	153,532

	Feb
	12,600
	147,678

	Jan
	13,591
	143,019

	2022 Total
	144,518
	1,247,106

	Calendar Year 2021
	TRS Minutes
	CTRS Minutes

	Dec
	14,535
	150,934

	Nov
	16,012
	124,367

	Oct
	18,113
	107,519

	Sept
	18,018
	106,234

	Aug
	14,884
	77,426

	Jul
	17,150
	69,801

	Jun
	17,713
	77,572

	May
	14,394
	90,261

	Apr
	13,687
	61,702

	Mar
	15,825
	51,355

	Feb
	16,242
	41,476

	Jan
	18,700
	36,346

	2021 Total
	195,273
	994,993




[bookmark: _Toc256000004][bookmark: _Toc5]Applicable Procurement Law

This Bid is issued under the following law(s):

· MGL c. 7, § 22; c. 30, § 51, § 52; and 801 CMR 21.00 (Goods and Services)

[bookmark: _Toc256000005][bookmark: _Toc6]Number of awards 

The State 911 Department preference is to award a single contract to a single contractor to provide both TRS and CTRS.  However, the State 911 Department reserves the right to award multiple contracts to multiple contractors should it be deemed in the best interests of the Commonwealth and/or the State 911 Department to do so, provided that the maximum number of contractors is two (2): one (1) to provide TRS  and one (1) to provide CTRS.

[bookmark: _Toc256000006][bookmark: _Toc7]Adding Contractors after initial Contract award

If, over the life of the Contract, the SSST determines that additional Contractors should be added, these may first be drawn from qualified companies that responded to this Bid but were not awarded contracts. If necessary to meet the requirements of the Commonwealth, the Bid may be reopened to obtain additional Quotes.

[bookmark: _Toc256000007][bookmark: _Toc8]Eligible Entities 

Limited User Contract – Restricted to Use by Issuing Entity Only. Any contract resulting from this Bid will be open for use by the Issuing Entity, the Department of Corrections and any other state entity that may be required to provided TRS and/or CTRS services to the population served by said entity.  

[bookmark: _Toc256000008][bookmark: _Toc9]Acquisition Method(s) 

The acquisition method shall be Fee for Service. This contract shall be a rate contract. 

[bookmark: _Toc256000009][bookmark: _Toc10]Performance and Payment Timeframes Which Continue Beyond Duration of the Contract.

All term leases, rentals, maintenance, or other agreements for services entered into during the duration of this contract and whose performance and payment timeframes extend beyond the duration of this contract shall remain in effect for performance and payment purposes no longer than 12 months after final contract end date. No new leases, rentals, maintenance, or other agreements for services may be executed after the contract has expired. Any contract termination or suspension pursuant to this section shall not automatically terminate any leases, rentals, maintenance, or other agreements for services already in place unless the department also terminates said leases, rentals, maintenance, or other agreements for service, which were executed pursuant to the main contract.

[bookmark: _Toc256000010][bookmark: _Toc11]Contract Duration 

The target Contract Effective Start Date is July 1, 2024. The Initial Contract Duration shall be for a period of five (5) years, with an additional 5-year extension option at the discretion of the Department. The Contract shall end no later than ten (10) years from the effective date of the contract, or June 30, 2034, whichever is later. Therefore, the total maximum contract duration is ten (10) years.

No goods may be ordered and no new leases, rentals, maintenance, or other agreements for services may be executed after the Contract has expired. 

[bookmark: _Toc256000011][bookmark: _Toc12]Estimated Value of the Contract 

This contract shall be a rate contract. The contract is for durable commodities and services.  The contract will not have a Maximum Obligation Amount. The total costs per unit shall be set forth in Attachment B– Cost Tables.

All rates shall become fixed for the term of the contract unless there is a material change to a regulation, guideline, standard, or order of the Department that significantly alters the contractor’s ability to provide commodities and/or services, as determined solely in the discretion of the Department. Any renegotiation of rates or pricing resulting from any such material change shall be supported by appropriate and detailed documentation to the satisfaction of the Department. 

[bookmark: aa]The Commonwealth makes no guarantee that any commodities or services will be purchased from any Contract resulting from this Bid. Any estimates or past procurement volumes referenced in this Bid are included only for the convenience of Bidders, and are not to be relied upon as any indication of future purchase levels.



[bookmark: _Eligible_Entities][bookmark: _estimated_Procurement_Calendar][bookmark: _Toc256000012][bookmark: _Toc13]Estimated Procurement Calendar 

	EVENT
	DATE

	Bid Release Date 
	1/29/24 

	Deadline for Submission of Questions through COMMBUYS “Bid Q&A” 
	2/23/24, 3:00 p.m.  

	Official Answers for Bid Q&A published (Estimated) 
	3/1/24  

	Bid Amendment Deadline / Online Quote submission begins. Bid documents will not be amended after this date.
	 3/8/24

	Deadline for Quotes/Bid Responses (“Bid Opening Date/Time” in COMMBUYS) 
	3/15/24, 3:00 p.m.


	Oral Presentations for Selected Bidder(s) (Estimated)
	4/21/24 - 4/26/24. Bidders will be notified individually and be given at least one week’s notice if Oral Presentations are required.

	Notification of Apparent Successful Bidder(s) (Estimated)
	6/3/24   

	Estimated Contract Start Date
	7/1/24   



Times are Eastern Standard/Daylight Savings (US), as displayed on the COMMBUYS system clock displayed to Bidders after logging in. If there is a conflict between the dates in this Procurement Calendar and dates in the Bid’s Header, the dates in the Bid’s Header on COMMBUYS shall prevail. Bidders are responsible for checking the Bid record, including Bid Q&A, on COMMBUYS for Procurement Calendar updates.

[bookmark: _Toc256000013][bookmark: _Toc14]Written questions via the Bid Q&A on COMMBUYS 

The “Bid Q&A” provides the opportunity for Bidders to ask written questions and receive written answers from the SSST regarding this Bid. Bidders’ questions must be submitted through the Bid Q&A found on COMMBUYS (see below for instructions) and prior to the Deadline for Submission of Questions stated in the Estimated Procurement Calendar. The issuing department reserves the right not to respond to questions submitted after this date. It is the Bidder’s responsibility to verify receipt of questions. 

Please note that questions submitted to the SSST using any other medium (including those that are sent by mail, fax, email, or voicemail, etc.) will not be answered. To reduce the number of redundant or duplicate questions, Bidders are asked to review all questions previously submitted to determine whether the Bidder’s question has already been posted.

Bidders are responsible for entering content suitable for public viewing since all questions are accessible to the public. Bidders must not include information that could be considered personal, security sensitive, inflammatory, incorrect, collusory, or otherwise objectionable, including information about the Bidder’s company or other companies. The SSST reserves the right to edit or delete submitted questions that raise any of these issues or that are not in the best interest of the Commonwealth or this Bid. 

All answers are final when posted. Any subsequent revisions to previously provided answers will be dated.

It is the responsibility of the prospective Bidder and awarded Contractor to maintain an active registration in COMMBUYS and to keep current the email address of the Bidder’s contact person and prospective contract manager, if awarded a contract, and to monitor that email inbox for communications from the Purchasing Department, including requests for clarification. The Purchasing Department and the Commonwealth assume no responsibility if a prospective Bidder’s/awarded Contractor’s designated email address is not current, or if technical problems, including those with the prospective Bidder’s/awarded Contractor’s computer, network, or internet service provider (ISP), cause email communications sent to/from the prospective Bidder/Awarded contractor and the Purchasing Department to be lost or rejected by any means, including email or spam filtering.



[bookmark: _Locating_an_Online][bookmark: _Toc256000014][bookmark: _Toc15]Locating Bid Q&A 

Log into COMMBUYS, locate the Bid, acknowledge receipt of the Bid, and scroll down to the bottom of the Bid Header page. The “Bid Q&A” button allows Bidders access to the Bid Q&A page.

[bookmark: _Toc256000015][bookmark: _Toc16]Amendment Deadline 

The SSST reserves the right to make amendments to the Bid after initial publication. It is each Bidder’s responsibility to check COMMBUYS for amendments, addenda, or modifications to this Bid, and any Bid Q&A records related to this Bid. The SSST and the Commonwealth accepts no responsibility and will provide no accommodation to Bidders who submit a Quote based on an out-of-date Bid or on information received from a source other than COMMBUYS.

[bookmark: _Toc256000016][bookmark: _Toc17]Oral Presentations/Product Demonstrations <delete if NA> 

Selected Bidders who are asked to participate in Oral Presentations / Product Demonstrations will be expected to prioritize this in their schedules. The SSST will make every effort to find a mutually convenient time for the Bidder and the SSST. However, failure to appear at the scheduled time of the presentation/demonstration may result in disqualification, reduction of points, or other action that the SSST deems appropriate.




[bookmark: _Toc256000017][bookmark: _Toc18]Specifications 

The State 911 Department is seeking a contractor to provide full-service, confidential, statewide telecommunications relay service, or TRS, and captioned telephone relay service, or CTRS throughout the Commonwealth of Massachusetts.

The contractor shall provide 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 Massachusetts TRS and CTRS.

Captioned telephones or other equipment are not included in this RFR and shall not be purchased under the contract that is awarded as a result of this RFR.

The specifications set forth in this RFR shall form the basis for and be incorporated into the contract that shall be executed with the winning bidder(s), and, therefore, the failure of a bidder(s) to state in its response its inability to meet the specifications set forth in this RFR shall be deemed to constitute the acknowledgment of the ability of the bidder(s) to comply with the specifications set forth in this RFR.

The order of precedence shall be as follows: Commonwealth Terms and Conditions, Standard Contract Form, the RFR, and the bidder’s response to the RFR.

The contractor shall be responsible for seeking reimbursement for the processing of inter-state and international calls from the FCC-appointed fund. The State 911 Department shall not be responsible for any costs or charges associated with such calls.

The contractor shall, in the performance of all services provided by the contractor, comply with all federal, state, and local laws, regulations, rules, guidelines, standards, and orders in effect at the time of the issuance of this RFR or promulgated, issued, or amended from time to time throughout the term of the contract, including without limitation, the provisions of the Americans with Disabilities Act and the FCC mandatory minimum standards for TRS and  CTRS, all of which are incorporated herein by reference.  

The Commonwealth makes no guarantee that any commodities or services will be purchased from any contract resulting from this RFR. Any estimates or past procurement volumes referenced in this RFR are included only for the convenience of bidders, and are not to be relied upon as any indication of future purchase levels.

The contractor shall comply with all laws, regulations, policies, standards and guidelines affecting telecommunication services for deaf, hard of hearing, deaf-blind and speech-disabled individuals. It is the responsibility of the contractor to ensure adherence to this requirement and to remain abreast of and comply with all changes that may affect performance under this contract. These include, but are not limited to, standards and regulations relating to Title IV of the ADA - Telecommunications services for deaf, hard of hearing, deaf-blind and speech-disabled individuals codified at 47 U.S.C. § 225. All current standards and regulations and all future standards implemented by the FCC relating to TRS and CTRS, adopted by the FCC or regulations codified by FCC are hereby incorporated by reference, as minimum standards required in the context of this RFR, whether or not said standards are specifically mentioned, named, or referred to in this RFR.   

The contractor shall establish and operate TRS and CTRS in compliance with specifications outlined in this RFR. The establishment of this service shall 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 center. 

If the FCC requires new standards, services, and/or quality of services, or the contractor plans to upgrade or refresh its system/technology at any level that may affect the outcome of services or price for services to the State and its end-user community, the contractor shall provide to the State 911 Department a plan to upgrade and show any pricing impact of upgrade or refresh. The contractor shall obtain the prior written approval of the State 911 Department before implementing the upgrade or refresh. For implementation of upgrades or refresh, the contractor shall ensure that the compatibility of the Commonwealth’s systems, components, and applications are not diminished in functionality, quality of the information technology, quality of service, security, privacy, and reliability;  and the upgrade or refresh is backwards compatible to all systems, components and software version levels as well as those already being utilized by the Commonwealth and end users that are the subject of this RFR.

[bookmark: _Toc256000018][bookmark: _Toc19]Bidder Qualifications

Bidder responses shall provide the following information:
[bookmark: Company_Certifications]
[bookmark: Company_Experience][bookmark: _Toc256000019][bookmark: _Toc20]Company experience

· A profile of its operations, qualifications and the organization capabilities; 
· The number of years the bidder has been in business and the number of years the contractor has been in the business identified in the RFR;
· The location of the offices from which the work shall be managed and the number of staff employed at each office; 
· A company organizational chart;
· Key personnel of the business;
· An organizational chart for the project listing each individual who shall be assigned to perform services as set forth in this RFR, and a description or listing of the planned role and work for each individual;
· A detailed summary of qualifications and skills of the bidder and all key personnel identified by the bidder who shall perform  services as set forth in this RFR; and,
· Any other information the bidder considers relevant and supports stated experience and expertise.
[bookmark: Financial_Information]
[bookmark: Cert_Tax_Compliance][bookmark: References][bookmark: _Toc256000020][bookmark: _Toc21]References and reference information and/or requirements

1. Three references, including all contact information (reference name, mailing address, phone number, and email) from three customers for whom the bidder has performed similar services as those defined within this RFR (bidders shall not include any references from the Department or any members of the State 911 Commission);
1. Complete list of customers for whom the bidder has performed similar services as those defined within this RFR during the last two (2) years. The Department reserves the right to contact any and all customers set forth on the customer list.

[bookmark: _Employee_requirements_for_business_][bookmark: Employee_requirements][bookmark: _Toc256000021][bookmark: _Toc22]Employee requirements

· Sampling of training evaluation tools utilized in the performance of services covered by this RFR; and,
· A proposed Contract Manager who shall be responsible for oversight and management of contract performance and shall act as the primary contact person for receipt of notice and other communications under the contract.



[bookmark: _Toc256000022][bookmark: _Toc23]Scope of Service: Telecommunication Relay Service (TRS)

The contractor shall provide English to English and Spanish to Spanish telecommunications relay services.

[bookmark: _Toc256000023][bookmark: _Toc24]Call Types

The contractor shall provide the following types of TRS calls, and shall 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 shall be answered first in that call type while having the ability to switch to any other call type when needed by the inbound caller:

1. Text-to-Voice
2. Voice-to-Text
3. Voice Carryover (VCO) 
4. 2-Line VCO
5. VCO-to-TTY
6. VCO-to-VCO
7. Hearing Carryover (HCO)
8. 2-Line HCO 
9. HCO-to-TTY
10. HCO-to-HCO
11. VCO to HCO 
12. Speech-to-Speech users shall be able to communicate with any and all relay users to include but not be limited to, VCO, HCO, TTY, 2-Line VCO, other STS users, or standard phone users.

[bookmark: _Toc256000024][bookmark: _Toc25]Facilities and Equipment

The bidder shall provide a detailed system description showing that all of the necessary telecommunications equipment and software shall be furnished at time of start up and shall be capable of expansion as required herein. The transmission circuits shall meet or exceed FCC interexchange performance standards for circuit loss and noise. Telecommunications equipment, including station terminals, shall be capable of receiving and transmitting in Baudot, Turbo CodeTM, Fast Type and ASCII codes, with Baudot as the primary setting. Methods of accessing and being accessed by computers of up to and including 300 Baud via ASCII codes, and at least up to 2400 Baud, shall be described.  

The contractor shall have modems that are auto-answer and auto-switchable at all speeds.

The relay system shall be capable of automatically identifying incoming text-based calls as either Baudot or ASCII. If the bidder plans more than one line, the text-based line shall recognize Baudot, ASCII and voice in that order until such time as another prevalent protocol may supplant Baudot. If the Bidder proposes a single line for voice and text service, the answering sequence shall be voice first and then Baudot then ASCII as detailed above.
The contractor shall provide the State 911 Department Program Director and/or State 911 Department designee(s) on a 24/7/365(6) basis with unlimited, unimpeded, physical access to any and all parts of the Relay Center, including providing for all badging and security/access codes.

[bookmark: _Toc256000025][bookmark: _Toc26]Service Expansion

The contractor shall accommodate projected and/or reasonable increases in call volume and shall describe in detail the time lag needed to meet any unexpected increases in call volume.  The bidder shall describe its capability of expanding services (including physical plant and human resources) to meet increased call volumes. Describe in detail the plan to accommodate the "peaks and valleys" in service demand including methodology for predicting these surges and lags in call volume. Describe the plan to increase staffing, trunking capacity when necessary, as well as adding any equipment to remain in compliance with all of the standards of the RFR and contract. 

Describe in detail the plan to deal with staffing shortages and\or vacancies over the life of the contact.

[bookmark: _Toc256000026][bookmark: _Toc27]MassRelay Access

The contractor shall design MassRelay to provide users with network access in the categories listed below which are functionally equivalent to that available to persons without communications impairments.  The minimum level of service shall include 711 dialing capability, toll free numbers for voice, TTY, 900 pay-per-call access and Massachusetts Customer Service. The existing state-owned, nationwide toll-free numbers listed below shall be used: 

· 711
· 800-439 -2370 TTY/ASCII
· 800-439-0183 Voice
· 900-230-8989 Pay-Per-Call Access
· 800-720-3480 Customer Service TTY
· 800-720-3479 Customer Service Voice

Should other features be offered, the bidder shall recommend the most efficient means to provide dialing access including additional numbers. The existing dialing access number(s) for MassRelay shall be transferred to the next TRS contractor at the completion of the contract.

[bookmark: _Toc256000027][bookmark: _Toc28]Call Carriage

The relay center shall be capable of processing Massachusetts intrastate, interstate, and international calls that originate in Massachusetts. Bidders may not include the cost of interstate or international calls in their bids. The price for handling such interstate and international calls shall be subject to funding for such service which shall come from interstate jurisdiction as mandated by the Federal Communications Commission. The service shall be designed such that all interLATA calls made through the relay center shall be billed from the LATA of origin to the LATA of termination using the facilities of the customer's selection of an interLATA carrier. 

The contractor shall be required only to provide international calls that originate in Massachusetts, provided the equipment of the foreign country is compatible. The bidder shall indicate which international locations it recognizes as not compatible. 

Bidders shall provide a network design diagram and accompanying explanation indicating how this specification shall be met for each call type: intraLATA, interLATA and international.

[bookmark: _Toc256000028][bookmark: _Toc29]Automatic Number Identification

The contractor shall utilize ANI on incoming calls to the TRS center. The contractor shall deliver ANI to the relay operator position with the initial call contact and shall utilize ANI to establish the AMA (Automatic Message Accounting) billing record.

[bookmark: _Toc256000029][bookmark: _Toc30]True Caller ID and Enhanced Custom Calling Services 

The contractor shall provide access to True Caller ID in a functionally equivalent manner.  With each outbound relay call processed by a relay operator, the inbound caller’s telephone number shall automatically pass to the outbound relay called party for display on the called party’s Caller ID display. The caller’s number shall not be automatically passed on to the called party if the calling party has Caller ID blocking invoked by their local telephone company.  

Bidders shall indicate the technology (SS7 or functionally equivalent) used to provide Caller ID.  For these requirements to be fully functional the called party shall also have Caller ID services provided by their local telephone company or other functionally equivalent services, and shall have compatible equipment capable of displaying the Caller ID text messages. Describe how the following enhanced services shall function when a call is placed or received through the TRS:

1. Caller ID (including enhanced Caller ID services)
2. Anonymous Call Rejection
3. Call Block
4. Caller ID Block
5. Call Rejection
6. Last Call Return
7. Call Trace
8. Preferred Call Forwarding
9. Priority Call

[bookmark: _Toc256000030][bookmark: _Toc31]Wireless and Personal Communication Phone Calls

The contractor shall provide service compatible with cellular services; personal communications services (PCS), paging services, and mobile radio services. Describe in detail how these services shall be handled including determining the call type, call point of origin, and the amount of time necessary to determine call types and procedures for ensuring accurate billing. 
 
[bookmark: _Toc256000031][bookmark: _Toc32]Access to Regional Toll-Free Services and Special Prefixes

The contractor shall provide access to regionally restricted toll-free numbers, regionally directed toll free numbers, N11 or other abbreviated dialing toll free services. 

Bidder shall explain how these calls shall be routed to the appropriated location.

[bookmark: _Toc256000032][bookmark: _Toc33]Access to 900 or Pay per Call Numbers 

The Bidder shall describe in detail how access to intrastate 976, 940, and other intrastate or interstate 900 number services shall be provided. The bidder shall also explain the methodology for billing the user directly for any charges incurred and clearly explain the methodology for accurately separating interstate and intrastate calls for billing purposes. 

Long distance and toll calls may be made by charging the call to a calling card, making a collect call, or billing the call to a third party.  

[bookmark: _Toc256000033][bookmark: _Toc34]Access to Coin Sent-Paid Calls

The contractor shall allow MassRelay users to make a call from a coin-operated public pay phone. Local calls shall be provided at no cost to the pay phone user.

[bookmark: _Toc256000034][bookmark: _Toc35]Access to Directory Assistance

The bidder shall detail how it shall provide text-based and Speech to Speech relay users access to local and long-distance directory assistance through the TRS. Local directory assistance calls shall be billed to end users at the same rates, or less than that billed by the local telephone company serving the end user. Long-distance directory assistance shall be billed at the tariff rate of the carrier requested by the caller for the long-distance directory.

[bookmark: _Toc256000035][bookmark: _Toc36]Three-Way Calling Functionality

The bidder shall describe the plan to provide three-way calling functionality as required by the FCC. Three-way calling is defined as a TRS feature that allows more than two parties to be on the telephone line at the same time with the Relay operator.

[bookmark: _Toc256000036][bookmark: _Toc37]Customer Preference Database

The contractor shall establish and maintain a customer preference database of call setup and handling preferences for MassRelay users. Permanent call type identification and any other information in the customer record shall be automatically synchronized in the successful contractor’s system ensuring that the customer shall not be required to contact the contractor more than once to give the same information. The contractor shall provide for the transfer of TRS customer profile data from the outgoing TRS vendor to the incoming TRS vendor.  

Such data shall be disclosed in usable form at least sixty (60) days prior to the contractor's last day of service provision. Such data may not be used for any purpose other than to connect the TRS user with the called parties desired by that TRS user. Such information shall not be sold, distributed, shared, or revealed in any other way by the relay center or its employees, unless compelled to do so by lawful order.

MassRelay users shall not be required to provide any data beyond their first name, last name, phone number and one other field (other than user password if required) in order for their customer preference registration to be considered valid.

Data entry (addition, change or delete) of this information shall occur within twenty-four (24) hours of receipt of said information from the customer.

A. Required Fields

At a minimum, the contractor’s customer preference database shall consist of the following multiple fields.  The State 911 Department may, from time to time, require the contractor to provide additional mandatory fields as deemed necessary by the State 911 Department.

· User’s primary telephone number including area code.
· User’s first and last names.
· User’s street address, city, state, and zip code.
· Preferred mode of communication (TTY, TTY with Braille, Voice, VCO, HCO, STS, ASCII and baud rate).
· Preferred Language (English, Spanish, and ASL).
· Preferred long-distance carrier for intraLATA toll service.
· Preferred long-distance carrier for interLATA toll service.
· Preferred billing method.
· Preference for a female or male relay operator.
· Preferred Call handling options. (List options available)
· Preference for no abbreviations, standard abbreviations or, text messaging abbreviations.
· Out-dial restrictions (long distance, international, and/or directory assistance, pay-per-call and/or 800 calls).  The caller shall be able to override their assigned blocking on a per-inbound call basis by providing the relay operator with a password that matches the password provided in their customer preference registration.
· Frequently dialed numbers (include telephone number, name and modality (TTY, VCO). 
· Emergency numbers.
· Greeting (allows the relay user to customize how the relay operator announces the relay call to the called party).
· Customer notes.
· Password or access code.

B. Request Modalities

The contractor shall accept MassRelay customer preference information via hand delivery, mail, fax, email and other electronic transmission, and in all modes of relay (voice, TTY, STS, etc.).

C. Confirmation of Customer Preference Data

When customer preference information is received by customer service, the contractor shall ask if the caller would like to receive a confirmation copy of their customer preference record by mail, fax or email, and in what format (word, text, pdf).  When the user wants to receive the confirmation copy, the contractor shall confirm with the customer the customer’s mailing address, fax number or email address as appropriate.  Note that address, fax number or email address information may not be included in the customer’s customer preference record, and any portion not included in the customer’s record shall not be retained by the contractor after the confirmation copy is sent.  The contractor shall send the confirmation copy within twenty-four (24) hours of the request.  Users shall also be able to request a copy of their customer preference record via mail at any time.

D. Customer Preference Data Confidentiality and Security

The contents of MassRelay’s customer preference database are of the highest sensitivity and confidentiality.  Bidders shall describe what security measures they shall take to ensure the confidentiality of customer preference data, including any security verification measures to ensure that a user’s customer preference information may only be acted upon (establish/changed/deleted) by that user or a person authorized in writing to make changes on the user’s behalf.

[bookmark: _Toc256000038][bookmark: _Toc38]Branding

The contractor may not develop “branding” or “probability profiles” or other customer preference records based solely on experience with MassRelay users. Likewise, the contractor may not use call set-up or handling instructions given by the relay user at the start, during, or after a relayed call to develop a customer preference record unless specifically requested by the caller.

[bookmark: _Toc256000039][bookmark: _Toc39]Answering Protocol

The following calls: 711 and 800-439-0183 shall first be answered by voice. If there is no response from the caller, then the call shall next be answered in TTY mode. If there is no TTY response, then the call shall next be answered in ASCII. If there is no ASCII response, then the call shall again be answered by voice, continuing to TTY and ASCII before disconnecting for no caller response. The State 911 Department reserves the right to change the order of answering or to add other MassRelay services into the order.

If a MassRelay user has included a preferred mode of communication on a Customer Preference Profile and the user calls into the MassRelay via the 711 access numbers, the call shall be answered in the user’s preferred relay modality.

[bookmark: _Toc256000040][bookmark: _Toc40]Carrier of Choice

Bidders shall describe the method for providing users of the TRS to select their inter‑exchange carrier automatically. The bidder shall provide an entry in the Customer Preference database for this purpose and shall list the choices of long-distance carriers that shall be offered.

MassRelay users shall be able to request their carrier of choice via information contained in the customer preference record and via a direct request to the relay operator.  Direct requests to a relay operator shall override the carrier of choice information contained in the caller’s preference record only for that single request.  

If the caller’s carrier of choice is not available via the MassRelay or if the caller is unable to provide a choice of carrier, the call may be placed by the contractor, after asking if the contractor’s long-distance service is acceptable to the caller. Long distance and toll calls placed and billed by the contractor through the relay service shall be billed to the caller at the contractor’s lowest subscriber rate.  Casual user charges or other additional changes shall not apply.

The bidder shall include the name of the default carrier to be used, current rate information and billing agreements with the carrier.

[bookmark: _Toc256000041][bookmark: _Toc41]User Billing

A. Charges for Service

Calls placed through the relay center shall be billed at the same rate that would apply if the calls had been placed without the use of the relay operator. This rate shall include any applicable discounts offered to MassRelay users by the user's long distance carrier or by the local exchange company for a toll call and an individual’s local calling plan. 

The bidder shall describe the billing procedures that shall be employed for intraLATA, intrastate/interLATA calls, interstate/InterLATA calls, and international calls where appropriate, including rates to be charged to the user. The Bidder shall also supply billing or make the appropriate arrangements for interLATA long distance services to user's choice of interexchange carriers and at that carrier's rates and using that carrier's calling card or other major credit card. The Bidder shall include a complete description of how the service shall be provided, and specify any billing limitations that may apply. 

The bidder shall describe how intrastate calls shall be routed.  If a call is routed through a switch outside the originating LATA, explain how the call can be accepted by the local exchange carrier as a call originating and terminating within the LATA.

B. Cellular Flat Rate Calling Plans 

The contractor shall ensure that users with flat rate cellular pricing plans accessing MassRelay, when they are identified by the identification digits 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.

C. Wireless Flat Rate Plans

The contractor shall ensure that flat rate plans purchased by wireless users enable them to access MassRelay without incurring any additional charge. This shall include, but not be limited to, access via text pagers, Personal Data Assistant or other wireless devices cable of initiating and receiving text messages.

D. Call Billing Record

Bidders shall specify a system for identifying and documenting long distance and toll calls for billing purposes. The system's record shall contain, at a minimum, the following information: 

· Date;
· Originating telephone number (NPA‑prefix‑line number);
· Terminating telephone number (NPA‑prefix‑line number);
· BTN: telephone number or credit card number to be billed (NPA‑prefix‑line number)
· Start time (the time the calling party is initially connected to the called party or to an answering machine at the called party's number or to a recorded message or intercept for the called number);
· End time (the time when either the called party or the calling party hangs up or the TRS user asks the  relay operator to hang up, in the event that another call is to be placed)
· Call duration to the full second (the time in between start time and end time); and
· Indication digit by the contractor that the call was processed through the MassRelay for reporting/rating purposes.

The system shall be automated as completely as possible, except in case of emergency calls, system failures, or other circumstances in which handwritten tickets are commonly utilized by voice telecommunication relay operators in automated offices under standard practices. Bidders shall also fully describe the billing system and billing process that shall be used, including identification of any subcontractors, specific duties of the subcontractors, how the billing record detail shall be transmitted to the billing agent (if any), and how charges shall appear on the end user's bill. 

The bidder shall provide sample materials/documentation indicated in the description above as part of its response.




E. Coin Sent Paid Calls

In accordance with FCC regulations, carriers shall provide free TRS local (non-toll) calls from coin operated payphones. With regard to toll calls, the FCC requires carriers to allow the use of calling cards, and collect or third party billing for TRS calls from payphones.  

[bookmark: _Toc256000042][bookmark: _Toc42]Service Reliability

A. Uninterruptible Power System

An uninterruptible power system (UPS) shall be able to provide and maintain emergency power in the event of a power outage for a minimum of eight (8) hours. In addition, the Relay Center shall have installed power generating equipment capable of operating the center for extended periods of time. The bidder shall describe in detail how the proposed Back‑up Power System shall support the switching system and its peripherals, switch room environmental (air conditioning, fire suppression system, emergency lights and system alarms), relay operator consoles/terminals, relay operator work site emergency lights, and Call Detail Record recording.

B. Switching System

The switching system shall include a redundant CPU on "hot stand‑by" to ensure that no calls are dropped because of processor failure, a full maintenance and administrative terminal with keyboards, screen and printer capabilities, on‑line system monitoring, real-time programming capabilities that shall not take the system off line, the ability to perform preventive maintenance without taking the system off line, and an inventory of spare critical components (to be defined by the Bidder) that are maintained on site to ensure that the required levels of service are met. 
			
C. Intercept Messages

Recorded announcements as appropriate shall be provided if a system failure occurs within the relay switch or on outbound circuits. Messages shall be provided in both voice and text. Intercept messages on inbound circuits may or may not be under the control of the contractor.

D. Alternate Facilities 

In the case of a failure of any portion of MassRelay, the bidder may propose to provide alternate circuits, equipment, staff, etc., in order to continue to provide relay service for Massachusetts until suitable repairs or replacements can be made.  The bidder shall describe the parameters under which MassRelay calls may be temporarily rerouted, whether such rerouting shall be a manual or automatic operation, how long it shall take, whether any calls may be dropped during rerouting, and what messages (if any) shall be transmitted to users if alternate facilities are used.  Full traffic reporting shall be maintained during any use of alternate facilities.

[bookmark: _Toc256000043][bookmark: _Toc43]Traffic Standards

The goal of MassRelay is to provide users access to the telecommunications network that is functionally equivalent to that of persons without communications impairments.  

To achieve that end, the relay system shall be monitored and managed carefully so it is always staffed and equipped to meet the following traffic standards. The contractor shall also commit to comply with the requirements in 47 C.F.R. § 64.604, any emerging FCC requirements for TRS traffic and operations, and any Commonwealth requirements.

A. Usage

No restrictions shall be placed on the length or number of calls placed by callers through MassRelay during both peak and non-peak periods during each 24-hour period of operation. There shall be no limit at any time on consecutive calls or consecutive call attempts.

B. Blockage Rate

The average daily network blockage rate for all calls into the relay center shall be no greater than one (1) in one hundred (100) calls so that the probability of a busy response due to network congestion is functionally equivalent to what a voice caller would experience using the voice telephone network. If a call rings or is in queue/hold in excess of 90 seconds, it shall be considered a blocked call. Calls may not be blocked at the Automated Call Distributor. Daily blockage reports shall be used to determine contract compliance. This grade of service shall apply to both the equipment and network availability as well as retaining an adequate number of relay operators on duty to handle surges in demand. 

The bidder shall describe in detail the plan to meet this specification including network plans and diagrams of routing systems and relay operator staffing plans depicting this grade of service.

C. Average Speed of Answer

The contractor shall answer eighty-five (85%) percent of all calls within 9.9 seconds or less on a daily basis. Measurement of average speed of answer shall begin when the contractor’s switching system (Automatic Call Distribution or other system) accepts the call from the local exchange carrier and the call is delivered by the public switched network to the MassRelay Center.

The TRS center shall accept all calls immediately when offered by the local exchange carrier (without delay) or shall return a busy signal. Measurement of speed of answer shall continue until the accepted call is either abandoned or answered by a live relay operator ready to relay the call; not placed in queue, placed on hold, or given ring back or other treatment, or answered by a live relay operator or other party that is not prepared to relay the call (such as if 711 calls would be first answered by a live relay operator solely to determine the call type before transferring the call to an operator who shall then relay the call). Abandoned calls shall be included in the speed of answer calculation.

D. Calls Allowed in ASA Calculation

If for any reason, calls are transferred to another TRS center, only the call placed for MassRelay may be used in the average speed of answer calculation, not the daily average speed of answer or weighted speed of answer for the remote location handling the transferred calls.

Blocked and abandoned calls processed at remote locations are subject to the same requirements as those received at a  call center. Abandoned calls shall be included in the average speed of answer calculation.  

E. No Recorded Message or Answer Queue on Inbound Calls

No call shall be answered by a recorded message for voice or TTY, except as otherwise expressly provided herein. No call shall be put on hold (except to be transferred to a supervisor) or in queue. Only continuous ringing or a busy signal shall be used.

[bookmark: _Toc256000044][bookmark: _Toc44]Transfer Capability

The bidder shall describe in detail how the relay center shall be equipped to allow for the transfer of calls when necessary to meet user needs. By transfer, it is meant that originating calls, either voice or text, may be switched to a supervisor, another relay operator of a different gender, non-English speaking relay operator, etc., or another relay center. This requires switching the originating call from one console position to another within the Relay Center and/or the capability of switching the originating call to a similar facility located elsewhere without any interruption of service or change in user experience. 

[bookmark: _Toc256000045][bookmark: _Toc45]Call Release Capability

The contractor shall also provide for “call release” allowing a call intended for a text based telephone device but encountering a voice — or vice-versa — to be “released” from the TRS and allow the relay operator to enable the call — voice-to-voice or text-to-text — to occur without acting as intermediary freeing up the relay operator to be available for other incoming calls to the center.
 
The bidder shall provide with the response the materials/documentation indicated in the descriptions above.

[bookmark: _Toc256000046][bookmark: _Toc46]Automatic Spell Check and Auto-Correction

The contractor’s system shall have automatic spell check feature. The bidder shall provide a complete description of this feature.

[bookmark: _Toc256000047][bookmark: _Toc47]Automatic Change of Abbreviations

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

[bookmark: _Toc256000048][bookmark: _Toc48]Providing Qualified Staff

Preference in employment shall be given to persons with disabilities including individuals who are, hard of hearing, late-deafened, deaf-blind and/or have a disability affecting speech or clarity of speech.

Each proposal shall include a detailed plan to ensure the active recruitment and hiring of skilled personnel. Although it is not required for initial hiring, it is strongly recommended that persons be recruited and hired who have a working knowledge of American Sign Language, relay service experience, and experience working within the hard of hearing, and/or deaf-blind communities. It is further recommended that applicants have experience working with individuals who have disabilities affecting speech or clarity of speech. If a newly hired employee does not possess this experience, the employee shall receive training in these areas before being considered a fully functional employee. The bidder shall state an American Sign Language learning timeline for relay employees and identify the level of American Sign Language required for employees to maintain employment. 

The bidder shall include an explanation of how it shall provide speech to speech service and any specific requirements and training for STS relay operators in the plan.

Each proposal shall include: (a) a hiring practices plan documenting outreach to the deaf and disabled community and copies of job descriptions for each planned position; and (b) documentation of past hiring practices for relay service personnel.

[bookmark: _Toc256000049][bookmark: _Toc49]Identification of Relay Operators

The relay operator identification method to be used for all MassRelay calls is “MASS RELAY OPR” or “MassRelay operator” followed by the relay operator’s number immediately followed by the letter “F” or “M” to indicate the relay operator’s gender. Relay operators shall provide their identification number at the beginning and conclusion of a relay call.

Relay operators with ninety (90) days or less of employment as an relay operator at the relay center or who are in a designated “trainee” or are in a training program shall be required to append the operator identification number and letter indicating gender with the letter “T” signifying “Trainee” (e.g. “MASS RELAY OPR 1234MT”) to text users and announce trainee status with the word “trainee” to the voice users (e.g. “Massachusetts Relay Operator Trainee 1234”), except a speech to speech operator who has completed all required trainings and is within ninety (90) days of employment will not be required to identify as a “trainee”. 

[bookmark: _Toc256000050][bookmark: _Toc50]Relay Operator Gender Choice

The text-based telephone device user and the STS user may request either a male or female relay operator to voice for them. The contractor shall have an adequate number of both male and female staff available to honor the request for either a male or female relay operator. Relay operator changes during relay call processing shall remain gender consistent with the previous operator. 

[bookmark: _Toc256000051][bookmark: _Toc51]Relay Operator Qualifications

Bidders shall specify how they plan to demonstrate that relay operators meet all necessary proficiency requirements. Relay operators shall be able to quickly and accurately type text relay messages and speak in a clear, concise, and understandable manner to the voice users. This shall include, but not be limited to, the following capabilities:

A. Typing Speed

A minimum typing speed of sixty (60) words per minute shall be required. An audible typing test shall be administered upon entry, upon completion of initial training, and after ninety (90) days to measure typing capabilities. The formula to calibrate 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 (60) words per minute.

B. English Skills/English Grammar

Basic skills in English grammar, as demonstrated by a continued grammar test measuring both auditory and visual typing, shall be required. The maximum grammatical error rate allowed shall be five percent (5%).

C. Understanding Limited English

An ability to understand individuals using non-native English (or ESL) and to transliterate/translate it to grammatically correct spoken English is required. The bidder shall demonstrate how it plans to train operators to transliterate/translate such calls and how it shall determine the need to transliterate/translate. Furthermore, the bidder shall indicate at what level it would consider operators to be fully trained in this capacity.

D. Spelling Skills

Minimum spelling skills equivalent to quick and easy spelling words comparable to a  college‑level conversation shall be required. The bidder shall describe how spelling skills shall be measured upon entry and on an ongoing basis. 

E. Clear and Articulate

Each operator shall be able to speak in a clear, articulate, and accent-neutral manner using names, words and pronunciations which can easily be understood by MassRelay users. In addition, it is required that operators be able to effectively communicate with a voice party who is hard of hearing. The bidder shall demonstrate how it plans to train operators to meet this requirement. 

F. Spanish Relay

Each operator processing Spanish relay calls shall demonstrate, at a minimum, skills in Spanish grammar and spelling at a level equivalent to college level Spanish.

G. Relay Operator Proficiency Exam

The contractor shall require that all prospective relay operators take a quantifiable, performance-based relay operator proficiency exam at time of hiring and pass the quantifiable, performance‑based relay operator proficiency examination at the completion of the ninety (90) day training period as well as take a similar exam annually. This examination shall cover spelling, typing, dictation, equivalent ESL skills, as applicable, transliteration of typewritten ASL, and procedures, including the handling of emergency calls, familiarity with deaf culture, ethics and confidentiality, and professional judgment. This test shall have as its minimum requirements the proficiency skills for relay operators mandated by this RFR. The contractor shall make sure that material from these tests shall not be available to the relay operators before testing time and shall change portions of the tests from time to time. The bidder shall include a copy of the expected proficiency examination in the proposal. Any operator who cannot pass this examination within a three (3) month training period shall not be utilized as a relay operator for the Commonwealth. Operators shall be re-tested at least once a year and shall not be utilized as a relay operator for the Commonwealth unless and until they pass the examination.

[bookmark: _Toc256000052][bookmark: _Toc52]Relay Operator Training Requirements

Each proposal shall include a comprehensive outline of proposed training for each of the topics below, including standard training used to orient new operators, that includes call handling procedures and all scripted relay explanations. One outline shall be provided for TRS call handling and one for STS call handling.

A. Relay Procedure Training 

Relay operators shall be trained in the procedural details of handling all forms of relay calls that they may be involved in relaying, including TTY, Voice, ASCII, VCO, HCO, STS, emergency calls, Directory Assistance services, ESL, and Operator Assistance services.

B. Initial Disability Awareness Training

All staff providing service to MassRelay, including management, shall receive training about ASL, deaf culture, acquired deafness, disabilities affecting speech, ESL, and ethics. A plan indicating training topics and time-frames as well as identifying individuals or organizations representing the people who are deaf, hard of hearing, who have disabilities affecting speech or clarity of speech, and people who are deaf and or blind and their respective communities that shall be used to assist with the training shall be included with each proposal. 

C. Ongoing Training

The bidder shall demonstrate how it shall provide ongoing training, including with its proposal an outline of a proposed ongoing training plan. All staff providing service to MassRelay, including management, shall receive ongoing training in disability awareness, including functional and cultural issues within the deaf, hard-of hearing, late deafened, and speech disabled communities. Ongoing training shall also include, but not be limited to, ethics, confidentiality, ASL, software changes, revised call handling procedures and operation of relay telecommunications equipment. Training shall include both simulated and live on-line call handling. 

The bidder shall have a quality assurance procedure for improving relay operator performance in the event of complaints regarding relay operator performance. The bidder shall describe this procedure in detail in the response.

D. Massachusetts Place Names

All relay operators shall be trained to become familiar with common Massachusetts place names, including their spelling, pronunciation and common abbreviations.

E. Complaint Training

All relay operators shall be trained in the proper procedures for receiving and handling caller complaints.

F. Operator Policies and Procedures Manual 

Bidders shall provide a comprehensive outline of its Operator Policies and Procedures that shall include, but not be limited to, confidentiality and ethics, handling of emergency and crisis calls, consequences of non-compliance to policies, and functions and roles of a relay operator. 

Upon contract award, the contractor shall provide the State 911 Department with a complete Operator Policies and Procedures Manual. Updates to the manual shall be provided to the State 911 Department as they occur.

[bookmark: _Toc256000053][bookmark: _Toc53]Procedures for Relaying

Operator procedures shall comply with 47 C.F.R. § 64.604. Unless requested otherwise by a user, the operator shall relay all calls according to the following procedures. Bidders shall indicate how they shall ensure operator adherence to the following procedures:

A. Limited Typed English

Those users who are ESL shall have their calls transliterated into clear, spoken English so that the voice user can understand the call and communication occurs, unless the TTY user requests verbatim. 

The contractor shall provide an entry in the customer profile database addressing this issue and the default shall be to transliterate/translate as needed. The other option shall be verbatim (or word-for-word).






B. Tone of Voice

When speaking for the text-based telephone device user, the relay operator shall adopt a conversational tone of voice appropriate to:

· the type of call being made;
· the context, content and intent of the call; and, 
· the text based telephone device user’s use of punctuation, figures of speech, etc. 

C. Call Status

Relay operators shall also keep the user informed on the status of the call, such as dialing, ringing, busy, disconnected, hung up, or on hold. The relay 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.

D. Outbound Called Number

The relay operator shall be required to inform the caller of the outbound number being dialed unless the outbound called number is entered directly by the calling party.

E. Providing Call Handling Options

The user shall have the option of telling the relay operator what aspects of the call that he/she shall handle. For example, the user may request that he/she introduce or explain relay services to the called party, rather than have the relay operator explain. 

F. Operator Interaction

The bidder shall describe potential capabilities for the relay operator to interact with the text-based telephone device user and/or the voice user when requested by either party.  For example, in an effort to address situations where multiple transfers may be necessary before encountering the intended party, the relay operator may — when requested — place a call and instead of announcing and explaining relay, may simply request the information sought should it be of a simple nature. It is understood that the relay operator shall not “explain relay”.  Examples such as the caller saying to the relay operator at the beginning of a call: “Please call Macy's, 555-1212, and just find out what time they close and hang up. GA” or “Please ask for Mr. Smith’s TTY extension number so I can call him direct then hang up GA”. The relay user shall remain on the line at all times.

G. Verbatim Relay

The relay operator shall type to the text-based telephone device user or verbalize to the voice user exactly what is said when the call is first answered and at all times during the conversation unless either party specifically requests otherwise. 

H. Explaining Relay

The contractor shall have standard explanations of the various types of relay calls.  All relay operators shall use these standard explanations.

When the relay operator needs to explain relay to a hearing user, the operator shall also type “(EXPLAINING RELAY)" for the benefit of the TTY user. Conversely, when the relay operator needs to explain relay to a TTY user, the relay operator shall inform the hearing user that the relay operator is explaining relay.  

Upon request by the user, the relay operator shall not announce a call as a relay call, permitting the caller to provide explanation, if any.  

I. Communicating Tone to TTY

Relay operators shall, to the best of their abilities, let the text telephone device user know the voice user's tone of voice if it has any bearing on the content, context, or intent of the conversation by describing the tone used in a text-based format. The intent of this requirement is to convey tone of voice that is out of the ordinary or has a substantial impact on the content, context, or intent of the call and is not apparent through the textual content. Nevertheless, a user shall have the option of requesting all conversational tone or no conversational tone.

Phrases or words such as “sounds like” or “sounds” shall not be used unless requested. The relay operator shall not provide opinion but shall provide observation of the situation. Examples of conversational tone include but are not limited to: (ABRUPT), (YELLING), (TALKING FAST), (MUMBLING), (CRYING). Such descriptions of the observation of tone of voice may be used when it is not already apparent from the textual content, context or intent of the call. Consumer input has also indicated that — regardless of the user profile — should conversational tone of voice seem out of the ordinary or change suddenly or markedly, this should be conveyed in the manner and style indicated by the examples above. 

The bidder shall provide an entry that can contain at least three (3) choices in the consumer profile database addressing this issue and the default shall be to only convey tone of voice when it has a significant impact on the conversation. Options shall also include: provide no tone of voice; and, provide all tone of voice.

J. Content, Context and Intent

All relay operators shall convey the full content, context and intent of the communication they relay.

K. No Delay

Relay operators shall not cause a relay conversation to be delayed. They shall not necessarily wait for a relay message to be completed before beginning to relay the message.

L. Third Person On-Line

Relay operators shall indicate to either party if another person comes on the other end of the line at any time during a relay call. Examples of such instances include, but are not limited to: transfers to different departments, a supervisor/manager at a place of business handling the call, or someone picking up an extension.

M. Change of Relay Operator

Change of relay operators during a call is strongly discouraged. Unless requested by a user before or during a conversation or unless the relay operator becomes physically incapacitated, the relay operator shall remain on the call for a minimum of ten (10) minutes for TTY-based TRS calls and fifteen (15) minutes for an STS call. If the change is necessary, both parties shall be informed, and the new relay operator shall inform both parties of the relay operator’s identification number. Changing of relay operators shall not cause the new relay operator to lose the caller’s call handling preferences, either from the caller’s customer preference record nor as requested by the caller during call setup, including instructions given once for sequential outbound calls. If the caller has requested a specific gender, then the replacement relay operator shall also be of that gender. The caller shall always have the right to request a change in relay operator and the contractor shall accommodate the request. Relay operator changes during relay call processing shall remain gender consistent with the previous operator. 

N. Redials

When a line is busy, the relay operator shall redial at least three (3) times, with a fifteen (15) second delay between abandoning a caller’s attempt after encountering a busy signal and redialing if requested by the caller. In the event of continual busy signals, the relay operator shall continue to redial (using 15-second intervals) for as many attempts as requested by the caller. The caller shall remain online.

O. All Comments Typed

All comments directed to the voice user by the relay operator shall be relayed to the text-based telephone device user. These comments shall be typed in parentheses, for example: (Reminding person to speak directly to you.). All comments directed to the relay operator by the voice user shall also be relayed, for example: Could you spell the name please? 

P. Relay in Third Person

If either party communicates in the third person, the relay operator shall relay in the third person.

Q. Corrections

To correct a typing error, relay operators shall not backspace, but continue in a forward direction by typing "xx" or “xxx” (common TTY convention for error) and then typing the word correctly).

R. Verification of Spelling

When necessary, relay operators shall verify spelling of proper nouns, numbers, and addresses that are spoken. If the relay operator requests spelling of a word, the relay operator shall type the word with spaces between each letter to indicate to the text telephone user that the spelling was requested.  For example:  K U M A R.

S. Amplification of Relay Operator’s Voice

Each relay operator shall be able to increase the outgoing volume of their speech via TRS platform controls (not just speaking louder) to help compensate for voice, HCO and STS users with some hearing loss, and shall do so to facilitate the hearing party’s understanding of the relay operator, or at the request of the hearing party.  If a volume setting is higher than normal, the relay operator shall reduce the volume at the request of the user.  Volume shall be returned to normal settings after each call.

T. Staying on the Line

The relay operator shall stay on the line until both parties have terminated the call. If necessary to process a formal complaint or compliment, the call shall be transferred to an on-site supervisor or manager. Further, if the called party wishes to speak to a supervisor, the relay operator shall hold onto the call while contacting a supervisor and resolving a customer concern even if the inbound party has disconnected.

U. Relay Operator Intrusion

Relay operators, supervisors or managers shall not counsel, advise, or interject personal opinions, messages, observations, personal questions or additional information into any relay call. This also means the relay operator shall not make any value judgments on the profanity or obscenity or legality of any messages. Additionally, relay operators shall not hold personal conversations with anyone calling MassRelay.

V. Voice Mail and Interactive Menus

Relay operators shall inform callers to the presence of a recorded message and interactive menu through a hot key on the relay operator’s terminal. The hot key shall send text from the relay operator to the TTY caller indicating that a recording or interactive menu has been encountered. The relay operator shall electronically capture recorded messages and retain them for the length of the call, and may not impose any charges for additional calls that shall be made by the relay user in order to complete calls involving recorded or interactive messages.



W. Leaving Messages

Relay operators shall leave messages on answering machines or other voice processing systems, including pagers and any voice driven menu systems, if the user activates one while actually making the call. The caller shall remain on-line. The procedures shall include the following steps: 

· The relay operator shall inform the caller when an answering machine has been reached;
· The relay operator shall relay any outgoing message on answering machines accessed to the caller (both voice and text) unless requested not to do so;
· The relay operator shall ask the caller if she/he wishes to leave a message;
· The relay operator shall inform the caller if the answering machine times out ;
· The relay operator shall leave the caller's message, either by voice or by text;
· The relay operator shall confirm to the caller that the message has been left; and,
· The caller shall be charged only for one call, regardless of the number of redials required to leave the message.

X. Retrieving Messages

Relay operators shall retrieve voice and TTY messages from voice processing systems and answering machines and relay the messages to the caller in the caller’s calling format (voice, TTY, ASCII, etc.)  Unless instructed otherwise by the caller, the relay operator shall capture and record each message in its entirety and relay it to the caller. If more than one call to the answering machine or voice processing system is required to retrieve the entire message, the caller shall only be charged for one call (the first call).

Y. Disconnecting an Inbound Caller

If a caller puts the relay operator on hold or is otherwise inactive prior to placing the outbound call, the operator shall wait for at least three (3) minutes before disconnecting the caller. For example, this may be needed to allow a deaf-blind caller time to look up a telephone number or other information for the call.

The relay operator shall not disconnect the caller during periods of inactivity during a relay call (for example the called party may have put the caller on hold) without the caller’s permission.  In all instances of relay operator-initiated caller disconnect, the relay operator shall inform the caller (or leave a message) that they are disconnecting the call (hanging up) prior to doing so, and shall pause for a possible response before proceeding.

Z. Split Screen for ASCII

If an ASCII caller requests split screen service, the relay operator shall cause both the ASCII caller’s text and the relay operator’s typed text to appear on the relay operator’s screen at the same time, enabling the ASCII caller to interrupt the relay operator by typing text, which the relay operator shall be able to view while the relay operator is relaying to the other party. If the ASCII caller does not request split screen service, it shall be the contractor’s option whether or not to invoke split screen functionality.

AA. Call Interrupt

When a relayed conversation is interrupted by one party, and that interruption is received by the relay operator, the relay operator shall respond by relaying the conversation provided by the interrupting party, provided that relay modalities of the parties are compatible with interrupted conversation (e.g., a TTY user with Turbo Code, by a voice user, etc.).
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A. STS Called Numbers

The contractor shall offer STS users the option to maintain, via registration of customer preference information, a list of names and telephone numbers that the STS user calls.  When the STS user requests one of these names, the relay operator shall repeat the name and state the telephone number to the STS user. This information shall be transferred to any new STS contractor.

B. Hearing Acuity
	
Each STS operator’s hearing shall be tested to assure that they are competent to understand people with a variety of speech disabilities. Each STS operator shall score 90% or higher in each ear using a 50-word, W-22 or NU6 speech recognition test. Each STS operator shall measure an average hearing acuity of 20dBHL or less  at frequencies of 500, 1000, 2000, 3000, and 4000 Hz and no single frequency can meet or exceed 35dbHL, using pure tone testing.  An audiologist using calibrated equipment shall administer the speech recognition test and pure tone test. The audiologist shall be a State licensed professional audiologist or certified by the American Speech-Language-Hearing Association with a Certificate of Clinical Competence in Audiology (CCC-A.)

C. Understanding of Speech Patterns

STS operators shall be screened to assure their ability to understand the irregular speech patterns of people with speech disabilities. The contractor shall establish acceptable STS operator speech comprehension levels and ensure that all STS operators meet that criterion.

D. Removal of STS Operators
	
The floor supervisor shall identify STS operators and remove them from STS duties if the operator’s hearing or concentration has become impaired because of a cold or other (temporary or permanent) medical condition or the operator is no longer extremely patient with customers’ speech and respectful of them.

E. English Fluency

STS operators assigned to relay in English shall be fluent in U.S. English, and able to speak English without a distorted non-U.S. English accent. STS English operators shall be tested for hearing acuity, speech comprehension, and English language skills including vocabulary, grammar and syntax.

F. Spanish Fluency

STS operators assigned to relay in Spanish shall be fluent in Spanish, and able to speak Spanish without a distorted non-Spanish accent. STS Spanish operators shall be tested for hearing acuity, speech comprehension, and Spanish language skills including vocabulary, grammar and syntax.

G. STS Training

Adequate training on STS service shall be provided to all personnel who shall be interacting with speech disabled users and/or operators who complete STS calls, including counseling personnel, customer service representatives, and user assistance and complaint resolution personnel. Training shall also be provided on identifying and dealing with suspected fraudulent use of STS services.

In addition, bidders shall describe: 1) how STS training in this area shall be provided to staff before handling live MassRelay STS calls, and 2) how often during employment they shall be retrained. 

H. Transfer of STS Calls
	
Calls may only be transferred to supervisors who thoroughly understand and respect the STS protocols, requirements, and philosophy.

I. Specialized STS Staff

The contractor shall fully train an adequate staff of operators for STS service. This staff shall be large enough to handle the traffic, but small enough so that operators become accustomed to most of the users’ speech patterns.

J. Specialized STS Training

Training of STS operators shall include at least eight (8) hours of training specific to STS service, two (2) hours of which is training specific to voicing for voice synthesizer users.  

Training shall include experiencing a variety of speech disabilities, possibly partly through video.

In addition, as part of the training, every STS operator shall have a minimum of eight (8) hours of a combination of training by a live speech disability professional and consumer expert. STS operator training shall include introduction to a variety of technologies used by consumers to communicate, including voice synthesizers. Training shall include introduction to many speech disabilities. Up to one-quarter of STS training may be provided by videotape.

In addition, bidders shall describe: 1) how STS training in this area shall be provided to staff before handling live STS calls, and 2) how often during employment they shall be retrained.


K. Procedures for Relaying STS Calls

The following requirements for relaying Speech-to-Speech calls are in addition to the requirements set forth above. In responding to the following procedural requirements, bidders shall also describe how their operators’ use of the following procedures shall be ensured on an ongoing basis after the operator begins relaying STS calls.

L. Never Guess

STS operators shall never guess what the speech disabled caller says, but shall request clarification.

M. Verification of Busy Number
	
If a line is busy, then the STS operator shall immediately repeat aloud the number dialed to verify that the STS operator understood the number correctly.

N. Dictate Message

Users may dictate a message to be left on an answering machine in the STS operator’s voice.

O. Additional Calls
	
After each call, the STS operator shall offer to make another call.

P. Request Clarification

While STS operators may not counsel, advise, or interject personal opinions into a conversation, they may ask questions to clarify what was said particularly if the meaning or context is unclear. “Apple” differs from “ample,” “articulate” differs from “article,”  “pants” differs from “Lance.”

Q. Interaction with Users

STS operators may interact with users having a problem using the service and to reassure new users. STS operators may reassure users that the user was understood. STS operators also may interact with users to help the user use the service more effectively. This is particularly necessary in helping developmentally delayed users with short-term memory loss.  

For example, STS operator may correct a telephone number that the user receives from one caller and then repeats in error to the STS operator in requesting another call. Operators shall never attempt to assist users in ways that could interfere with the user’s independence. The above directions may appear self-contradictory, but are not in light of the wide variance in intellectual capacity within this user group. An opportunity for an operator to facilitate communication takes priority over transparency. However, the STS operator shall not facilitate if there is a great risk of diminishing communication.

R. Leaving Messages
	
STS operators shall leave messages on answering machines or other voice processing systems if the caller activates one while making a call. In addition, STS callers shall be allowed to recite a prepared message to an answering machine. The STS caller may dictate the message to the STS operator before making the call. If the called number is busy, then the STS operator shall retain the dictated message in the STS user’s customer preference record at the user’s request. The message shall be retained for a minimum of one hour, during which time the user may call back and attempt to reach the answering machine and leave the message.

Given the limited telephone experience and delayed social development of some users, STS operators may prompt users leaving messages on answering machines who forget to leave their name and/or telephone number.

S. Respect

Operators shall avoid informality interpretable by users as patronizing. Adult users shall always be treated as mature adults regardless of their behavior. The contractor shall have a plan to ensure that the following requirements are met:

· Operators shall not make a value judgment on the profanity, obscenity of legality of any messages;
· 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; and,
· Escalation procedures for Obscenity/Abuse shall be in place.

T. Caller Names

Callers shall not be required to give their names or the name of the party they are calling.  
If names are given, this information shall not be recorded in any form without the permission and knowledge of the caller (except for long distance billing purposes).  Operators shall not ask for names even though it is understood that for some calls, having the full name would help facilitate the call. The operator shall not, however, refuse to make a call if the caller does not wish to give names.
	
Before dialing, the STS operator shall ask, “Shall I tell the party who is calling?”

U. Change of STS Operator 

The contractor is encouraged to use the same operator throughout each STS call. Operator change is very disruptive to speech disabled users. It prompts fear that the new operator may not understand them as well as the first operator did. Unless requested by a user before or during a conversation or unless the operator becomes physically incapacitated, a change of STS operators shall not be made before fifteen (15) minutes have elapsed since the beginning of the STS relay conversation. If a change is necessary, both parties shall be informed and the new operator shall inform both parties of the operator’s identification number. The caller shall always have the right to request a change in STS operator and the contractor shall accommodate the request if another STS operator is available. STS operator changes during relay call processing shall remain gender consistent with the previous STS operator. 

V. Announcement of Voicing

At the start of the call, the STS operator shall announce that he or she shall voice for the speech disabled person throughout the call, unless both parties ask the STS operator to stop.

W. Voicing at the User’s Option

Some people with speech disabilities can be clearly understood if allowed to speak uninterrupted; they do not need STS operators to voice for them, they just need the other party not to interrupt them during the conversation. STS users may request the STS operator to only repeat what they say when the other party misses or misunderstands a word.

X. Quiet STS Operator Environment
	
The STS operators’ work environment shall be quiet and the partitions between the operators’ cubicles should be soundproof enough so that STS operators can concentrate intensely on hearing the caller’s speech.

Y. Retention of Information

STS operators shall be able to retain information from one inbound call for use in a subsequent outbound call, and such information shall only be retained for the duration of the inbound call.  

Z. Dual Voicing
	
The contractor shall provide STS voicing for people with speech disabilities calling each other, for both parties.
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Bidders shall describe how they shall adhere to the following confidentiality requirements.

All calls made through MassRelay shall be confidential, with no written or electronic script kept beyond the duration of the inbound call, except as otherwise explicitly permitted herein. Except as otherwise explicitly permitted herein, operators and supervisory personnel shall not reveal information about any call, except for any minimum information that may be necessary for billing purposes.

The contractor shall ensure that all staff who relay MassRelay user conversations or have access to MassRelay user data, e.g., operators, supervisors, customer service staff, etc., shall be required to sign a confidentiality agreement promising not to disclose the identity of any callers or fellow relay operators, or any information learned during the course of handling or relaying calls, handling complaints, or accessing customer data (customer preference data, billing information), either during the period of employment or after termination of employment.  

Bidders shall submit a copy of their Confidentiality Agreement with their proposal.

A. Workspace Accommodations for Call Privacy and Confidentiality

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

B. Discussion of Calls

Relay operators shall not discuss among themselves or with their supervisors any names or specifics of any relay call, except in instances of resolving a complaint.  Relay operators may discuss the general situation with which they need assistance in order to clarify how to process a particular type of relay call.  Relay operators shall be trained to ask questions about procedures without revealing specific information that shall identify the parties on the call.

C. Emergencies

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

The contractor shall have a mechanism in place to ensure that uniform procedures shall be maintained during the call distribution process in the event that calls shall be temporarily transferred to a another relay center during an emergency situation.  

The contractor shall establish training procedures for emergency calls handled by an alternative relay center. These procedures shall include, at a minimum, the process in place at the remote center to ensure the immediate access to, and updating of, correct Public Safety Answering Point information and the correlation of the inbound NPA/NXX/XXXX to the corresponding PSAP in Massachusetts. 


D. Monitoring of Calls

Watching or listening to calls by anyone other than the relay operator is prohibited, except for training or monitoring purposes or other purposes specifically authorized by the FCC or the State 911 Department. Watching or listening of relay calls by others for training or monitoring purposes shall not be allowed as a general practice for all calls, but shall be restricted to discrete calls for temporary purposes. Therefore, announcements to callers that say, for example, “Your call may be monitored for training purposes” shall not be deployed de facto to all calls. Recording of calls is prohibited except as allowed in this RFR for STS calls and for handling voice mail and/or interactive type messages. Except as otherwise expressly required hereunder, all recordings of calls shall be immediately deleted at the completion of the call.

E. Confidentiality Policy

The contractor shall develop a written Confidentiality Policy, covering the above points at a minimum. A copy of the Confidentiality Policy shall be provided to consumers upon request.

F. Termination for Violation of Confidentiality

The contractor shall immediately terminate from employment relay personnel who, after investigation, are found to have violated the Confidentiality policy

G. Restriction of Information

The contractor shall be restricted to collecting and using only that personal information necessary for billing purposes or customer preference records.  This information shall not be used for any other purposes.
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The contractor shall outline a counseling and support program that shall help relay operators deal with the emotional aspects of relaying calls. Because relay operators are not allowed to talk about their calls with other operators, friends, or family, other relay systems have found that 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 shall have training in dealing with these situations. However, the relay operators shall not give the names of the callers involved to the support person. The counseling support system shall follow the confidentiality provisions listed above. 
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The contractor shall develop a policy for relaying and referring emergency calls in accordance with the standards in 47 C.F.R § 64.604(a)(4). 

Additional specific emergency call handling requirements are listed below.

A. Transmit ANI to the PSAP

The operator shall transmit the caller’s telephone number to the PSAP when a caller disconnects before being connected to emergency services.

B. Stay on the Line to Ensure Connectivity

If the emergency call is transferred to a PSAP, the operator shall stay on the line as long as necessary to ensure that the PSAP operator has received the call.

C. Relay Only Under Limited Circumstances

The emergency call may be relayed to a PSAP operator (instead of transferred) only on a call-by-call basis under any of the following circumstances:

· At the request of the caller;
· At the request of the PSAP operator or PSAP supervisor;
· If the PSAP is not capable of receiving and conversing directly with the caller in the modality of the caller (for example if the caller is using any communications modality other than TTY, e.g., VCO, HCO, STS, ASCII);
· The relay operator is having technical trouble transferring the call to the PSAP, e.g., the caller is disconnected from the PSAP, the PSAP cannot establish a TTY connection, etc.; and
· As allowed by the FCC.



D. Treat a Call as an Emergency Call When Unsure

When receiving a relay call that the relay operator suspects is an emergency call requiring a response from a PSAP, the relay operator shall immediately treat the call as an emergency call and shall make no attempt to determine if the call is an actual emergency or not.

E. No Questioning or Advice

The relay operator shall not attempt to question the caller about the exact nature of the emergency, nor shall the relay operator attempt to give advice to the caller in response to the emergency. The relay operator shall permit the PSAP operator, who has the professional training to carry out those functions, to deal with the emergency.

F. Allowance for Limited Transparency

When processing an emergency call, the relay operator shall be able to facilitate the call to a greater degree than a normal relay call to the extent described herein:

1. 	The relay operator may inform the answering PSAP that the caller is a TTY user (or other type of relay user).

2. 	The relay operator may inform the answering PSAP of the caller’s disability, name and other information available to the relay operator from the caller’s customer preference data and ANI data, if available.

3. 	The relay operator does not have to be fully transparent (as is required in non-emergency verbatim relay) to the caller and/or PSAP if either the caller or PSAP requests such non-transparency, or if in the professional opinion of the relay operator such limited non-transparency shall greatly facilitate the PSAP’s ability to understand or respond to the caller; and if the caller does not object.  By far the greatest emphasis of each relayed emergency call shall be on transparent verbatim relay, and the use of non-transparency shall only be for temporary summarization or for interpretation of ASL gloss terminology. In all instances of non-transparency, the relay operator shall not alter the relayed conversation, shall not interfere with the independence of the caller, and shall not interfere with the caller’s control of the conversation. In each instance during an emergency call when a relay operator engages in non-transparency, the relay operator shall first identify him/herself as the source of the talking or typing by indicating “Relay operator speaking” or similar language.

4. 	The relay operator may stay on the line for the duration of a relay call connected to a PSAP, and in which case the relay operator shall remain in a listening or non-active mode unless called upon by either party for relay or other assistance or information, or unless it is obvious to the operator that either party needs non-transparent services (as described above) in order for effective communications to occur between the caller and the PSAP operator.

5. 	Whenever a relay operator is providing non-transparent services, the relay operator shall immediately cease such non-transparency if asked to do so by either the caller or by the PSAP operator. The request may be in any terminology, such as, “Please relay verbatim”, “Repeat only what I type”, “Just say what I type”, etc.

6.  	A relay supervisor may listen to an emergency call in process if deemed necessary by the contractor. The listening supervisor may not enter into the conversation in any manner unless the relay function is transferred to the supervisor.

G. Change of Operator During an Emergency Call

There shall be no replacement of relay operators during an emergency call, except to a supervisor who has been involved in the entire call.

H. Call Set-Up

When a relay operator places a call to a PSAP for either transferring the call or for relaying the call, the relay operator shall, at a minimum, identify the call to the PSAP operator as a MassRelay call, operator number, and if the call is relayed, shall establish the call with the normal relay instructions.

I. Training for Emergency Call Handling

All relay operators and supervisors shall receive training specific to responding to emergency calls.



[bookmark: _Toc256000058][bookmark: _Toc58]SCOPE OF SERVICES: CAPTIONED TELEPHONE RELAY SERVICE
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The contractor shall furnish all necessary facilities, equipment, and software to provide the services under the contract with the contractor and shall operate the CTRS in a manner sufficient to meet or exceed all applicable legal standards.
The CTRS system shall be capable of receiving and processing for billing purposes the area code and telephone number that appears on the operator console showing where the caller is calling from.
The contractor shall have the capability to adapt to improvements in captioned telephone technology and shall have the ability to implement state-of-the-art technology in providing service. 

The contractor shall support changes in call volumes and unexpected surges in traffic, including without limitation, long-term increases in call volume and short-term “spikes” of increased calls. The contractor shall implement changes to accommodate projected call volume increase levels that shall be necessary to maintain service standards and handle projected call volumes for the duration of the contract. The contractor shall maintain, and shall provide to the State 911 Department, a staffing plan that is designed to support call volumes.
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The contractor shall provide CTRS on a twenty-four (24) hour a day, seven (7) days a week, three hundred sixty-five (365) days a year basis.

The contractor shall design the CTRS to provide CTRS users with network access that is functionally equivalent to that available to persons without communication impairments. 

The contractor shall accommodate both one-line CTRS and two-line CTRS. There shall be no difference in the price charged by the contractor for one-line captioned telephone CTRS and two-line captioned telephone CTRS.

The contractor shall provide access to CTRS for captioned telephone users so that CTRS users can access CTRS directly without the need to call a toll-free number. The contractor shall provide access to CTRS for non-captioned telephone users via a toll-free number(s).

All transmission circuits shall meet or exceed all applicable federal and state performance standards for signal loss and noise.

The contractor shall encourage interexchange carriers to interconnect with the CTRS system.

The contractor shall maintain and provide to the State 911 Department, upon request, a logical diagram of the overall network design indicating the quantities and types of inbound and outbound circuits necessary to complete the projected number of calls within each geographical region.

The contractor shall develop and define a method that fairly allocates undetermined minutes for calls where the jurisdiction cannot be determined. The contractor shall provide detailed support for the allocation method in reports to the State 911 Department, including without limitation, who is billed, how often this occurs, and how and why the contractor’s method fairly allocates these costs.
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[bookmark: _Toc256000062]A. User Rates

There shall be no charge to CTRS users for using the captioned telephone relay service except as specifically noted herein.

Applicable long-distance rates apply for CTRS long distance calls, but those rates may be no greater than what the CTRS user would otherwise pay if not using the CTRS. CTRS users shall pay rates no greater than the rates paid for functionally equivalent voice communications services with respect to such factors as the duration of the call, the time of day, and the distance from the point of origination to the point of termination.  

B. Access to Carrier of Choice

The contractor shall provide access to the CTRS user’s carrier of choice to the same extent that such access is provided to non-captioned telephone users in the Commonwealth. The contractor shall provide call billing record information, as set forth below in section C. Call Billing Record, to the long-distance carrier so that the long distance carrier can bill the CTRS user. The contractor shall inform CTRS users of the need to designate a long-distance carrier for long distance CTRS calls and the consequences of not making such a designation.

CTRS users who have not selected a carrier of choice for their long-distance telephone calls may not be charged more than they would pay for a call not processed through CTRS.  If the long-distance charges default to a carrier other than the CTRS user’s chosen long distance carrier, or if the CTRS user has not selected an IXC, the contractor shall ensure that the CTRS user is not charged any rate higher than the contractor’s lowest subscriber rate. No casual user fees may be assessed to the CTRS user.  

The contractor shall maintain written procedures for the handling of default carrier calls.

[bookmark: _Toc256000063]C. Call Billing Record

The contractor shall identify and document long-distance and toll calls for billing purposes. The call billing record shall be functionally equivalent to that of non-captioned telephone service and shall contain, at a minimum, the following information:

· Originating telephone number (NPA-NXX-XXXX);
· Telephone number or calling or credit card number to be billed (NPA-NXX-XXXX);
· Terminating telephone number (NPA-NXX-XXXX);
· Date;
· Start time (when the calling party is initially connected to the called party, to an answering machine at the called party’s number, or to a recorded message or intercept for the called number);
· End time (when either the called party or the calling party hangs up); and
· Call time to the full second (the time in between call start time and end time).

The contractor shall ensure that complete call billing record information is transmitted to the CTRS user’s telephone contractor for billing to the CTRS user. 

D. Billing Practices

The contractor shall clearly identify all charges for collect calls, person-to-person calls, and calls charged to a third party. 

The contractor shall bill the CTRS user within sixty (60) days of the calling date.  
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The CTRS service center shall be located in the United States and shall meet the following service reliability standards:

A. Uninterruptible Power Supply

The contractor shall have a uninterruptible power supply (UPS) that supplies power for a minimum of eight (8) hours. At a minimum, the UPS shall support the switch system and its peripherals, switch room environments (air conditioning, fire suppression system, emergency lights and system alarms), CA consoles/terminals, CA work site emergency lights, and call billing records. The contractor shall develop, and provide to the State 911 Department upon request, contingency plans for power outages extending beyond the minimum required eight (8) hour time period described above.

[bookmark: _Toc256000065]B. Switching System

The contractor shall configure the CTRS system network with a redundant call processing unit on “hot stand-by” to ensure that no calls are dropped due to processor failure. The contractor shall maintain on-line system monitoring, real-time programming capabilities that shall not take the system off-line, the capability to perform preventive maintenance without taking the system off line, and an inventory of spare critical components maintained on-site.
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The contractor shall provide appropriate intercept messages if a system failure occurs within the relay switch or network. Both voice and CTRS messages shall be provided.  Minutes of use attributed to accessing these messages shall not be included in billable minutes.

D. Alternate Facilities

The contractor shall, in case of a failure of any or all of the CTRS, provide alternate circuits, equipment, and staff, in order to continue to provide CTRS until suitable repairs or replacements can be made. The contractor shall maintain alternative facilities and shall maintain written documentation of the parameters under which Massachusetts CTRS calls may be temporarily rerouted, whether such rerouting shall be a manual or automatic operation, how long it shall take, whether any calls may be dropped during rerouting, and what messages, if any, shall be transmitted to CTRS users if alternate facilities are used. 

Full traffic reporting shall be maintained during use of alternate facilities.
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The contractor shall monitor and manage the CTRS system so that it is always appropriately staffed and equipped to meet the following traffic standards. 
 	
Usage

The contractor shall not place any restrictions on the length or number of calls placed by users through the CTRS center.

Types of Service

The contractor shall provide English to English and Spanish to Spanish CTRS.  All other requirements for processing calls and CA training also apply to Spanish CTRS.

The contractor shall allow the CTRS user to access the following services:

A. Intrastate Calling

· Local calls;
· Intra-LATA toll calls;
· Intra-LATA interstate calls which, if the CTRS center were not used, would be considered local calls (whether they originate within the Commonwealth or outside the Commonwealth); and
· Inter-LATA calls that originate and terminate in Massachusetts.
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The contractor shall allow the user to interconnect fully with the interstate system. 

C. International Calling

The contractor shall allow the user to interconnect fully with the system that provides international calling. 

[bookmark: _Toc256000069]D. Access to Regionally Restricted Numbers

The contractor shall provide a means of reaching regionally restricted 800 or other toll-free prefix numbers and the business offices of local exchange companies that have special prefixes that would be accessible to a non-captioned telephone user in that user’s calling area.

[bookmark: _Toc256000070]E. Access to Directory Assistance Services

The contractor shall allow CTRS users to access local, intrastate, and interstate directory assistance. 

[bookmark: _Toc256000071]F. Access to Local Exchange Company Non-Basic Services

The contractor shall provide access that enables the CTRS user to use local exchange non-basic services, including but not limited to, the following:
      
· True caller ID;
· Three way calling;
· Call forwarding;
· Call blocking;
· Automatic callback;
· Speed dialing;
· Voice mail retrieval; and
· Call release.
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The contractor shall ensure that each directory, both paper and electronic, in Massachusetts contains telephone numbers for CTRS. 

[bookmark: _Toc256000073]H. Access to Audiotext, Interactive Voice Response Units, and Answering Machines

The contractor shall capture any and all types of verbal communications to allow them to be accurately received and transmitted by the CA. The contractor shall provide access to answering machine and voice mail message retrieval systems.
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Recorded messages shall not be used at the CTRS center, except for a brief recorded message at the start of a CTRS call and appropriate recorded messages in case of system failure. A continuous ringing or busy signal should be used instead of a recorded message.  The text of the brief recorded message for the start of the CTRS call shall be approved in advance by the State 911 Department.
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The contractor shall maintain an average speed of answer of 9.9 seconds or less for 85% of the calls on a daily basis. The contractor shall provide sufficient call center capacity such that abandoned or lost calls do not exceed 2% of total call volume. Two-line captioned telephone calls and one-line captioned telephone calls shall be measured separately unless they are in the same queue.

Speed of answer shall be measured by sampling the answer time at a minimum of every thirty (30) minutes and shall be evaluated on a daily basis. 

Daily answer times shall not exceed 9.9 seconds more than five (5) individual days per month.
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The average daily blockage rate for all calls placed to the CTRS center shall be no greater than 1 out of 100 calls.

The contractor shall measure the blockage rate by sampling the number of calls being blocked at a minimum of every thirty (30) minutes during CTRS operation.
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A. Communications Assistant Standards

The contractor shall ensure that the CAs meet or exceed the following minimum standards:

· CAs shall possess basic skills in reading, speaking and writing English and/or Spanish;
· CAs shall be trained to transliterate the words spoken by the hearing party without intervening in the communications.  CAs are permitted to provide background noise identification;
· CAs shall not maintain any records of conversation content and shall keep the existence and content of all calls confidential; 
· CAs shall not limit the length of a call and the CA shall stay with the call for a minimum of ten (10) minutes when processing a call;
· CAs shall have the requisite experience, expertise, skills, knowledge, training and education to perform CTRS services in a professional manner; and
· CAs shall meet the minimum qualifications required by the FCC of CTRS.

B. Communication Assistant Call Handling Procedures

The contractor shall maintain Communication Assistant procedures that address the following:

· Compliance with 47 C.F.R. § 64.604;
· Procedures for handling a change of CA; and
· The CA’s role in facilitating use of voice processing systems such as voice mail, answering machines, and automated voice response systems.

C. Communications Assistant Training and Testing 

The contractor shall maintain and provide to the State 911 Department a written training manual that addresses, at a minimum, the training requirements set forth herein. Any training subcontractor shall provide to the State 911 Department, upon request, a Table of Contents or attest that the training includes specific items, and shall provide additional information and details when the inquiry is related to a particular performance issue.  

The contractor shall conduct training of all CAs. CAs shall be sufficiently trained to effectively meet the specialized communication needs of persons with hearing and speech disabilities. At the request of the State 911 Department, the contractor shall remove any and all CAs identified by the State 911 Department for reasons including, but not limited to, lack of or inadequate training or performance issues, from performing services under the contract.

The contractor shall maintain documents and records to allow the State 911 Department to verify and analyze training and test proficiency results.

The contractor shall conduct testing of CA applicants and/or trainees on the qualifications set forth herein before permitting the CA applicant and/or trainee to handle live CTRS calls.  The contractor shall conduct ongoing training of CAs for the duration of the employment as a CA.

Proficiency testing of each CA shall be based on an auditory test that reflects a conversational rate of speaking and correcting text with results being a minimum average of 125 words-per-minute. The bidder shall describe the auditory test, and shall state whether the test is a recorded test, and if so, whether different voices, genders, or accents will be used to reflect real-world circumstances.

Accuracy is the percentage of error subtracted from 100% of text received. The CA shall demonstrate and maintain an average accuracy rate of 95% during proficiency testing.  Errors are any words that change the context of the sentence, including missing words or sentences. 

D. Disclosure of CA Participation in CTRS Conversations

In compliance with Massachusetts Law, the contractor shall implement a written procedure to provide written disclosure of the CA participation to each CTRS user for each CTRS conversation. The written disclosure shall be transmitted in a manner that may be easily read and understood. The content of the written disclosure is subject to the prior approval of the State 911 Department. The contractor shall adopt additional disclosures as required by Massachusetts law.
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The contractor shall comply with the confidentiality requirements of applicable federal and/or state law and/or regulations, including without limitation, the requirements of 47 C.F.R. § 4.604(a)(2)(i).

The contractor shall collect only that personal information necessary to provide and bill for the CTRS service being rendered. This information shall not be used for any other purposes.

Except as permitted by law, CAs are prohibited from disclosing the content of any relayed conversation regardless of content and from keeping records of the content of any conversation.  CAs are prohibited from intentionally altering a relayed conversation. 
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The contractor shall establish and maintain a CTRS user profile database of call setup and handling preferences of Massachusetts CTRS users and called parties.

The contractor shall utilize the user profile database for all calls, querying the database for each inbound and outbound call and automatically providing the CA the information related to the inbound and outbound numbers. The contractor shall be able to query the customer profile database by user name, if available, as well as by telephone number. 

The contractor shall not require the CTRS user to provide any data, except name, telephone number, one other field, and a user password.

The user profile database shall contain, at a minimum, the following fields:

· User’s primary telephone number, including area code;
· User’s first and last names;
· Preferred long-distance carrier for inter-LATA, interstate, and international calls;
· Preferred long-distance carrier for intrastate calls; and, 
· Call blocking of outbound pay-per-use and toll-free number calls (900, 976, 800, etc) per type and/or up to five specific blocked numbers per type;
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The following requirements apply to all services, both TRS and CTRS,  provided hereunder.
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The contractor shall provide the following customer support services for all services provided under the contract:

The contractor shall designate a Contract Manager assigned to meet the State 911 Department’s needs under the contract. The Contract Manager shall be responsible for oversight and management of contract performance and shall act as the primary contact person for receipt of notice and other communications under the contract, including but not limited to, timely reports and written responses and attendance at meetings as required by the State 911 Department. 

The contractor shall provide immediate written notification to the Department of a change in its Contract Manager. The contractor shall provide the resume(s) of the individual(s) proposed as replacement Contract Manager. The Contract Manager shall be removed from the contract upon receipt of a formal written request from the Department detailing just cause for said removal.

The Contract Manager and appropriate representative(s) of the contractor shall meet with the State 911 Department as required by the State 911 Department. The Contract Manager and appropriate representative(s) of the contractor shall be available to participate in telephone conference calls as requested by the State 911 Department.

Access to captioned telephone relay service for non-captioned telephone users shall be made available through toll-free numbers: 
	
· 877-243-2823 (Captioned Telephone);
· 866-217-3362 (Spanish Captioned Telephone); and 
· Such additional toll-free numbers as may be identified by the State 911 Department, which additional toll-free numbers as may be identified by the State 911 Department to be the sole property of the Commonwealth of Massachusetts. 
Access to telephone relay service for TRS users shall be made available through toll-free numbers: 
	
· 800-439-2370 (TTY);
· 866-887-6619 (VCO);
· 866-645-9870 (STS);
· 866-645-9870 (Spanish Relay); and
· Such additional toll-free numbers as may be identified by the State 911 Department, which additional toll-free numbers as may be identified by the State 911 Department to be the sole property of the Commonwealth of Massachusetts.
The contractor shall provide toll-free numbers for customer service support for TRS and CTRS users.
 
· 800-720-3479 (Customer Service English)
· 866-930-9252 (Customer Service Spanish)

The customer support services shall include, without limitation, technical support, information on how to place calls, error resolution, and troubleshooting.
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A. General

Reports requested shall be for MassRelay activities of one (1) calendar month unless requested otherwise by the State 911 Department. Reports shall be provided in an electronic format acceptable to the State 911 Department, no later than the fifteenth (15th) calendar day following the month of service or on the next business day if the fifteenth (15th) day falls on a weekend or holiday (unless specified otherwise). All reports provided shall become the property of the Commonwealth, i.e., the contractor shall not copyright them, and they shall become public record. In addition to periodic, ad hoc or other reports requested by the State 911 Department, the contractor shall provide the following reports shown below. The State 911 Department may modify the required report formats at any time.

The contractor shall, upon the request of the State 911 Department, provide the State 911 Department with professional interpretation, analysis and explanation of any reports provided. Within two (2) months of contract award, the contractor shall meet with the State 911 Department to determine types of data available for reporting purposes and to set up any regular monthly reports that may be in addition to those shown below.

The contractor is advised that to the extent any of the requested reporting deemed confidential under the law, the contractor shall advise and may redact said information to enure compliance with law.  

B. Implementation Progress Reports

The contractor shall provide the State 911 Department with regular Implementation Progress Reports. These reports shall be provided at least monthly from the date of contract award for six (6) months unless requested longer or more frequently by the State 911 Department. The specific progress report due dates and the acceptable format for the reports shall be determined by the State 911 Department at the time of contract award.  

At a minimum, these reports shall describe the current status in implementation of MassRelay services, changes in status since the previous report, a project timeline incorporating dependencies, milestones, and deadlines.

C. Monthly Reports

The contractor shall provide to the State 911 Department the following monthly reports in paper and/or electronic copy on or before the 15th day following the close of billing each month. Each report shall display the source of the data (i.e., Automatic Call Distributor or Billing Data Record).

1. The type of call (one-line, two-line)

2. Total daily and monthly:
· Number of incoming calls;
· Number of outgoing calls (including busy, no answer, disconnected);
· Number of completed calls;
· Number of incoming or outgoing calls that were abandoned by the contractor;
· Number of incoming or outgoing calls that were abandoned by callers;
· Conversation minutes; and
· Session minutes.


3. Average daily and monthly network blockage rate by calendar month. The blockage rate shall be sampled at thirty (30) minute intervals for each twenty-four (24) hour period. The contractor shall not block calls at the Automated Call Distributor. 

4. Average daily and monthly answer time, and the range of daily and monthly answer times for the month.

5. Average daily and monthly (by calendar month) number of calls in queue (caller is receiving a ringing signal while waiting to be answered by a CA). The report shall clearly identify the average length of time in queue both prior to connection (ringing) and after connection (waiting), and the range of times for calls in queue both prior to (ringing) and after connection (waiting).

6. Average daily and monthly length of call (reported to the nearest full second), bookend down into call set-up, call duration, and call wrap-up.

7. Total daily and monthly number of calls of the following lengths:
· >5 minutes;
· 5+ to 10 minutes;
· 10+ to 20 minutes;
· 20+ to 30 minutes;
· 30+ to 40 minutes;
· 40+ to 50 minutes;
· 50+ to 60 minutes; and
· 60+ minutes.

8. Number of local, intra-LATA toll, intrastate inter-LATA, interstate intra-LATA, interstate, and international calls for the month.

9. Number of calls received by the contractor’s customer service center.

10. Toll-free calls, e.g. 800 numbers.

11. Directory assistance calls.

12. Usage patterns (number of calls and average length of calls by one hour increment) by hour of day and day of week. 

13. Number of CAs on duty by hour of day and day of week.

14. Number of calls originated by TRS and CTRS users, voice users, and Spanish users, and the average length of call for each type of call for the month. 

15. Call billing records by one-line and two-line captioned telephone devices.

16. Number of emergency calls referred to emergency services and the number and nature of the emergency by hour of day and day of week.

19. Number of times CAs switch in the middle of a call.

20. Complaint summary reports:
· Date of complaint;
· Record ID;
· Customer Service Representative taking the Complaint;
· CA Number;
· Nature of the complaint;
· Date of resolution; Resolution; 
· Status of unresolved complaints; and
· Call Type.

21. Status of Operator Training: The contractor shall report each calendar month on the status of operator training including: 
· Operator typing proficiency (wpm); 
· Operator accuracy proficiency (percentage);
· Operator combined typing and accuracy proficiency (percentage meeting 60/ wpm and 95 percent accuracy requirement);
· Annual number of ongoing training hours completed for operators;
· Percentage of operators who are trainees (employed less than ninety (90) days or designated as trainees); and
· Operator personnel turnover rates (hires, terminations, resignations, transfers, etc.).


D. Annual Reports

The contractor shall submit an annual report in paper and\or electronic copy summarizing operations for the calendar year with statistical summaries of usage, trends, complaints and commendations, service performance, MassRelay features, facility improvements, traffic analysis, and future relay operations.

Traffic projections and costs for the upcoming year shall be included for use in the annual report. The annual report shall be due by January 15th of each year.

This Annual Report shall display the source of the data (i.e., Automatic Call Distributor or Billing Data Record) and it shall include the following elements:

1. 	Narrative complaint report that shall be consolidated and used by the State 911 Department for filing annually with the FCC. This report shall be in the format required by the FCC and shall be provided to the State 911 Department at least fifteen (15) business days prior to the FCC filing deadline, currently July 1.

2. 	Annual report summarizing operations with statistical summaries of usage, trends, complaints, traffic analysis, problem resolution initiatives, service performance and traffic projections for future year. The annual report shall be due within forty-five (45) days of the end of each calendar year. 

3.	Annual complaint summary report by June 15th each year detailing all complaints received for the twelve (12) month period ending May 31st. The yearly complaint summary report shall be in electronic format and shall include the date the complaint was filed, type of relay call, category of complaint, operator identification number, nature of complaint, date of resolution, explanation of resolution, and complaint tracking number.

4. 	The contractor shall report annual customer satisfaction information on the service being provided. The bidder shall provide a detailed plan outlining the process (design and methodology) of conducting the evaluation and disseminating the results. The bidder shall provide a sample plan with its response.





E. Capacity of Ad Hoc Reports

The bidder shall include in its response information on its capability to provide ad hoc reports including new information in the bidder's system database, new regulations affecting TRS or new formats for existing information. 

F. Additional Reports

The contractor shall, at the request of the State 911 Department, provide up to ten (10) additional reports over and above the monthly and annual reports specified above at no additional charge to the State 911 Department.
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The contractor shall adhere to the following consumer complaint and compliance requirements, at a minimum:

A. Establish Procedures

The contractor shall establish procedures for receiving and responding to complaints, commendations, inquiries and comments regarding TRS and CTRS services and personnel.  The procedure shall be well publicized and available to all TRS and CTRS users. The procedures shall detail how consumers can escalate a complaint including contact information for Customer Service, the State 911 Department and the Massachusetts Department of Telecommunications and Cable. The procedures shall comply with 47 C.F.R. § 64.604(c) (1), (2), and (6) and 47 C.F.R. § 64.605 (b)(1)(ii). 

The contract shall allow the use of all or parts of this procedure for publication by the Department on its website and/or its promotional materials regarding its TRS and CTRS programs.

B. Description of the Complaint Process

Bidders shall describe their complaint receiving, responding, tracking and resolution procedures. The bidder shall describe in its response information on its performance relative to consumer complaints.

C. Compliance with FCC Regulations

The contractor shall be in compliance with the FCC’s complaint reporting and resolution process as described in 47 C.F.R § 64.604(c) (1), (2), and (6) and as may be further amended by the FCC. Compliance shall include keeping a complaint log as described therein and reporting to both the FCC and the Commonwealth.

D. Access to Supervisors While On-line

The contractor shall ensure that any caller having a complaint or commendation shall be able to reach a supervisor while still on-line during a relay call.

E. Access to Customer Service

Bidders shall describe their customer service procedures, including an 800-number for access to customer service. This description shall include at a minimum: staffing (include position descriptions) associated with this activity, specific activities designed to promote relay use, number of "person hours" per month, marketing, and strategies for reaching hard-to-reach individuals such as people with a speech disability, hard of hearing people, and elderly people.
 
The bidder shall describe its reporting procedure and format for the activities of a customer service line and/or department. A sample report shall be included in its response. 

F. Complaint Log

The contractor shall maintain a log of all consumer complaints regarding the services provided hereunder that shall include, at a minimum, the date of the complaint, Record ID, Customer Service Representative taking the complaint, the nature of the complaint, CA Number, the date of resolution, an explanation of the resolution, and call type. The contractor shall promptly provide the State 911 Department with the consumer complaint log upon request. Copies of complaints shall be submitted to the State 911 Department on a monthly basis. The contractor shall submit a summary of the complaint log to the State 911 Department for filing with the FCC as required by law.

The contractor shall provide on its website and in its educational and outreach materials information on consumer complaint filing procedures sufficient for users to know the proper procedures for filing complaints with the contractor and information on filing complaints with the Commonwealth. 	Comment by Karen Robitaille: Recommend deleting as we are not requiring pub. ed and therefore state specific requirements should be excluded

G. Documentation of Commendations

The contractor shall ensure that all commendations received (by operators, supervisors, and customer service), verbally and in writing, shall be documented.  

Documentation shall be as follows:

1. All commendations shall be documented on a standardized Consumer Contact form, in electronic format;

2. Commendation documentation shall include date commendation was filed, whom the commendation was received by, type of relay call (e.g. VCO, HCO, Spanish, STS, captioned telephone VCO, etc.), operator number (if applicable), and nature of commendation; and

3. Copies of all commendations shall be submitted in electronic format to the State 911 Department, on a monthly basis.
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The contractor shall conduct an annual survey of users for all services provided hereunder. The contractor shall develop the survey in consultation with the State 911 Department. The survey shall be approved by the State 911 Department prior to release. The results of the survey shall be provided to the State 911 Department in full and summary format and in paper and electronic format. The results of the survey shall be submitted to the State 911 Department on or before June 30th each year. The annual survey is the property of State 911 Department consistent with the provisions set forth in section 3.4.9 (Intellectual Property Rights).  
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The contractor shall have written plans for disaster recovery, continuity of operations, and pandemic preparedness so as to provide continuity of service. The plans shall be reviewed and updated as necessary to accommodate changes, communicated within the contractor’s organization, and shall be properly safeguarded. The contractor shall provide a copy of such plans to the State 911 Department whenever they are amended or altered.

A. Disaster Recovery Plan

The contractor shall provide a complete plan (not just an outline) for dealing with all types of natural and man‑made problems and conditions. Bidders should also provide details that address how they plan to cope with specific disasters, or sustained workforce reduction that impacts quality of service. Details may include: 

1.	Alternate switching of calls, including network diagrams identifying where traffic shall be rerouted if vulnerable circuits become inoperable; 

2.	The provision of redundant circuits to geographic areas where users are concentrated; 

3.	A contingency plan for how disasters shall be handled that are not part of the network, but that may affect the network (e.g., a fire in the Central Office that serves the MassRelay Center); and

4.	Participation in the FCC’s Telecommunications Service Priority Program and/or other areas which the Bidder considers important to include in a disaster recovery plan.

B. Notification of Outage

The contractor shall notify the State 911 Department and the Common Carrier within fifteen (15) minutes if a major problem occurs. A major problem is defined as calls going off line for more than five (5) minutes. In addition, the plan shall detail the levels of escalation that shall be employed to deal with the problem and restore service. The plan shall be designed to ensure that no aspect of relay service is impaired. 

The contractor shall have a mechanism in place to ensure uniform procedures that will be maintained during the call distribution process in the event that calls shall be temporarily transferred to another center during an emergency situation.  



C. Emergency Call Handling

The contractor shall establish training procedures for emergency calls handled by any  center handling Massachusetts calls. These procedures shall include, at a minimum, the process in place at the center to ensure the immediate access to, and updating of, correct Public Safety Answering Point information and the correlation of the inbound NPA/NXX/XXXX to the corresponding PSAP in Massachusetts. 
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The contractor shall implement appropriate best-practice security measures that are compliant with any and all applicable federal, state, and local laws, regulations, and guidelines to ensure that the integrity of the system is not compromised. 

Bidders shall describe (1) their security procedures and policies; and (2) the particulars of any circumstances over the past five (5) years in which the bidder has experienced a breach of the security, confidentiality or integrity of a customer’s data.

Section 6 of the Commonwealth Terms and Conditions states:

“Confidentiality.  The contractor shall comply with M.G.L. c. 66A if the Contractor becomes a “holder” of “personal data.” The contractor shall also protect the physical security and restrict any access to personal or other State 911 Department data in the contractor’s possession, or used by the contractor in the performance of a contract, which shall include, but is not limited to the State 911 Department’s public records, documents, files, software, equipment or systems.”

In addition to the foregoing requirements, the contractor shall implement safeguards reasonably needed to: 

· Ensure the security, confidentiality and integrity of electronic personal data and personal information; 
· Prevent unauthorized access to electronic personal data or personal information or any other Commonwealth data from any public or private network; 
· Prevent unauthorized physical access to any information technology resources involved in the contractor’s performance of a contract entered under this RFR;     
· Prevent interception and manipulation of data during transmission to and from any servers; and 
· Notify the State 911 Department immediately if any breach of such system or of the security, confidentiality, or integrity of electronic personal data or personal information occurs.
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The contractor shall have a fraud prevention and detection program, including written fraud prevention and detection procedures and plans designed to detect and prevent the fraudulent use of services. The contractor shall provide a copy of such plans to the State 911 Department upon request.
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The bidder shall provide with its response to the RFR a draft contract start-up transition plan for assuming responsibility for all services provided hereunder no later than July 1, 2024. The contractor shall complete the transition and start providing all services no later than July 1, 2024.

· The contractor shall participate in a kick-off meeting with the State 911 Department within ten (10) calendar days following contract award.

· The contractor’s draft contract start-up transition plan shall be discussed at the kick-off meeting, and the contractor shall submit to the State 911 Department for approval a final version of the contract start-up transition plan that encompasses the Commonwealth’s requested changes no later than ten (10) calendar days after the kick-off meeting.  

The contractor shall include in the contract start-up transition plan a time-line with critical dates for major steps in the implementation process from contract award through full implementation. The transition plan documenting the transition from the Incumbent Contractor to the new Contractor’s network shall include, but not be limited to, the following: 

· Address all legal regulations and requirements;
· Obtain office space, furniture, equipment, telephone and data line, if applicable;
· Transfer and organization of documentation;
· Transfer of electronic data, such as User Preference Data;
· Establish or terminate contracts for other services;
· Enable or disable of log on IDs for the User Preference Database
· Train staff and position them for implementation;
· Risk analysis and proposed solution(s), and assessment(s) for the transition;
· Documentation of the Plan for the Transfer of calls to/from existing Relay Centers; 
· End-To-End Performance Testing Period;
· Hardware and/or Software Tools;
· Hardware and Software platforms utilized; and
· Staff resources and responsibilities to include State Staff responsibilities (as approved by the Commonwealth).

At the termination or expiration of this contract, at the request of the State 911 Department, the contractor shall promptly take all action and do all things necessary to accomplish a transition of services to a new contractor, including without limitation, the transfer of call setup and handling preferences of Massachusetts TRS and CTRS users and called parties contained in the user profile database.

[bookmark: _Toc256000089][bookmark: _Toc78]Intellectual Property Rights

The  term Property as used herein includes the following forms of property: (1) confidential, proprietary, and trade secret information; (2) trademarks, trade names, discoveries, inventions processes, methods and improvements, whether or not patentable or subject to copyright protection and whether or not reduced to tangible form or reduced to practice; and (3) works of authorship, wherein such forms of property are required by the successful bidder(s) to complete its work under the SOW and may consist of computer programs (in object and source code form), scripts, data, documentation, the audio, visual and audiovisual content related to layout and graphic presentation, text, photographs, video, pictures, animation, sound recordings, training materials, images, techniques, methods, algorithms, program images, text visible on the Internet, HTML code and images, illustrations, graphics, pages, storyboards, writings, drawings, sketches, models, samples, data, other technical or business information, reports, and other works of authorship fixed in any tangible medium. 

A.  Source of Property

The contractor’s work under this RFR may involve intellectual property derived from four different sources: 

1) 	Third party software vendors; 
2) 	That developed by the contractor for the open market (e.g. contractor’s commercial off the shelf software); 
3) 	That developed by the contractor for other individual clients, or for internal purposes prior to the effective date of the contract entered by the contractor under this RFR and not delivered to any other client of the contractors; and 
4) 	That developed by the contractor specifically for the purposes of fulfilling its obligations to the State 911 Department under the terms of this RFR. 

Ownership of the first and second categories of intellectual property shall be addressed in separate agreements between the State 911 Department and the owners and contractors of such work product. This section of the RFR addresses exclusively ownership rights in the third and fourth categories of intellectual property.

B.  Contractor Property and License

The contractor shall retain all right, title and interest in and to all Property developed by it, 

1) 	For clients other than the Commonwealth, and 
2) 	For internal purposes and not yet delivered to any client, including all copyright, patent, trade secret, trademark and other intellectual property rights created by contractor in connection with such work (hereinafter the "Contractor Property").  

The State 911 Department acknowledges that its possession, installation or use of Contractor Property shall not transfer to it any title to such property. 

The State 911 Department acknowledges that the Contractor Property contains or constitutes commercially valuable and proprietary trade secrets of the contractor, the development of which involved the expenditure of substantial time and money and the use of skilled development experts. The State 911 Department acknowledges that the Contractor Property is being disclosed to the State 911 Department to be used only as expressly permitted under the terms of the license described in this RFR and any agreement entered with the contractor herein. The State 911 Department shall take no affirmative steps to disclose such information to third parties, and, if required to do so under the Commonwealth’s Public Records Law, Massachusetts General Laws c. 66, § 10, or by legal process, shall promptly notify the contractor of the imminent disclosure so that contractor can take steps to defend itself against such disclosure.

Except as expressly authorized in this RFR or any agreement entered hereunder, the State 911 Department shall not copy, modify, distribute or transfer by any means, display, sub-license, rent, reverse engineer, decompile or disassemble the Contractor Property.

The contractor grants to the State 911 Department a fully-paid, royalty-free, non-exclusive, non-transferable, worldwide, irrevocable, perpetual, assignable license to make, have made, use, reproduce, distribute, modify, publicly display, publicly perform, digitally perform, transmit, copy, sub-license to any Department subcontractor for purposes of creating, implementing, maintaining or enhancing a Deliverable, and create derivative works based upon Contractor Property, in any media now known or hereafter known, to the extent the same are embodied in the Deliverables, or otherwise required to exploit the Deliverables. During the Term of this Agreement and immediately upon any expiration or termination thereof for any reason, Contractor will provide to the State 911 Department the most current copies of any Contractor Property to which the State 911 Department has rights pursuant to the foregoing, including any related documentation.

Notwithstanding anything contained herein to the contrary, and notwithstanding the State 911 Department’s use of the Contractor Property under the license created herein, the contractor shall have all the rights and incidents of ownership with respect to the Contractor Property, including the right to use such property for any purpose whatsoever and to grant licenses in the same to third parties. Vender shall not encumber or otherwise transfer any rights that would preclude a free and clear license grant to the Commonwealth.  

C.  Commonwealth Property

In conformance with the Commonwealth’s Standard Terms and Conditions, all Deliverables created under this Agreement whether made by the Contractor, subcontractor or both are the property of the State 911 Department, except for the Contractor Property embodied in the Deliverable. Contractor irrevocably and unconditionally sells, transfers and assigns to the State 911 Department or its designee(s), the entire right, title, and interest in and to all intellectual property rights that it may now or hereafter possess in said Deliverables, except for the Contractor Property embodied in the Deliverables, and all derivative works thereof.  This sale, transfer and assignment shall be effective immediately upon creation of each Deliverable and shall include all copyright, patent, trade secret, trademark and other intellectual property rights created by the Contractor or the Contractor’s subcontractor in connection with such work (hereinafter the "Commonwealth Property"). 
All copyrightable material contained within a Deliverable and created under this Agreement are works made for hire. The Contractor bears the burden to prove that a work within a Deliverable was not created under this Agreement. If work is determined to not be made for hire or that designation is not sufficient to secure rights, to the fullest extent allowable and for the full term of protection otherwise accorded to the Contractor under such law, the Contractor shall and hereby irrevocably does, assign and transfer to the State 911 Department free from all liens and other encumbrances or restrictions, all right, title and interest the Contractor may have or come to have in and to such Deliverable. The Contractor HEREBY WAIVES IN FAVOR OF THE STATE 911 DEPARTMENT (AND SHALL CAUSE ITS PERSONNEL TO WAIVE IN FAVOR OF CLIENT IN WRITING SIGNED BY SUCH PERSONNEL) ANY AND ALL ARTIST’S OR MORAL RIGHTS (INCLUDING, WITHOUT LIMITATION, ALL RIGHTS OF INTEGRITY AND ATTRIBUTION) IT MAY HAVE PURSUANT TO ANY STATE OR FEDERAL LAWS OF THE UNITED STATES IN RESPECT TO ANY DELIVERABLE AND ALL SIMILAR RIGHTS UNDER THE LAWS OF ALL OTHER APPLICABLE JURISDICTIONS.
The Contractor agrees to execute all documents and take all actions that may be reasonably requested by the State 911 Department to evidence the transfer of ownership of or license to intellectual property rights described in this section, including providing any code used exclusively to develop such Deliverables for the State 911 Department and the documentation for such code. The Contractor acknowledges that there are currently and that there may be future rights that the Commonwealth may otherwise become entitled to with respect to Commonwealth Property that does not yet exist, as well as new uses, media, means and forms of exploitation, current or future technology yet to be developed, and that the Contractor specifically intends the foregoing ownership or rights by the Commonwealth to include all such now known or unknown uses, media and forms of exploitation.
The Commonwealth retains all right, title and interest in and to all derivative works of Commonwealth Property.
The State 911 Department hereby grants to the Contractor a nonexclusive, revocable license to use, copy, modify and prepare derivative works of Commonwealth Property only during the Term and only for the purpose of performing services and developing Deliverables for the State 911 Department under this Agreement.
With respect to web site development contracts, the State 911 Department will bear sole responsibility for registering the software or system domain name or URL, applying for any trademark registration relating to the software or system domain name or URL and applying for any copyright registration related to its copyright ownership with respect to any Commonwealth Property

D.  Clearances

The contractor shall represent and warrant to the State 911 Department that it has obtained all rights, grants, assignments, conveyances, licenses, permissions and authorizations necessary or incidental to any materials owned by third parties supplied or specified by it for incorporation in the deliverables to be developed.

E.  Third-party Intellectual Property

If the deliverables contain or shall contain any third-party intellectual property to which the contractor intends to provide a sub-license, the contractor shall provide copies of all such sub-license agreements as early in the process as possible. The sub-license agreements shall be included in the contractor’s initial quotation to the State 911 Department, or, if the requirement to utilize sub-licensed intellectual property is not known at the outset of the project, as soon as the requirement becomes known. Sub-licenses to third-party intellectual property can ONLY be provided under RFR if they are provided at no charge to the Commonwealth.

F.  Intellectual Property Agreement for Contractor’s Employees, Contractors, and Agents

The contractor shall ensure that all contractor personnel providing services under any agreement entered under this RFR that shall result in the creation of Commonwealth Property, regardless of whether they are the contractor’s employees, contractors, or agents, shall, prior to rendering any services under any agreement entered under this RFR, sign the Intellectual Property Agreement for Vendor’s Employees, Contractors and Agents and return signed copies of the same to the State 911 Department prior to the delivery of such services under such agreement.  

[bookmark: _Toc256000090][bookmark: _Toc79]Education and Outreach

The contractor shall be required to conduct education and outreach as required by the Federal Communications Commission (FCC). Bidders shall describe their education and outreach program as required by the FCC. 

The contractor shall provide an outreach  report on a monthly basis that shall detail all activity conduct during that month. 

Please note the State 911 Department does not support costs associated with education and outreach efforts required by the FCC. 

[bookmark: _Toc256000091][bookmark: _Toc80]New Technology

The bidder shall describe the methodology and process that shall be used to introduce new technologies that shall improve the provision of TRS and CTRS and subsequent upgrades of the system, and how these activities shall be coordinated with marketing, community outreach, promotional, and/or education efforts.

The bidder shall describe its procedures for training of operators who relay calls for deaf-blind TRS and CTRS users and shall also describe the ability to successfully interact with advanced telephone equipment for such users. 

[bookmark: _Toc256000092][bookmark: _Toc81]TRS Program Certification

The contractor shall work with the State 911 Department to provide the information to the FCC required to complete the filing of the renewal of the certification of the Massachusetts TRS Program. 

[bookmark: _Toc256000093][bookmark: _Toc82]Service Level Agreements (SLAs)

The contractor’s performance in all components of the scope of services shall be monitored by the State 911 Department. The contractor shall promptly correct any and all deficiencies identified by the State 911 Department to the full satisfaction of the State 911 Department.

The contractor shall undertake ongoing quality assurance testing, evaluation, and assessment measures and shall continuously evaluate the quality of services provided hereunder with the objective of maintaining the applicable service standards.

The contractor shall maintain a quality assurance plan for conducting, quantifying, recording, and scoring on a monthly basis the contractor’s quality assurance test call results.  The contractor shall have a method in place to ensure that the remedies for any issues found during testing shall be addressed by the contractor and incorporated into the policies of the contractor.

The State 911 Department shall have access to all phases, documentation and results of the contractor’s evaluation test calls for Massachusetts. At a minimum, the contractor shall provide access to TRS and CTS records. Records may be limited to: 

· Contractor’s customer service records for Massachusetts CapTel users 
· Massachusetts Profile Database records (if any) 
· Call Detail Records (CDRs) that have been supplied to TRS Provider for Massachusetts CapTel traffic 
· Contractor’s report on the average monthly speed and accuracy testing scores for CTS CAs (not including individual detailed scores or other related documents) 

The State 911 Department and/or an independent evaluator acting on behalf of the State 911 Department may conduct performance evaluations of the contractor’s performance that may include test calls, as determined in the sole discretion of the State 911 Department. The results of these performance evaluations shall be used to evaluate the contractor’s performance.  

The State 911 Department and/or an independent evaluator acting on behalf of the State 911 Department may also perform such additional performance evaluations as may be warranted based upon unusual complaint activity and/or repeated failure to meet service standards.

The State 911 Department recognizes that it may be impossible to ascertain the amount of damages arising out of failure by the contractor to meet its obligations under the contract.   If the contractor fails to meet the minimum acceptable values of the performance evaluations, the State 911 Department shall assess liquidated damages as provided below, unless the State 911 Department elects to waive such assessment, in whole or in part, in its sole discretion, for good cause shown. The contractor’s performance shall be assessed in the following areas with the following minimum acceptable values:

A. Telecommunications Relay Service

Accuracy: the percentage of error subtracted from 100% of words spoken. The relay operator shall have average accuracy rate of 95% during proficiency testing. Errors are any words that change the context of a sentence, including misspelled words, missing words, and omitted words.

The State 911 Department shall assess, on a monthly basis, the following penalties as liquidated damages for violations of the minimum acceptable values for accuracy:

•	$2,500.00 for each month the average typing accuracy falls between 85% and 95%.
•	$5,000.00 for each month the average typing accuracy rate falls below 85%.

Typing speed: Typing speed shall be sixty (60) words per minute. Typing Speed shall be calculated by total number of keystrokes and total amount of time (minutes and seconds). 

The State 911 Department shall assess, on a monthly basis, the following penalties as liquidated damages for violations of the minimum acceptable values for typing speed:

· $2,500.00 for each month the average typing speed falls between fifty-five (55) and sixty (60) words per minute.  
· $5,000.00 for each month the average typing speed falls below fifty-five (55) words per minute. 

Speed of Answer: Speed of answer shall be measured from the contractor’s automated call distributor report and shall meet the requirement of 85% within 9.9 seconds on a daily basis.  Speed of answer shall be a true speed of answer and not a weighted average. Abandoned calls shall be included in the speed of answer calculation.

The State 911 Department shall assess, on a monthly basis, the following penalties as liquidated damages for violations of the minimum acceptable values for speed of answer:

· For each day the average speed of answer falls below 85% of all calls answered within 9.9 seconds, the State 911 Department shall assess a penalty in the amount of $1,000 per day with a maximum of $7,500.00 per month. 

B. Captioned Telephone Relay Service

Accuracy: the percentage of error subtracted from 100% of words spoken. The CA shall have an average accuracy rate of 98% during proficiency testing. Errors are any words that change the context of the sentence, including missing words or sentences. 

The State 911 Department shall assess, on a monthly basis, the following penalties as liquidated damages for violations of the minimum acceptable values for accuracy:

· For each call in excess of the 2% allowable error rate for accuracy, the State 911 Department shall assess a penalty in the amount of the average length of call for the month of the triggering violation(s) multiplied by the contracted conversation minute rate.

Speed of Answer: Speed of answer shall be measured from the contractor’s automated call distributor report and shall meet the requirement of 85% within 9.9 seconds on a daily basis.  Speed of answer shall be a true speed of answer and not a weighted average. Abandoned calls shall be included in the speed of answer calculation.

The State 911 Department shall assess, on a monthly basis, the following penalties as liquidated damages for violations of the minimum acceptable values for speed of answer:

· For each day beyond the five (5) allowable days per month that daily answer times exceed 9.9 seconds, the State 911 Department shall assess a penalty in the amount of the contracted conversation minute rate multiplied by the average conversation minutes for the month of the triggering violation(s). One-line captioned telephone calls and two-line captioned telephone calls shall be measured separately unless they are in the same queue.

The contractor agrees that all liquidated damages shall be in addition to and without limitation on any rights or remedies which the State 911 Department may have under the contract, or at law or in equity arising out of or related to any other breach by the contractor of its obligations.

Any and all penalties shall appear as a credit on the invoice submitted to the State 911 Department for payment of the services in the month following the State 911 Department assessment, or in the month following the conclusion of any mediation of a dispute in accordance with Section 14 of the Commonwealth’s Terms and Conditions. If such credit is not provided, the State 911 Department may reduce the monthly invoice amount to be paid by the amounts specified. In addition, to the extent that the penalties owed to the State 911 Department pursuant to this Section exceed the amounts owed by the State 911 Department to the contractor under the contract, or at the time of expiration of termination of the contract, the contractor shall promptly make a direct payment to the State 911 Department in such amount. Failure to assess liquidated damages within these time frames shall not act as a waiver of any other rights or remedies available to the State 911 Department under the contract or at law.

The contractor shall not include penalties, or the risk associated with incurring penalties, in the calculation of any price or any cost of the contract. 

[bookmark: _Toc256000094][bookmark: _Toc83]Small Business Purchasing Program 

[bookmark: _Toc256000095][bookmark: _Toc84]Program Background

The Massachusetts Small Business Purchasing Program (SBPP) was established pursuant to Executive Order 523 to increase state contracting opportunities with small businesses having their principal place of business within the Commonwealth of Massachusetts. 
pursuant to the SBPP, it is the intention of the issuing department to award this Small Procurement to one or more SBPP participating business(es) as described below. 

[bookmark: _Toc256000096][bookmark: _Toc85]SBPP Award Preference

While all businesses, no matter the size or principal place of business, may submit responses to this solicitation, should an SBPP participant respond and meet the best value criteria as described in this solicitation, the SBPP participant shall be awarded the contract. 
The Strategic Sourcing Services Team (SSST) will not evaluate submissions from non-SBPP participants unless no SBPP Bidder meets the SSST’s best value evaluation criteria. 

[bookmark: _Toc256000097][bookmark: _Toc86]SBPP Participation Eligibility

To be eligible to participate in this procurement as an SBPP participant, an entity must meet the following criteria, and be marked as an SBPP registered business in COMMBUYS:

1. Have its principal place of business in the Commonwealth of Massachusetts;
2. Been in business for at least one year;
3. Employ a combined total of 50 or fewer full-time equivalent employees in all locations, or employees work less than a combined total of 26,000 hours per quarter; and
4. Have gross revenues, as reported on appropriate tax forms, of $15 million or less, based on a three-year average. 

Non-profit firms also must be registered as a non-profit or charitable organization with the MA Attorney General’s Office and be up to date with all filings required by that office and be tax exempt under Section 501(c) of the Internal Revenue Code. 

[bookmark: _Toc256000098][bookmark: _Toc87]SBPP Compliance Requirements

It is the responsibility of the Bidder to ensure that their SBPP status is current at the time of submitting a response and throughout the life of any resulting contract. Misrepresentation of SBPP status will result in disqualification from consideration, and may result in debarment, contract termination, and other actions. To learn more about the SBPP, including how to apply, visit the SBPP webpage, http://www.mass.gov/sbpp. 

[bookmark: _Toc256000099][bookmark: _Toc88]Program Resources and Assistance

Bidders and Contractors seeking assistance regarding SBPP may visit the SBPP webpage  or contact the SBPP Help Desk at sbpp@mass.gov.

[bookmark: _Toc256000100][bookmark: _Toc89]Supplier Diversity Program 

[bookmark: _Toc256000101][bookmark: _Toc90][bookmark: _Hlk78460472]Program Background

Pursuant to Executive Order (EO) 565, the Commonwealth’s Supplier Diversity Program (SDP) promotes business-to-business relationships between awarded Contractors and diverse businesses and non-profit organizations (“SDP Partners”) certified or recognized by the Supplier Diversity Office (SDO). 

[bookmark: _Toc256000102][bookmark: _Toc91]Financial Commitment Requirements

All Bidders responding to this solicitation are required to make a significant financial commitment (“SDP Commitment”) to partnering with one or more SDO-certified or recognized diverse business enterprise or non-profit organization. This SDP Commitment must be expressed as a percentage of contract sales resulting from this solicitation that would be spent with the SDP Partner(s). 

After contract award (if any), the Total SDP Commitment shall become a contractual requirement to be met annually on a Massachusetts fiscal year basis (July 1 – June 30) for the duration of the contract. The minimum total SDP Commitment acceptable in responses to this solicitation shall be 1%. Bidders shall be awarded additional evaluation points for higher SDP Commitments.

No contract shall be awarded to a Bidder without an SDP Commitment that meets the requirements stated herein. This requirement extends to all Bidders regardless of their own supplier diversity certification. 

[bookmark: _Toc256000103][bookmark: _Toc92]Eligible SDP Partner Certification Categories

SDP Partners must be business enterprises and/or non-profit organizations certified or recognized by the SDO in one or more of the following certification categories: 

· Minority-Owned Business Enterprise (MBE)
· Minority Non-Profit Organization (M/NPO)
· Women-Owned Business Enterprise (WBE)
· Women Non-Profit Organization (W/NPO)
· Veteran-Owned Business Enterprise (VBE)
· Service-Disabled Veteran-Owned Business Enterprise (SDVOBE)
· Disability-Owned Business Enterprise (DOBE)
· Lesbian, Gay, Bisexual, and Transgender Business Enterprise (LBGTBE)

[bookmark: _Toc256000104][bookmark: _Toc93]Eligible Types of Business-to-Business Relationships

Bidders and Contractors may engage SDP Partners in the following two ways:

· Subcontracting, defined as a partnership in which the SDP partner is involved in the provision of products and/or services to the Commonwealth. 
· Ancillary Products and Services, defined as a business relationship in which the SDP partner provides products or services that are not directly related to the Contractor’s contract with the Commonwealth but may be related to the Contractor’s own operational needs. 

Other types of business-to-business relationships are not acceptable under this contract. All provisions of this RFR applicable to subcontracting shall apply equally to the engagement of SDP Partners as subcontractors. 
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The SDP encompasses the following provisions to support Bidders in establishing and maintaining sustainable business-to-business relationships meeting their needs:

· SDP Partners are not required to be subcontractors.
· SDP Partners are not required to be Massachusetts-based businesses.
· SDP Partners may be changed or added during the term of the contract provided the Contractor continues to meet its SDP Commitment.

[bookmark: _Toc256000106][bookmark: _Toc95]SDP Plan Form Requirements

All Bidders must complete the SDP Plan Form included in this solicitation and attach it to their bid response. In addition to proposing an SDP Commitment, each Bidder must propose one or more SDP Partner(s) to utilize to meet its SDP Commitment. Certified diverse Bidders may not list their own companies, or their subsidiaries or affiliates, as SDP Partners and may not meet their SDP Commitment by spending funds internally or with their own subsidiaries or affiliates.

Bidders may propose SDP Partners that are:

· Certified or recognized by the SDO: Such partners appear in the SDO Directory of Certified Businesses or in the U.S. Dept of Veterans Affairs VetBiz Vendor Information Pages directory. After contract award (if any), spending with such partners will contribute to meeting the Contractor’s SDP Commitment.
· Not yet certified or recognized by the SDO: Such partners must be certified in eligible categories by a third-party certification body, such as another city or state supplier diversity certification office, the National Minority Supplier Development Council, the Women Business Enterprise National Council, Disability:IN, or the National LGBT Chamber of Commerce (NGLCC), but not listed in the above-mentioned directories. Self-certification is not acceptable. While Bidders may list such proposed SDP Partners on their SDP Plans, spending with such partners will not contribute to meeting the Contractor’s SDP Commitment unless they apply for and are granted SDO supplier diversity certification or recognition. If proposed SDP Partners do not receive SDO supplier diversity certification or recognition, the Contractor must find alternative SDP Partners to meet their SDP Commitment.

It is the responsibility of the Contractor to ensure that their proposed SDP Partners obtain such certification or recognition by the SDO after contract award (if any). The issuing department and the SDO will not conduct outreach to proposed SDP Partners to ensure their certification. Furthermore, no guarantee may be made that a proposed SDP Partner will be certified, or regarding the time it may take to process a proposed SDP Partner certification. Contractors may direct partners to the SDO’s homepage, www.mass.gov/sdo and the Certification Self-Assessment Tool for guidance on applying for certification.
 
It is desirable for Bidders to provide an SDP Focus Statement that describes the Bidder’s overall approach to increasing the participation of diverse businesses in the provision of products and services under this proposal/contract (subcontracting) and in the Bidder’s general business operations (ancillary products and services). Such a description may include but not be limited to:

· A clearly stated purpose or goal.
· Specific types of diverse and small businesses targeted.
· Which departments/units within the business are responsible for implementing supplier diversity.
· Types of opportunities for which diverse and small businesses are considered.
· Specific measures/methods of engagement of diverse and small businesses.
· An existing internal supplier diversity policy.
· Public availability of the Bidder’s supplier diversity policy.

It also is desirable for Bidders to use the SDP Plan Form to describe additional creative initiatives (if any) related to engaging, buying from, and/or collaborating with diverse businesses. Such initiatives may include but not be limited to:

· Serving as a mentor in a mentor-protégé relationship.
· Technical and financial assistance provided to diverse businesses.
· Participation in joint ventures between nondiverse and diverse businesses.
· Voluntary assistance programs by which nondiverse business employees are loaned to diverse businesses or by which diverse business employees are taken into viable business ventures to acquire training and experience in managing business affairs.

[bookmark: _Toc256000107][bookmark: _Toc96]Evaluation of SDP Forms

To encourage Bidders to develop substantial supplier diversity initiatives and commitments as measures valuable to the Commonwealth, at least 25% of the total available evaluation points for this bid solicitation shall be allocated to the evaluation of the SDP Plan submissions. Because the purpose of the SDP is to promote business-to-business partnerships, the Bidders’ workforce diversity initiatives will not be considered in the evaluation.

[bookmark: _Toc256000108][bookmark: _Toc97]SDP Spending Reports and Compliance

After contract award, Contractors shall be required to provide reports demonstrating compliance with the agreed-upon SDP Commitment as directed by the department, which in no case shall be less than annually. 

Only spending with SDP Partners that appear in the SDO Directory of Certified Businesses or in the U.S. Dept of Veterans Affairs VetBiz Vendor Information Pages directory shall be counted toward a Contractor's compliance with their SDP Commitment. Spending with SDP Partners that do not appear in the directories above shall not be counted toward meeting a Contractor’s SDP Commitment. 

It is the responsibility of the Contractor to ensure they meet their SDP Commitment. The SDO, and the issuing department assume no responsibility for any Contractor’s failure to meet its SDP Commitment.

The Department reserves the right to retain a percentage, up to that percentage committed by the successful bidder under the SDP program, of each invoice should the bidder fail to meet its obligation beginning six (6) months after contract execution. Said retainage will be released in increments equal to the selected bidder’s reported compliance.   

[bookmark: _Toc256000109][bookmark: _Toc98]SDP Spending Verification

The SDO and the contracting department reserve the right to contact SDP Partners at any time to request that they attest to the amounts reported to have been paid to them by the Contractor.

[bookmark: _Toc256000110][bookmark: _Toc99]Program Resources and Assistance

Contractors seeking assistance in the development of their SDP Plans or identification of potential SDP Partners may visit the SDP webpage, www.mass.gov/sdp, or contact the SDP Help Desk at sdp@mass.gov.  



[bookmark: _Toc256000111][bookmark: _Toc100]Environmental Specifications

[bookmark: _Toc256000113][bookmark: _Toc101]Executive Order 515, Establishing an Environmental Purchasing Policy

Products and services purchased by state agencies must comply with Executive Order 515, issued October 27, 2009. Under this Executive Order, Executive Departments are required to reduce their impact on the environment and enhance public health by procuring environmentally preferable products and services (EPPs) whenever such products and services perform to satisfactory standards and represent best value, consistent with 801 CMR 21.00. In line with this directive, all contracts, whether departmental or statewide, must comply with the specifications and guidelines established by OSD and the EPP Program. EPPs are products and services that help to conserve natural resources, reduce waste, protect public health and the environment, and promote the use of clean technologies, recycled materials, and less toxic products. Questions concerning the EO or the appropriate specifications may be directed to OSD’s EPP Procurement Program, www.mass.gov/epp. The Order may be seen at https://www.mass.gov/executive-orders/no-515-establishing-an-environmental-purchasing-policy.


[bookmark: _Toc256000114][bookmark: _Toc102]Compensation Structure/Pricing 

The cost for Telecommunication Relay Services and for Captioned Telephone Relay Services shall be calculated on the basis of price per conversations minute. In addition, bidders shall offer a discount on the price per conversation minute rate over a specified number of minutes per month. 

[bookmark: _Reverse_Auction_participation][bookmark: Cost_Tables][bookmark: _Toc256000115][bookmark: _Toc103]Cost tables 

Bidders shall complete the Cost Table document (separate document in COMMBUYS) as presented in this RFR for TRS, CTRS and outreach services. 

The pricing for each and every service and commodity required to be furnished under the contract shall be set forth in the Cost Table.  

All rates shall become fixed for the term of the contract, unless there is a material change to a regulation, guideline, standard, or order of the State 911 Department that significantly alters the contractor’s ability to provide services, as determined solely in the discretion of the Department. Any renegotiation of rates or pricing resulting from any such material change shall be supported by appropriate and detailed documentation to the satisfaction of the State 911 Department.  

Bidders shall complete the Cost Table as published. Bidders may NOT modify the Cost Table in any way except that the cell height may be expanded to allow sufficient space for entry of the response. Any response that modifies the cost table (other than indicated above) may be considered non-responsive and be given no further evaluation.

Bidders identifying additional costs other than those noted on the Cost Table shall identify said costs in detail as an addendum to the Cost Table.  

Bidders are advised that any and all cost associated with the provision of goods and services detailed in this RFR not herein identified shall become the sole responsibility of the qualified bidder in fulfillment of its obligations under the awarded contract.  

Bidders shall provide a prompt payment discount.  
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[bookmark: _Toc256000117][bookmark: _Toc105]Reporting.

Contractors are responsible for compliance with all contract reporting requirements including, but not limited to, Supplier Diversity Program (SDP) and other contract reports, as required by this contract.

[bookmark: _Toc256000118][bookmark: _Toc106]Security and confidentiality

The Contractor shall comply fully with all security procedures of the Commonwealth and Commonwealth Agencies in performance of the Contract. The Contractor shall not divulge to third parties confidential information obtained by the Contractor or its agents, distributors, resellers, subcontractors, officers, or employees in the course of performing Contract work, including, but not limited to, security procedures, business operations information, personally identifiable information, or commercial proprietary information in the possession of the Commonwealth Agency.

[bookmark: _Toc256000119][bookmark: _Toc107]Contract Management (Contractor’s interface with Commonwealth’s Contract Manager)

The “Purchaser” contact is Monna Wallace, Director of Programs, State 911 Department. 

All Contract questions must be directed to Monna Wallace, Director of Programs, State 911 Department. 

All changes to the Contractor’s contact information, company name, legal address, payment address, tax identification number, authorized signatories, SDO-certification status, or EFT information applicable to this RFR and resulting contract must be reported promptly via email to Monna Wallace. In some cases, additional paperwork will be required to effect the change.

[bookmark: _Toc256000120][bookmark: _Toc108]Invoicing and Payment

For commodities and services provided to the Department, the contractor shall submit a detailed invoice within thirty (30) days of provision of requested commodities and/or services. All billing shall be to the nearest tenth of a minute for the total call minutes per month. 

The Department reserves the right to request modifications to the invoice to ensure that the invoice is clear and concise as to the services for which it is being billed.  

All invoices to and payments from the Department will be reviewed and processed in compliance with the Commonwealth’s standard terms and conditions and bill paying policy as issued by the Office of the State Comptroller and/or any and all applicable local procurement and contracting laws, regulations, rules and policies.

All bidders responding to this RFR shall agree to participate in the Commonwealth Electronic Funds Transfer (EFT) program for receiving payments, unless the bidder can provide compelling proof that it would be unduly burdensome. EFT is a benefit to both contractors and the Commonwealth because it ensures fast, safe and reliable payment directly to contractors and saves both parties the cost of processing checks. Contractors are able to track and verify payments made electronically through the Comptroller’s Vendor Web system. A link to the EFT application can be found on the OSD Forms page (www.mass.gov/osd). Additional information about EFT is available on the Comptroller of the Commonwealth’s website (www.mass.gov/osc). 

Bidders are advised that all payments issued by the Department will be made directly to the contractor, and no payments will be made to any parties other than the contractor for goods and services furnished under this contract.

For all services provided to eligible entities, other than the Department, payment will be the responsibility of the eligible entity.  The contractor(s) shall, therefore, agree to coordinate invoicing and payment terms to comply with the requirements of such eligible entities. Invoices shall, at a minimum, clearly detail the product(s), and/or services, number of hours worked, hourly rate (if applicable), itemization of any other costs with supporting documentation, applicable prompt payment discount terms and invoice total.  

[bookmark: _Toc256000121][bookmark: _Toc109]Alternatives

Contractors may propose alternatives for equivalent, better, or more cost-effective performance than specified under the Contractor’s original Quote at any time during the life of the Contract.

[bookmark: _Toc256000122][bookmark: _Toc110]Failure to perform contractual obligations 

Vendor’s performance on this contract will be assessed at least annually. Any or all of the following, but not limited to, could ensue if the Contractor fails to perform contractual requirements or violates Contract prohibitions and/or other provisions:

•	Requirement to submit a Correction Action Plan with the content, and in the time frame and format, specified by the State 911 Department;
•	Withholding of payment for any outstanding invoices until performance issue is resolved;
•	Temporary suspension from new business under the Contract for a period or until a condition specified by the State 911 Department has been met;
•	Permanent suspension from new business under the Contract; or
•	Contract termination





[bookmark: _Toc256000123][bookmark: _Toc111]Audit

During the term of this Agreement and for a period of six years thereafter, the State 911 Department, its auditors, the Operational Services Division, the Office of the Inspector General, or other authorized representatives shall be afforded access at reasonable times to Contractor’s accounting records, including sales information on any system, reports or files,  to audit all records relating to goods sold or services performed pursuant to this Agreement. If such an audit indicates that Contractor has materially overcharged the State 911 Department, then the Contractor shall remit the overcharged amount and be responsible for payment of any costs associated with the audit.
[bookmark: _Toc112][bookmark: _Toc256000124]
Evaluation criteria  

Bidder scores will be used to rank Bidders and will determine which Bidders will proceed to subsequent stages of the evaluation and/or enter negotiations with the Commonwealth to receive a Contract award.

All responses shall be received on or before the submission deadline as defined in this RFR.  Late responses shall be automatically rejected and shall be given no consideration.  

The State 911 Department plans to award a single contract to a single contractor to provide both TRS and CTRS. However, the State 911 Department reserves the right to award multiple contracts to multiple contractors should it be deemed in the best interests of the Commonwealth and/or the State 911 Department to do so, provided that the maximum number of contractors is two (2): one (1) to provide TRS, and one (1) to provide CTRS. 

The State 911 Department reserves the right to interview any and all bidder(s) to further evaluate capabilities, knowledge, experience and expertise. Respondent(s) shall be contacted to schedule a mutually agreed upon date and time should the State 911 Department exercise this option. All interviews shall be held at the State 911 Department’s location in Middleborough, MA or at the election of the Department may be held virtually.

[bookmark: _Toc256000125][bookmark: _Toc113]Mandatory requirements 

Mandatory Specifications must be met for a Bid to be evaluated and may be used to disqualify Bidders. In addition, certain mandatory specifications have desirable components that may be evaluated by the SSST. The SSST reserves the right, in its discretion, to determine if non-compliance with a Mandatory Specification is insignificant or may be easily corrected.

Bid sections that include terms such as: “must,” “shall,” “will,” and “required” are mandatory. Failure to meet the requirements of a mandatory specification without providing an alternate that is acceptable to the evaluators may result in the disqualification of a Bidder's proposal.

[bookmark: _Toc256000126][bookmark: _Toc114]Alternatives

A Quote that fails to meet any material term or condition of the Bid, including the submission of required attachments, may lose points or be deemed unresponsive and disqualified. Unless otherwise specified, Bidders may submit Quotes proposing alternatives that provide equivalent, better, or more cost-effective performance than achievable under the stated Bid specifications. These alternatives may include related commodities or services that may be available to enhance performance during the period of the Contract. The Quote should describe how the alternative achieves substantially equivalent or better performance than those described in the Bid specifications.

The SSST will determine if a proposed alternative method of performance achieves substantially equivalent or better performance. The goal of this Bid is to provide the best value of commodities and/or services to achieve the goals of the procurement.

[bookmark: _Toc256000127][bookmark: _Toc115]Evaluation Components 

The following components, listed in no particular order, will be the criteria considered by the SSST when evaluating each response:

· Bidder’s ability to meet required specifications
· Demonstration of knowledge, ability and expertise
· Disaster Recovery, Continuity of Operations, and Pandemic Preparedness Plans
· Price - including prompt payment discounts
· Quality and completeness of bidder’s overall proposal
· References
· Supplier Diversity Plan

[bookmark: _Labeling_Response_Documents][bookmark: _Environmental_Response_Submission]


[bookmark: _Toc256000128][bookmark: _Toc116]HOW TO SUBMIT A quote 

All Bidders may begin creating and compiling Quote materials as soon as the Bid and all attachments are in the Sent document status in COMMBUYS. Bidders are instructed not to submit Quotes before the Bid Amendment Deadline has been reached (see Estimated Procurement Calendar).

[bookmark: _Bid_Response_Method][bookmark: _Toc256000130][bookmark: _Toc117]Quote Submission Method

Online Quote Submission via COMMBUYS is required.  

All Bidders must submit Quotes online using tools available only to Sellers registered in COMMBUYS. COMMBUYS provides Seller registration functionality at no charge. To register, go to www.COMMBUYS.com and click on the “Register” link on the home or landing page. Bidders who are awarded a contract resulting from this Bid, if any, will be required to maintain an active COMMBUYS account for the duration of the Contract, by reviewing their registration information regularly and maintaining its accuracy.

[bookmark: _Toc256000131][bookmark: _Toc118]COMMBUYS Quote Submission Training and Instructions

The following resources are provided to assist Bidders in submitting Quotes:

· Appendix D - Instructions for Vendors Responding to Bids Electronically through COMMBUYS, which is part of this document;
· Training sessions focused on online Quote submission, if offered, are noted in the Estimated Procurement Calendar;
· An online job aid on How to Create a Quote
· [bookmark: _Hlk51761505]Webcast video on How to Find Bids (Solicitations) and Submit Quotes (Responses) through COMMBUYS. 

[bookmark: _Toc256000133][bookmark: _Toc119]COMMBUYS Support
[bookmark: OLE_LINK3][bookmark: OLE_LINK4]
Technical assistance is available during the procurement process. Every effort is made to respond to inquiries within one business day.

Website: Go to www.mass.gov/osd/commbuys to access COMMBUYS resources, including new bid postings, job aids, and training schedules for buyers, among others.
Email: Send inquiries to the OSD Help Desk at OSDHelpDesk@mass.gov
Telephone: Call the OSD Help Desk at 1-888-MA-STATE (1-888-627-8283). The Help Desk is staffed from 8:00 a.m. to 5:00 p.m., Monday through Friday Eastern Time, except on federal and state holidays.

[bookmark: OLE_LINK2]Bidders are advised that COMMBUYS will be unavailable during regularly scheduled maintenance hours of which all users will be notified.

[bookmark: _Toc256000134][bookmark: _Toc120]Bid Opening Date/Time

All Bids must be posted in COMMBUYS before March 15, 2024, 3:00 p.m. Times are Eastern Time. All Bidders are advised to allow adequate time for Bid submission by considering potential online submission impediments such as Internet traffic, Internet connection speed, file size, and file volume. OSD is not responsible for delays encountered by Bidders or their agents, or for a Bidder’s local hardware failures, such as computers or related networks, associated with bid compilation or submission. Bids submitted via COMMBUYS are time stamped by the COMMBUYS system clock which is considered the official time of record. COMMBUYS will not accept Bids submitted after the Bid Opening Date/Time deadline.

[bookmark: _Toc256000135][bookmark: _Toc121]Vendor Submission

Bidders shall follow the same sectional format of this RFR and provide an individual response to each RFR specification in its response. All responses shall be presented using the same numbering sequence and order used in this RFR. 

Bidders shall NOT include any information relative to costs or pricing in the vendors’s response. All costs shall be addressed solely in the Cost Tables. The Cost Tables shall be uploaded as a separate attachment.

Bidders shall acknowledge that the bidder accepts the terms and conditions of the RFR specification by clearly stating in the affirmative that the bidder shall “comply” with or “agree” to” the specification.  Bidders are advised that a response of “understands” or “understood” may be considered non-responsive. In addition, bidders shall provide additional information in support of its response, where requested, to detail how they shall meet the requirements of the RFR, and a failure to do so may be viewed as an incomplete response.

In order for a response to be considered complete, the following required documentation and forms shall be completed and submitted via COMMBUYs:

DOCUMENTATION:

· Vendor’s Response addressing all of the specifications as detailed in this RFR;
· Price Proposal - Completed Cost Tables. 

FORMS:

· Commonwealth Terms and Conditions;
· Standard Contract Form; 
· Contractor Authorized Signatory Listing Form;
· W-9 Request for Taxpayer Identification Number and Certification;
· Prompt Payment Discount Form;
· Electronic Funds Transfer Form;
· Supplier Diversity Program (SDP) Plan Forms;
· Reference Form; and

[bookmark: _Toc256000136][bookmark: _Toc122]Format of Responses

Bidders shall follow the same sectional format of this RFR and provide an individual response to each RFR specification in its response. All responses shall be presented using the same numbering sequence and order used in this RFR. 

Bidders shall clearly respond to each section of this RFR, supply supporting documentation where requested and required. Bidders shall acknowledge that the bidder accepts the terms and conditions of the RFR specification by clearly stating in the affirmative that the bidder shall “comply” with or “agree” to or “understand” the specification. Should a bidder take exception or propose an alternative to any section of this RFR, it shall be clearly identified within that section and restated in Appendix E - RFR Exceptions. Bidders shall not modify the format of this RFR in any manner. Bidders may add to the empty cells on the cost table, but should in no way modify the tables as published.

Bidders may attach additional sheets as needed to submit a comprehensive response to this RFR.

[bookmark: _Electronic_Signatures][bookmark: ElectronicSig][bookmark: _Toc256000137][bookmark: _Toc123]Electronic Signatures

Quotes submitted via COMMBUYS must be signed electronically by the Bidder or the Bidder’s Agent by accepting the terms and conditions of the bid on the “Terms & Conditions” tab of the Bid in COMMBUYS. By selecting “Save & Continue” on the “Terms and Conditions” tab after accepting the terms and conditions of the bid, the submitter attests that she/he/they is an agent of the Bidder with authority to sign on the Bidder’s behalf, and that she/he/they has read and assented to each document’s terms. 

[bookmark: _Ink_Signatures][bookmark: _Toc256000138][bookmark: _Toc124]Acceptable Forms of Signature

Effective June 15, 2021, for all 1) CTR forms, including the Standard Contract Form, W-9s, Electronic Funds Transfer (EFT) forms, ISAs, and other CTR-issued documents and forms, or 2) documents related to state finance and within the statutory area of authority or control of CTR (i.e. contracts, payrolls, and related supporting documentation), CTR will accept signatures executed by an authorized signatory in any of the following ways: 1. Traditional “wet signature” (ink on paper); 2. Electronic signature that is either: a. Hand drawn using a mouse or finger if working from a touch screen device; or Page 2 b. An uploaded picture of the signatory’s hand drawn signature 3. Electronic signatures affixed using a digital tool such as Adobe Sign or DocuSign. If using an electronic signature, the signature must be visible, include the signatory’s name and title, and must be accompanied by a signature date. Please be advised that typed text of a name not generated by a digital tool such as Adobe Sign or DocuSign, even in computer-generated cursive script, or an electronic symbol, are not acceptable forms of electronic signature.

[bookmark: _Toc256000139][bookmark: _Toc125]File Limits and Restrictions

All scanned documents must be in .pdf or .gif format, and must be scanned in such a way that they may be read on a computer monitor and printed on 8 1/2” x 11” paper, unless otherwise specified. Forms provided for the Bidder to complete, with the exception of the forms requiring ink signatures, must be completed and sent via email to the Commonwealth Contract Manager in their original formats. These Forms should not be scanned and submitted as PDFs or other file types. 





[bookmark: _Toc256000140][bookmark: _Toc126]Withdrawing a Quote

[bookmark: _Toc256000141][bookmark: _Toc127]Prior to Bid Opening Date/Time

Quotes may be withdrawn using the “Withdraw Quote” button offered under the Summary tab of a submitted Quote in COMMBUYS.

[bookmark: _Toc256000142][bookmark: _Toc128]After Bid Opening Date/Time

Quotes may not be withdrawn after the Bid Opening Date/Time. If the Bidder wants to remove a Quote from consideration, contact the Strategic Sourcing Services Lead for guidance.




[bookmark: _Toc256000144][bookmark: _Toc129]Appendix A – Required Terms for all RFRs

[bookmark: _Toc256000145][bookmark: _Toc130]General Procurement Information

[bookmark: _Toc256000146][bookmark: _Toc131]Alterations

Bidders may not alter (manually or electronically) the Bid language or any Bid component files, except as directed in the RFR. Modifications to the body of the Bid, specifications, terms and conditions, or which change the intent of this Bid are prohibited and may disqualify a Bid.

[bookmark: _Toc256000147][bookmark: _Toc132]Ownership of Submitted Quotes

The SSST shall be under no obligation to return materials submitted by a Bidder in response to this Bid. All materials submitted by Bidders become the property of the Commonwealth of Massachusetts and will not be returned to the Bidder. The Commonwealth reserves the right to use any ideas, concepts, or configurations that are presented in a Bidder’s Quote, whether or not the Quote is selected for Contract award.

Quotes stored on COMMBUYS in the encrypted lockbox are the file of record. Bidders retain access to a “read-only” copy of this submission via COMMBUYS, as long as their account remains active. Bidders also may retain a traditional paper copy or electronic copy on a separate computer, or network drive or separate media, such as CD or DVD, as a backup.

[bookmark: _Toc256000148][bookmark: _Toc133]Prohibitions

Bidders are prohibited from communicating directly with any employee of the procuring Department or any member of the SSST regarding this RFR except as specified in this RFR, and no other individual Commonwealth employee or representative is authorized to provide information or respond to questions or inquiries concerning this RFR. Bidders may contact the individual listed in contact information section of the Header Information this Bid in the event that this RFR is incomplete or information is missing. Bidders experiencing technical problems accessing information or attachments stored on COMMBUYS should contact the OSD Help Desk (see the document cover page for contact information). 

In addition to the certifications found in the Commonwealth’s Standard Contract Form, by submitting a Quote, the Bidder certifies that the Quote has been arrived at independently and has been submitted without any communication, collaboration, or without any agreement, understanding, or planned common course of action with any other Bidder of the commodities and/or services described in the RFR.

[bookmark: _Terms_and_requirements][bookmark: _Toc256000149][bookmark: _Toc134]Terms and Requirements Pertaining to Awarded Contracts

[bookmark: _Toc256000150][bookmark: _Toc135]Commonwealth Tax Exemption  

Invoices or invoices submitted to Massachusetts government entities must not include sales tax.

[bookmark: _Toc256000151][bookmark: _Toc136]Contractor’s Contact Information

It is the Contractor’s responsibility to keep the Contractor’s Contract Manager information current. If this information changes, the Contractor must notify the Contract Manager by email immediately, using the address located in the Header Information of the Purchase Order or Master Blanket Purchase Order on COMMBUYS. The Contractor’s COMMBUYS account also must be updated to reflect the new information.

The Commonwealth assumes no responsibility if a Contractor’s designated email address is not current, or if technical problems, including those with the Contractor’s computer, network, or internet service provider (ISP), cause email communications between the Bidder and the SST to be lost or rejected by any means, including email or spam filtering.

[bookmark: _Toc256000152][bookmark: _Toc137]Publicity

Any Contractor awarded a contract under this Bid is prohibited from selling or distributing any information collected or derived from the Contract, including lists of participating Eligible Entities, Commonwealth employee names, telephone numbers, addresses, or other information except as specifically authorized by the SSST. 


[bookmark: _Subcontracting_Policies][bookmark: _Toc256000153][bookmark: _Toc138]Appendix B - RFR - Required Specifications

In general, most of the required contractual stipulations are referenced in the Standard Contract Form and Instructions and the Commonwealth Terms and Conditions. However, the following RFR provisions must appear in all Commonwealth competitive procurements conducted under 801 CMR 21.00.

The terms of 801 CMR 21.00: Procurement of Commodities and Services are incorporated by reference into this RFR.  Words used in this RFR shall have the meanings defined in 801 CMR 21.00. Additional definitions also may be identified in this RFR.  Other terms not defined elsewhere in this document may be defined in OSD’s Glossary of Terms. Unless otherwise specified in this RFR, all communications, responses, and documentation must be in English, all measurements must be provided in feet, inches, and pounds and all cost proposals or figures in U.S. currency. All responses must be submitted in accordance with the specific terms of this RFR.

1. COMMBUYS Market Center. COMMBUYS is the official source of information for this Bid and is publicly accessible at no charge at www.commbuys.com. Information contained in this document and in COMMBUYS, including file attachments, and information contained in the related Bid Questions and Answers (Q&A), are components of the Bid, as referenced in COMMBUYS, and are incorporated into the Bid and any resulting contract.

Bidders are solely responsible for obtaining all information distributed for this Bid via COMMBUYS. Bid Q&A supports Bidder submission of written questions associated with a Bid and publication of official answers. 

It is each Bidder’s responsibility to check COMMBUYS for:
· Any amendments, addenda, or modifications to this Bid, and
· Any Bid Q&A records related to this Bid.

The Commonwealth accepts no responsibility and will provide no accommodation to Bidders who submit a Quote based on an out-of-date Bid or on information received from a source other than COMMBUYS.

2. COMMBUYS Registration. Bidders may elect to register for a free COMMBUYS Seller account which provides value-added features, including automated email notification associated with postings and modifications to COMMBUYS records.  However, to respond to a Bid, Bidders must register and maintain an active COMMBUYS Seller account.

All Bidders submitting a Quote (previously referred to as Response) in response to this Bid (previously referred to as Solicitation) agree that, if awarded a contract: 1) they will maintain an active seller account in COMMBUYS; 2) they will, when directed to do so by the procuring entity, activate and maintain a COMMBUYS-enabled catalog using Commonwealth Commodity Codes; 3) they will comply with all requests by the procuring entity to utilize COMMBUYS for the purposes of conducting all aspects of purchasing and invoicing with the Commonwealth, as added functionality for the COMMBUYS system is activated; and 4) in the event the Commonwealth adopts an alternate e-procurement platform, successful Bidders will be required to utilize such system, as directed by the procuring entity. Commonwealth Commodity Codes are based on the United Nations Standard Products and Services Code (UNSPSC).

COMMBUYS uses terminology with which bidders must be familiar to conduct business with the Commonwealth. To view this terminology and to learn more about COMMBUYS, please visit the Learn about COMMBUYS Resources page on mass.gov.

3. Multiple Quotes. Bidders may not submit Multiple Quotes in response to a Bid unless the RFR authorizes them to do so. If a Bidder submits multiple quotes in response to an RFR that does not authorize multiple responses, only the latest dated quote submitted prior to the bid opening date will be evaluated.

4. Quote Content. Bid specifications for delivery, shipping, billing, and payment will prevail over any proposed Bidder terms entered as part of the Quote, unless otherwise specified in the Bid.

5. Supplier Diversity Office (SDO) Programs. Pursuant to Executive Orders 523 and 565, the Commonwealth supports the use of diverse and small businesses through the Small Business Purchasing Program (SBPP) and the Supplier Diversity Program (SDP). Based on the estimated value of the procurement, one of the above-mentioned programs shall be applicable to this RFR. For more information on the program that applies to this solicitation, see the body of this RFR. 

6. Small Business Purchasing Program (SBPP)

Program Background. The Massachusetts Small Business Purchasing Program (SBPP) was established pursuant to Executive Order 523 to increase state contracting opportunities with small businesses having their principal place of business within the Commonwealth of Massachusetts. Pursuant to the SBPP, it is the intention of the issuing department to award this Small Procurement to one or more SBPP participating business(es) as described below. 

SBPP Award Preference. While all businesses, no matter the size or principal place of business, may submit responses to this solicitation, should an SBPP participant respond and meet the best value criteria described in this solicitation, the SBPP participant shall be awarded the contract. The Strategic Sourcing Services Team (SST) will not evaluate submissions from non-SBPP participants unless no SBPP Bidder meets the SSST’s best value evaluation criteria. 

SBPP Participation Eligibility. To be eligible to participate in this procurement as an SBPP participant, an entity must meet the following criteria, and be marked as an SBPP-registered business in COMMBUYS:

· Have its principal place of business in the Commonwealth of Massachusetts;
· Been in business for at least one year;
· Employ a combined total of 50 or fewer full-time equivalent employees in all locations, or employees work less than a combined total of 26,000 hours per quarter; and
· Have gross revenues, as reported on appropriate tax forms, of $15 million or less, based on a three-year average. 

Non-profit firms also must be registered as a non-profit or charitable organization with the MA Attorney General’s Office and be up to date with all filings required by that office and be tax exempt under Section 501(c) of the Internal Revenue Code. 

SBPP Compliance Requirements. It is the responsibility of the Bidder to ensure that their SBPP status is current at the time of submitting a response and throughout the life of any resulting contract. Misrepresentation of SBPP status will result in disqualification from consideration, and may result in debarment, contract termination, and other actions. To learn more about the SBPP, including how to apply, visit the SBPP webpage, http://www.mass.gov/sbpp. 

Program Resources and Assistance. Bidders and Contractors seeking assistance regarding SBPP may visit the SBPP Webpage, or contact the SBPP Help Desk at sbpp@mass.gov.

7. Supplier Diversity Program (SDP)

Program Background. Pursuant to Executive Order 565, the Commonwealth’s Supplier Diversity Program (SDP) promotes business-to-business relationships between awarded Contractors and diverse businesses and non-profit organizations (“SDP Partners”) certified or recognized (see below for more information) by the Supplier Diversity Office (SDO). 

Financial Commitment Requirements. All Bidders responding to this solicitation are required to make a significant financial commitment (“SDP Commitment”) to partnering with one or more SDO-certified or recognized diverse business enterprise(s) or non-profit organization(s). This SDP Commitment must be expressed as a percentage of contract sales resulting from this solicitation that would be spent with the SDP Partner(s). 

After contract award (if any), the Total SDP Commitment shall become a contractual requirement to be met annually on a Massachusetts fiscal year basis (July 1 – June 30) for the duration of the contract. The minimum acceptable Total SDP Commitment in response to this solicitation shall be 1%. Bidders shall be awarded additional evaluation points for higher SDP Commitments.

No contract shall be awarded to a Bidder without an SDP Commitment that meets the requirements stated herein. This requirement extends to all Bidders regardless of their own supplier diversity certification. 

Eligible SDP Partner Certification Categories

SDP Partners must be business enterprises and/or non-profit organizations certified or recognized by the SDO in one or more of the following certification categories: 

· Minority-Owned Business Enterprise (MBE)
· Minority Non-Profit Organization (M/NPO)
· Women-Owned Business Enterprise (WBE)
· Women Non-Profit Organization (W/NPO)
· Veteran-Owned Business Enterprise (VBE)
· Service-Disabled Veteran-Owned Business Enterprise (SDVOBE)
· Disability-Owned Business Enterprise (DOBE)
· Lesbian, Gay, Bisexual, and Transgender Business Enterprise (LBGTBE)

Eligible Types of Business-to-Business Relationships. Bidders and Contractors may engage SDP Partners as follows:

· Subcontracting, defined as a partnership in which the SDP partner is involved in the provision of products and/or services to the Commonwealth.
· Ancillary Products and Services, defined as a business relationship in which the SDP partner provides products or services that are not directly related to the Contractor’s contract with the Commonwealth but may be related to the Contractor’s own operational needs.

Other types of business-to-business relationships are not acceptable under this contract. All provisions of this RFR applicable to subcontracting shall apply equally to the engagement of SDP Partners as subcontractors.

Program Flexibility. The SDP encompasses the following provisions to support Bidders in establishing and maintaining sustainable business-to-business relationships meeting their needs:

· SDP Partners are not required to be subcontractors.
· SDP Partners are not required to be Massachusetts-based businesses.
· SDP Partners may be changed or added during the term of the contract, provided the Contractor continues to meet its SDP Commitment.

SDP Plan Form Requirements. All Bidders must complete the SDP Plan Form included in this solicitation and attach it to their bid response. In addition to proposing an SDP Commitment, each Bidder must propose one or more SDP Partner(s) to utilize to meet its SDP Commitment. Certified diverse Bidders may not list their own companies, their subsidiaries, or affiliates as SDP Partners and may not meet their SDP Commitment by spending funds internally or with their own subsidiaries or affiliates.

Bidders may propose SDP Partners that are:

· Certified or recognized by the SDO: Such partners appear in the SDO Directory of Certified Businesses or in the U.S. Dept of Veterans Affairs VetBiz Vendor Information Pages directory. After contract award (if any), spending with such partners will contribute to meeting the Contractor’s SDP Commitment.

· Not yet certified or recognized by the SDO: Such partners must be certified in eligible categories by a third-party certification body, such as another city or state supplier diversity certification office, the National Minority Supplier Development Council, the Women Business Enterprise National Council, Disability: IN, or the National LGBT Chamber of Commerce (NGLCC), but are not listed in the above-mentioned directories. Self-certification is not acceptable. While Bidders may list such proposed SDP Partners on their SDP Plans, spending with such partners will not contribute to meeting the Contractor’s SDP Commitment unless they apply for and are granted SDO supplier diversity certification or recognition. If proposed SDP Partners do not receive SDO supplier diversity certification or recognition, the Contractor must find alternative SDP Partners to meet the SDP Commitment.

It is the responsibility of the Contractor to ensure that their proposed SDP Partners obtain such certification or recognition by the SDO after contract award (if any). The issuing department and the SDO will not conduct outreach to proposed SDP Partners to ensure their certification. Furthermore, no guarantee may be made that a proposed SDP Partner will be certified, or regarding the time it may take to process a proposed SDP Partner certification. Contractors may direct partners to the SDO’s homepage, www.mass.gov/sdo and the Certification Self-Assessment Tool for guidance on applying for certification.

It is desirable for Bidders to provide an SDP Focus Statement that describe the bidder’s overall approach to increasing the participation of diverse businesses in the provision of products and services under this proposal/contract (subcontracting) and in the Bidder’s general business operations (ancillary products and services). Such a description may include but not be limited to:

· A clearly stated purpose or goal.
· Specific types of diverse and small businesses targeted.
· Which departments/units within the business are responsible for implementing supplier diversity.
· Types of opportunities for which diverse and small businesses are considered.
· Specific measures/methods of engagement of diverse and small businesses.
· An existing internal supplier diversity policy.
· Public availability of the Bidder’s supplier diversity policy.

It also is desirable for Bidders to use the SDP Plan Form to describe additional creative initiatives (if any) related to engaging, buying from, and/or collaborating with diverse businesses. Such initiatives may include but not be limited to:

· Serving as a mentor in a mentor-protégé relationship.
· Technical and financial assistance provided to diverse businesses.
· Participation in joint ventures between nondiverse and diverse businesses.
· Voluntary assistance programs by which nondiverse business employees are loaned to diverse businesses or by which diverse business employees are taken into viable business ventures to acquire training and experience in managing business affairs.

Evaluation of SDP Forms. To encourage Bidders to develop substantial supplier diversity initiatives and commitments as measures valuable to the Commonwealth, at least 25% of the total available evaluation points for this bid solicitation shall be allocated to the evaluation of the SDP Plan submissions. Because the purpose of the SDP is to promote business-to-business partnerships, the Bidders’ workforce diversity initiatives will not be considered in the evaluation.

SDP Spending Reports and Compliance. After contract award, Contractors shall be required to provide reports demonstrating compliance with the agreed-upon SDP Commitment as directed by the department, which in no case shall be less than annually.

Only spending with SDP Partners that appear in the SDO Directory of Certified Businesses or in the U.S. Dept of Veterans Affairs VetBiz Vendor Information Pages directory shall be counted toward a Contractor’s compliance with their SDP Commitment. Spending with SDP Partners that do not appear in the directories above shall not be counted toward meeting a Contractor’s SDP Commitment.

It is the responsibility of the Contractor to ensure they meet their SDP Commitment, and the SDO and the issuing department assume no responsibility for any Contractor’s failure to meet its SDP Commitment.

SDP Spending Verification. The SDO and the contracting department reserve the right to contact SDP Partners at any time to request that they attest to the amounts reported to have been paid to them by the Contractor.

Program Resources and Assistance. Contractors seeking assistance in the development of their SDP Plans or identification of potential SDP Partners may visit the SDP webpage, www.mass.gov/sdp, or contact the SDP Help Desk at sdp@mass.gov.

8. Agricultural Products Preference (only applicable if this is a procurement for Agricultural Products). Chapter 123 of the Acts of 2006 directs the State Purchasing Agent to grant a preference to products of agriculture grown or produced using locally grown products.  Such locally grown or produced products shall be purchased unless the price of the goods exceeds the price of products of agriculture from outside the Commonwealth by more than 10%.  For purposes of this preference, products of agriculture are defined to include any agricultural, aquacultural, floricultural, or horticultural commodities; the growing and harvesting of forest products; the raising of livestock, including horses; raising of domesticated animals, bees, and/or fur-bearing animals; and any forestry or lumbering operations. 

9. Best Value Selection and Negotiation. The Strategic Sourcing Services Team or SSST may select the response(s) which demonstrates the best value overall, including proposed alternatives that will achieve the procurement goals of the department. The SSST and a selected bidder, or a contractor, may negotiate a change in any element of contract performance or cost identified in the original RFR or the selected bidder’s or contractor’s response which results in lower costs or a more cost effective or better value than was presented in the selected bidder’s or contractor’s original response.

10. Bidder Communication. Bidders are prohibited from communicating directly with any employee of the procuring department or any member of the SSST regarding this RFR except as specified in this RFR, and no other individual Commonwealth employee or representative is authorized to provide any information or respond to any question or inquiry concerning this RFR. Bidders may contact the contact person for this RFR in the event this RFR is incomplete or the bidder is having trouble obtaining any required attachments electronically through COMMBUYS.

11. Contract Expansion. If additional funds become available during the contract duration period, the department reserves the right to increase the maximum obligation to some or all contracts executed as a result of this RFR or to execute contracts with contractors not funded in the initial selection process, subject to available funding, satisfactory contract performance and service or commodity need.

12. Costs. Costs which are not specifically identified in the bidder’s response and accepted by a department as part of a contract will not be compensated under any contract awarded pursuant to this RFR. The Commonwealth will not be responsible for any costs or expenses incurred by bidders responding to this RFR.

13. Electronic Communication/Update of Bidder’s/Contractor’s Contact Information. It is the responsibility of the prospective bidder and awarded contractor to keep current on COMMBUYS the email address of the bidder’s contact person and prospective contract manager, if awarded a contract, and to monitor that email inbox for communications from the SSST, including requests for clarification. The SSST and the Commonwealth assume no responsibility if a prospective bidder’s/awarded contractor’s designated email address is not current, or if technical problems, including those with the prospective bidder’s/awarded contractor’s computer, network, or internet servicDe provider (ISP) cause email communications sent to/from the prospective bidder/awarded contractor and the SSST to be lost or rejected by any means including email or spam filtering.

14. Electronic Funds Transfer (EFT). All bidders responding to this RFR must agree to participate in the Commonwealth Electronic Funds Transfer (EFT) program for receiving payments, unless the bidder is able to provide compelling proof that it would be unduly burdensome. EFT is a benefit to both contractors and the Commonwealth because it ensures fast, safe, and reliable payment directly to contractors and saves both parties the cost of processing checks. Contractors may track and verify payments made electronically through the Comptroller’s Vendor Web system. A link to the EFT application may be found on the OSD Forms page ( www.mass.gov/lists/osd-forms). Additional information about EFT is available on the VendorWeb site (www.mass.gov/osc). Click on MASSfinance.

Successful bidders, upon notification of contract award, will be required to enroll in EFT as a contract requirement by completing and submitting the Authorization for Electronic Funds Payment Form to this department for review, approval, and forwarding to the Office of the Comptroller. If the bidder already is enrolled in the program, it may so indicate in its response. Because the Authorization for Electronic Funds Payment Form contains banking information, this form, and all information contained on this form, shall not be considered a public record and shall not be subject to public disclosure through a public records request.

The requirement to use EFT may be waived by the SSST on a case-by-case basis if participation in the program would be unduly burdensome on the bidder. If a bidder is claiming that this requirement is a hardship or unduly burdensome, the specific reason must be documented in its response. The SSST will consider such requests on a case-by-case basis and communicate the findings to the bidder.

15. Executive Order 509, Establishing Nutrition Standards for Food Purchased and Served by State Agencies. Food purchased and served by state agencies must be in compliance with Executive Order 509, issued in January 2009.  Under this Executive Order, all contracts resulting from procurements posted after July 1, 2009, that involve the purchase and provision of food must comply with nutrition guidelines established by the Department of Public Health (DPH).  The nutrition guidelines are available at the Department’s website: Tools and Resources for Implementation of Executive Order 509.

16. HIPAA: Business Associate Contractual Obligations. Bidders are notified that any department meeting the definition of a Covered Entity under the Health Insurance Portability and Accountability Act of 1996 (HIPAA) will include in the RFR and resulting contract sufficient language establishing the successful bidder’s contractual obligations, if any, that the department will require in order for the department to comply with HIPAA and the privacy and security regulations promulgated thereunder (45 CFR Parts 160, 162, and 164) (the Privacy and Security Rules). For example, if the department determines that the successful bidder is a business associate performing functions or activities involving protected health information, as such terms are used in the Privacy and Security Rules, then the department will include in the RFR and resulting contract a sufficient description of business associate’s contractual obligations regarding the privacy and security of the protected health information, as listed in 45 CFR 164.314 and 164.504 (e), including, but not limited to, the bidder's obligation to: implement administrative, physical, and technical safeguards that reasonably and appropriately protect the confidentiality, integrity, and availability of the protected health information (in whatever form it is maintained or used, including verbal communications); provide individuals access to their records; and strictly limit use and disclosure of the protected health information for only those purposes approved by the department. Further, the department reserves the right to add any requirement during the course of the contract that it determines it must include in the contract in order for the department to comply with the Privacy and Security Rules. Please see other sections of the RFR for any further HIPAA details, if applicable.

17. Minimum Quote (Bid Response) Duration. Bidders Quotes made in response to this Bid must remain in effect for at least 90 days from the date of quote submission.

18. Prompt Payment Discounts (PPD). All bidders responding to this procurement must agree to offer discounts through participation in the Commonwealth’s Prompt Payment Discount (PPD) initiative for receiving early and/or on-time payments, unless the bidder provides compelling proof that it would be unduly burdensome. PPD benefits both contractors and the Commonwealth. Contractors benefit by increased, usable cash flow as a result of fast and efficient payments for commodities or services rendered. Participation in the Electronic Funds Transfer (EFT) initiative further maximizes the benefits with payments directed to designated accounts, thus eliminating the impact of check clearance policies and traditional mail lead time or delays. The Commonwealth benefits because contractors reduce the cost of products and services through the applied discount. Payments that are processed electronically may be tracked and verified through the Comptroller’s Vendor Web system. The PPD form may be found as an attachment for this Bid on COMMBUYS.

Bidders must submit agreeable terms for Prompt Payment Discount using the PPD form within their proposal, unless otherwise specified by the SSST. The SSST will review, negotiate, or reject the offering as deemed in the best interest of the Commonwealth.

The requirement to use PPD offerings may be waived by the SSST on a case-by-case basis if participation in the program would be unduly burdensome on the bidder. If a bidder is claiming that this requirement is a hardship or unduly burdensome, the specific reason must be documented in or attached to the PPD form.

19. Public Records. All responses and information submitted in response to this RFR are subject to the Massachusetts Public Records Law, M.G.L., c. 66, s. 10, and to c. 4, s. 7, ss. 26. Any statements in submitted responses that are inconsistent with these statutes, including marking by bidders of information as confidential during the quote submission process in COMMBUYS, shall be disregarded.
 
20. Reasonable Accommodation. Bidders with disabilities or hardships that seek reasonable accommodation, which may include the receipt of RFR information in an alternative format, must communicate such requests in writing to the contact person. Requests for accommodation will be addressed on a case by case basis. A bidder requesting accommodation must submit a written statement which describes the bidder’s disability and the requested accommodation to the contact person for the RFR. The SSST reserves the right to reject unreasonable requests. 

21. Restriction on the Use of the Commonwealth Seal. Bidders and contractors are not allowed to display the Commonwealth of Massachusetts Seal in their bid package or subsequent marketing materials if they are awarded a contract because use of the coat of arms and the Great Seal of the Commonwealth for advertising or commercial purposes is prohibited by law.

22. Subcontracting Policies. Prior approval of the department is required for any subcontracted service of the contract. Contractors are responsible for the satisfactory performance and adequate oversight of its subcontractors. Human and social service subcontractors are also required to meet the same state and federal financial and program reporting requirements and are held to the same reimbursable cost standards as contractors.

23. Acceptable Forms of Signature
Effective June 15, 2021, for all 1) CTR forms, including the Standard Contract Form, W-9s, Electronic Funds Transfer (EFT) forms, ISAs, and other CTR-issued documents and forms, or 2) documents related to state finance and within the statutory area of authority or control of CTR (i.e. contracts, payrolls, and related supporting documentation), CTR will accept signatures executed by an authorized signatory in any of the following ways: 1. Traditional “wet signature” (ink on paper); 2. Electronic signature that is either: a. Hand drawn using a mouse or finger if working from a touch screen device; or Page 2 b. An uploaded picture of the signatory’s hand drawn signature 3. Electronic signatures affixed using a digital tool such as Adobe Sign or DocuSign. If using an electronic signature, the signature must be visible, include the signatory’s name and title, and must be accompanied by a signature date. Please be advised that typed text of a name not generated by a digital tool such as Adobe Sign or DocuSign, even in computer-generated cursive script, or an electronic symbol, are not acceptable forms of electronic signature.
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[bookmark: _Toc256000156][bookmark: _Toc139]APPENDIX C - Instructions for Execution and Submission of Commonwealth Standard Forms


Forms listed below may be electronically signed by the Bidder, see Acceptable Forms of Signatures.  Bidders must, if notified of Contract award, submit the following four (4) forms  within the timeframe referenced in the RFR section entitled Acceptable Forms of Signatures: the Commonwealth Standard Contract Form, the Commonwealth Terms and Conditions, the Request for Taxpayer Identification Number and Certification (Mass. Substitute W9 Form) and the Contractor Authorized Signatory Listing.

[bookmark: _Forms_located_on][bookmark: _Toc256000157][bookmark: _Toc140]Commonwealth Standard Contract Form 

By executing this document, the Bidder certifies, under the pains and penalties of perjury, that it has submitted a Response to this RFR that is the Bidder’s Offer as evidenced by the execution of its authorized signatory, and that the Bidder’s Response may be subject to negotiation by the SSST. Also, the terms of the RFR, the Bidder’s Response, and any negotiated terms shall be deemed accepted by the Department and included as part of the Contract upon execution of this document by the State Purchasing Agent or his designee.

If the Bidder does not have a Vendor Code beginning with “VC” or does not know their Vendor Code , the Bidder should leave the Vendor Code field blank.  The Bidder should NOT enter a Vendor Code assigned prior to May 2004, as new Vendor Codes have been assigned to all companies since that time.  

[bookmark: _Toc256000158][bookmark: _Toc141]Commonwealth Terms and Conditions/Commonwealth IT Terms and Conditions

If the Bidder has executed and filed the appropriate Commonwealth Terms and Conditions form pursuant to another RFR or Contract, a copy of this form may be included in . If the Bidder’s name, address, or Tax ID Number have changed since the Commonwealth Terms and Conditions form was executed, a new Commonwealth Terms and Conditions form is required. The Commonwealth Terms and Conditions are hereby incorporated into any Contract executed pursuant to this RFR. 

This form must be unconditionally signed by one of the authorized signatories (see Contractor Authorized Signatory Listing, below), and submitted without alteration. If the provisions in this document are not accepted in their entirety without modification, the entire Proposal offered in response to this Solicitation may be deemed non-responsive.
The company’s correct legal name and legal address must appear on this form, and must be identical to the legal name and legal address on the Request for Taxpayer Identification and Certification Number (Mass. Substitute W9 Form). 

[bookmark: _Toc142][bookmark: _Toc256000159] Request for Taxpayer Identification Number and Certification (Mass. Substitute W9 Form)

If a Bidder previously submitted a Request for Taxpayer Identification and Certification Number (Mass. Substitute W9 Form) and has received a valid Massachusetts Vendor Code, an original W-9 form is not required. A copy of the form as filed may be included. If the Bidder’s name, address, or Tax ID Number have changed since the Mass. Substitute W9 Form was executed, a new Mass. Substitute W9 Form is required. The information on this form will be used to record the Bidder’s legal address and where payments under a State Contract will be sent. The company’s correct legal name and legal address must appear on this form, and must be identical to the legal name and legal address on the Commonwealth Terms and Conditions. Please do not use the U.S Treasury’s version of the W9 Form.  

[bookmark: _Toc256000160][bookmark: _Toc143]Contractor Authorized Signatory Listing

In the table entitled “Authorized Signatory Name” and “Title,” type the names and titles of those individuals authorized to execute contracts and other legally binding documents on behalf of the Bidder. Bidders are advised to keep this list as small as possible, as Contractors will be required to notify the Procurement Manager of any changes. If the person signing in the signature block at the bottom of the first page of this form also will serve as an “Authorized Signatory,” that person’s name must be included in the typed table.

With regard to the next paragraph, which begins “I certify that I am the President, Chief Executive Officer, Chief Fiscal Officer, Corporate Clerk, or Legal Counsel for the Contractor…,” if your organization does not have these titles, cross them out and handwrite the appropriate title above the paragraph.
The second page of the form (entitled “Proof of Authentication of Signature”) states that the page is optional.  However, the “optional” aspect of the form is that Commonwealth Departments are not required to use it. In the case of Statewide Contracts, however, this page is required, not optional. The person signing this page must be the same person signing the Standard Contract Form, the Commonwealth Terms and Conditions, and the RFR Checklist.

Please note that in two places where the form states “in the presence of a notary,” this should be interpreted to mean “in the virtual presence of a notary or corporate clerk/secretary.” Either a notary or corporate clerk/secretary may authenticate the form; only one is required.

Organizations whose corporate clerks/secretaries authenticate this form are not required to obtain a Corporate Seal to complete this document.

[bookmark: _Toc256000161][bookmark: _Toc144]Supplier Diversity Program Plan Form

Download this form and complete as directed by the form instructions; include with online submission. Ink signature is not required.

The specific Supplier Diversity Program (SDP) requirements for this procurement may be found earlier in this document. Bidders are required to state a specific percentage of contract revenues that will represent the annual SDP commitment for the entire contract period, including any renewals.

[bookmark: a][bookmark: _Affirmative_Market_Program_Form][bookmark: _Toc256000162][bookmark: _Toc145]Prompt Payment Discount Form

Download this form and complete as directed below; include with online submission. Ink signature is not required.

Pursuant to the Prompt Payment Discount terms set forth in the RFR Required Specifications for Contracts and on the Prompt Payment Discount Form itself, all Bidders must execute this form. After entering the “Bidder Name” and “Date of Offer for Prompt/Early Payment Discount,” the Bidder must identify the prompt payment discount(s) terms by indicating the “Percentage Discount off of the Proposed Pricing” and the “Turn-around-time for Payments.” In the event of a hardship that prevents the Bidder from offering a prompt payment discount, the Bidder must document this fact and provide supporting information. If awarded a contract, the final negotiated prompt payment discounts should be reflected on the Commonwealth Standard Contract Form.

[bookmark: _Toc256000163][bookmark: _Toc146]Business Reference Form

Download this form and complete as directed below; include with online submission. Ink signature is not required.

Bidders must provide all requested information on this form for three required references. In completing this form, note that the “Bidder” is the name of the company submitting a Quote in response to this RFR and the “RFR Name/Title” and the “Agency Document Number” may be found on the cover of the RFR document and in the Short Description field in the Header Information of the Bid record in COMMBUYS. Also, please note that: “Reference Name” is the name of the organization (if not applicable, then name of the individual) that is providing the reference; “Contact” is the name of the individual inside the organization that will provide the reference; and the “Address,” “Phone #,” and “Fax/Internet Address” are those of the “Contact” so that the SSST may reach her/him/them. 
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appendix D – Instructions for Vendors Responding to Bids Electronically through COMMBUYS

Introduction

COMMBUYS refers to all solicitations, including, but not limited to, Requests for Proposals (RFP), Invitations for Bid (IFB), Requests for Response (RFR), Requests for Quote (RFQ), as “Bids.”  All responses to Bids are referred to as “Quotes.”

Steps for Bidders to Submit a Quote

1. Launch the COMMBUYS website by entering the URL (www.COMMBUYS.com) into the browser.
2. Enter Bidder login credentials and click the Login button on the COMMBUYS homepage. Bidders must be registered in COMMBUYS to submit a Quote. Each Vendor has a COMMBUYs Seller Administrator, who is responsible for maintaining authorized user access to COMMBUYS.  
3. Upon successful login, the Vendor home page displays with the Navigation and Header Bar, as well as the Control Center. The Control Center is where documents assigned to your role are easily accessed and viewed.
4. Click on the Bids tab
5. Clicking on the Bid tab opens four sections:
a. Request for Revision
b. Bids/Bid Amendments
c. Open Bids
d. Closed Bids
6. Click on the blue Open Bid hyperlinks to open and review an open bid
7. A new page opens with a message requesting you acknowledge receipt of the bid. Click Yes to acknowledge receipt of the bid. Bidders should acknowledge receipt to receive notifications of amendments/updates concerning this bid.
8. After acknowledgement, the bid will open. 
The top left half of the page contains the following information:
a. Purchaser
b. Department
c. Contact for this bid
d. Type of purchase
i. Open Market
ii. Blanket
e. Bidders’ Conference details (if applicable)
f. Ship-to and Bill-to addresses
g. Any attachments to the bid, which may include essential bid terms, response forms, etc.
The top right half of the bid includes the following information:
h. Bid Date
i. Required Date
j. Bid Q&A Close Date – date after which bidders no longer may ask questions about the bid
k. Bid Opening Date – date the bid closes and no further quotes will be accepted
l. Informal Bid Flag
m. Date goods/services are required
9. The lower half of the page provides information about the specific goods/services the bid is requesting.  
10. Click Create Quote to begin.
11. The General tab for a new quote opens. This page is populated with information from the bid. Fields available to update include:
a. Delivery days
b. Shipping terms
c. Ship via terms
d. Is “no” bid – select if you will not be submitting a quote for this bid
e. Promised Date
f. Info Contact
g. Comments
h. Discount Percent
i. Freight Terms
j. Payment Terms
It is important to note that the bid documents (RFR and attachments) may specify some or all of these terms and may prohibit you from altering these terms in your response. Read the bid documents carefully and fill in only those items that are applicable to the bid to which you are responding.
Update these fields as applicable to the bid and click Save & Continue to save any changes and create a Quote Number. The page refreshes and messages display. Any message in Red is an error and must be resolved before the quote may be submitted. Any message in Yellow is a warning and will allow processing to continue.


The following messages are received:
· Terms & Conditions is not acknowledged – to resolve this, click on the Terms & Conditions tab and accept the terms. 
· Your quote has not been submitted – information message; no action required
12. Click on the Terms & Conditions tab. This tab refers to the terms and conditions that apply to this bid. The terms and conditions must be accepted before your quote may be submitted. If your acceptance is subject to exceptions, those exceptions must be identified here. Exceptions may not contradict the requirements of the RFR or required Commonwealth standard forms and attachments for the bid. For instance, an RFR may specify that exceptions may or will result in disqualification of your bid.
13. Click the Items tab. The Items tab displays information about the items requested in the bid. To view additional details about an item, click the item number (blue hyperlink) to open.
14. The item opens. Input your quote information and click Save & Exit.
15. CONFIDENTIAL INFORMATION: If documents uploaded in your quote response contain confidential information (security sensitive, EFT, W9, Commonwealth Terms and Conditions), you must mark each item as confidential. The confidential column on the Attachments view allows the user to select whether the attached form is confidential or not. Check the box in the confidential column for each attached form that contain confidential information.
16. Click on the Attachments Tab. Follow the prompts to upload and name all required attachments and forms and bid response documents in accordance with the instructions contained in the solicitation or bid documents. After uploading each individual file or form, click Save & Continue. After you have uploaded all required documents click Save & Exit. Be sure to review your attachments to ensure each required document has been submitted.
17. Click the Summary tab. Review the information and update/correct, as needed. If the information is correct, click the Submit Quote button at the bottom of the page.
18. A popup window displays asking for verification that you wish to submit your quote. Click OK to submit the quote.
19. The Summary tab redisplays with an updated Status for the quote of Submitted.
20. Your quote submission is confirmed only when you receive a confirmation email from COMMBUYS. If you have submitted a quote and have not received an email confirmation, please contact the OSD Help Desk at OSDHelpDesk@mass.gov. If you wish to revise or delete a quote after submission, you may do so in COMMBUYS: 1) for a formal bid, prior to the bid opening date, or 2) for an informal bid (which may be viewed upon receipt), prior to the opening of your quote by the issuing entity or the bid opening date, whichever is earlier.
Bidders may not submit Multiple Quotes in response to a Bid unless the Bid authorizes Multiple Quote submissions. If you submit multiple quotes in response to a bid that does not allow multiple quotes, only the latest submission prior to the bid opening date will be evaluated. 






[bookmark: _Toc256000165][bookmark: _Toc148]Appendix E - RFR Exceptions

Bidder shall list any and all exception(s) and/or proposed alternative(s) contained within their response. Bidder shall list the section number and the exception/proposed alternative. Failure to specifically address any exception and/or alternative will result in requiring the bidder to comply with the requirement as detailed in the RFR.
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The following words and phrases used in this RFR shall have the following meaning, unless the context requires otherwise.

Abandoned call: an incoming call that reaches the telecommunications relay service, but that is not answered by a communications assistant.

American Sign Language or ASL: a visual language based on hand shape, position, movement, and orientation of the hands in relation to each other and the body.

Automatic Number Identification or ANI: an enhanced 911 service capability that allows for the automatic display of a telephone number used to place or route a 911 call. 

Call billing record: record of calls that the contractor utilizes for user billing.

Captioned telephone: an amplified telecommunications device with a text display that permits the user to both listen to what is said over the telephone and simultaneously read captions of what the other person is saying, thereby allowing a hard of hearing person to utilize captioned telephone relay service.

Captioned telephone relay service or CTRS: an enhanced voice carry over telecommunications relay service, a system which uses third party intervention to connect persons with a hearing disability but with some residual hearing, to engage in communication, by wire or radio, with a hearing individual in a manner that is functionally equivalent to the ability of an individual, who does not have a hearing disability, to communicate using voice communication services, by wire or radio.  CTRS is an enhanced voice carry over telecommunications relay service that allows the voice of one party to be converted to text for display on a captioned telephone.

Captioned telephone user: a person who uses a captioned telephone and calls through the captioned telephone relay service.

Certified subscriber: a residential subscriber who is: (i) certified by the Massachusetts commission on the deaf and hard of hearing as sufficiently deaf or hard of hearing to be in need of specialized customer premises equipment; (ii) certified by the Massachusetts commission for the blind as sufficiently visually impaired to be in need of specialized customer premises equipment; or (iii) certified by the Massachusetts rehabilitation commission as otherwise sufficiently disabled to be in need of specialized customer premises equipment. 

Commonwealth: the Commonwealth of Massachusetts.

Communications Assistant or CA: a person who transliterates, or interprets, conversation between two or more end users of TRS and CTRS. Also known as a relay operator.

Communication services: (a) the transmission, conveyance, or routing of real-time, two-way voice communications to a point or between or among points by or through any electronic, radio, satellite, cable, optical, microwave, wireline, wireless, or other medium or method, regardless of the protocol used; (b) the ability to provide two-way voice communication on the public switched network; (c) wireless enhanced 911 service; (d) wireline enhanced 911 service; (e) interconnected VoIP service, as defined by Federal Communication Commission regulations; (f) IP-enabled service, as defined in section 18A of chapter 6A of the Massachusetts General Laws; and (g) prepaid wireless service.

Contractor: a bidder that has been selected and has contracted with the State 911 Department to provide the services under this RFR.

Conversation minute: the time measured from the time the calling party is connected to the called party or to an answering machine at the called party’s number and relay is able to be conducted between the calling and called parties. Conversation minutes shall not include time in queue, call is ringing, waiting for a live answer, set-up of the inbound call, call wrap-up, time spent informing the captioned telephone user of the call progress, or calls that reach numbers that are busy or receive no answer or receive intercept messages for the called number. The conversation minutes end when either party disconnects from the call. The conversation minutes shall be measured to the nearest second, and when the time for such calls is expressed in decimal form, the time shall be rounded to the nearest tenth of a minute.

Deaf: a severe to profound hearing loss resulting in the majority of circumstances, in an inability to effectively use a conventional telephone without the assistance of a text telephone or other nonvoice terminal device.

Disability: a physical, cognitive, sensory or mental impairment that substantially limits one (1) or more major activities such as caring for oneself, performing manual tasks, walking, seeing, hearing, breathing, learning or working, and results in an inability to use a telephone without the assistance of specialized telephone equipment. 

Enhanced voice carry over: a relay service that combines the functionality of a captioned telephone device with simultaneous captioning of the called party’s conversation through the CTRS.

Equipment Serial Number or ESN: the serial number of the captioned telephone.

FCC:  the Federal Communications Commission.

Hard of hearing: a hearing loss resulting, in the majority of circumstances, in an inability to effectively use a telephone without the assistance of a sound amplification control or a telephone without the use of a hearing aid and a hearing aid compatible handset.

Interexchange carrier or IXC: a telephone company that provides service between local exchange carriers.

Local access and transport area or LATA:  the geographical areas in which a local telephone company offers telecommunications services.

Local exchange service: telephone exchange lines or channels that provide local access from the premises of a subscriber in the Commonwealth to the local telecommunications network to affect the transfer of information.

Massachusetts Equipment Distribution Program or MassEDP: the program administered by the State 911 Department that allows for the distribution, repair, and replacement of specialized customer premises equipment units for certified subscribers throughout the Commonwealth.

Massachusetts Telecommunications Relay Service or MassRelay: the program administered by the State 911 Department that allows for telecommunications relay service throughout the Commonwealth.

Non-captioned telephone user: a person who uses a telephone other than a captioned telephone.

One-line captioned telephone: a captioned telephone device that automatically and directly connects to the captioned telephone relay service that provides captions.

Public Safety Answering Point or PSAP: a facility assigned the responsibility of receiving 911 calls and, as appropriate, directly dispatching emergency response services or transferring or relaying emergency 911 calls to other public or private safety agencies or other PSAPs.

Request for Response or RFR: the mechanism used to communicate procurement specifications and to request responses from interested bidders.

Residential subscriber: a subscriber who resides in Massachusetts and who has access to residential telephone service provided by a local telephone contractor.

Response: a response from a bidder to the Request for Response.

Specialized customer premises equipment or SCPE:  specialized customer premises equipment, such as artificial larynxes, signaling devices, amplified handset, hands-free telephones, text telephones, memory telephones, direct telephone dialing device, Braille text telephones,  captioned telephone, and other devices which provide access to telephone networks for people with a hearing, speech, vision, mobility or cognitive disability.

Speech to Speech or STS: provides an operator to voice clearly for persons with speech that is not easily understood over the phone.  A telecommunications relay services that allows individuals with speech disabilities to communicate with voice telephone users through the use of specially trained communications assistants who understand the speech patterns of persons with speech disabilities and can repeat the words spoken by that person.

State 911 Department or Department: the State 911 Department within the Executive Office
of Public Safety and Security of the Commonwealth of Massachusetts.

Strategic Source Services Team (SSST): Representatives from various Eligible Entities and interested stakeholders that design procurements, develop specifications, conduct Solicitations, evaluate responses to Bids and award Statewide or Department Contracts. The SSST also monitors Contractor performance through performance measures and the level of customer satisfaction throughout the life of the Contract.  

Subscriber: a person who uses communication services.

Telecommunications relay service or TRS: a telephone transmission service that provides an individual with a hearing or speech disability the ability to engage in communication by wire or radio with a hearing individual in a manner that is functionally equivalent to the ability of an individual who does not have a hearing or speech disability to communicate using voice communication services by wire or radio.  TRS includes services that enable two-way communication between an individual who uses a text telephone or other non-voice terminal device and an individual who does not use such a device, speech-to-speech services, and non-English relay services.  

Telephone company: a person, firm, corporation, association, joint stock association, or company, as defined in chapter 159 of the Massachusetts General Laws, furnishing or rendering local telephone exchange service.

Transliterate: to convey or re-voice spoken words.

True caller ID: caller identification information sent to the called party based on the telephone number of the user, as provided by the user’s telephone company, and not the telephone number of the relay center.

Two-line captioned telephone: a captioned telephone device that uses two telephone lines that allows the user the ability to connect to the captioned telephone relay service providing captions on incoming calls where the caller did not dial the 800 number for the captioned telephone relay service.

Uninterruptible power supply or UPS: a system designed to provide power, without delay or transients, during a period when the normal power supply is incapable of performing acceptably.

Voice carry-over service, or VCO: a form of TRS other than CTRS with which a person with a hearing disability is able to speak directly to the other end users when a third party types the response back to the person with the hearing disability and the third party does not voice the conversation.  Two-line VCO is a VCO service that allows TRS users to use one telephone line for voicing and the other for receiving TTY messages.  

Words per minute: the speed with which the user receives text.
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