NYC 9/11 Public Portal Document

Call Center Estimated Budget

Project # WTC-CALL

item # Item Description Estima.ted Unit Unit Price Cost
Quantity _
1 Set Up Fee 1|ea $20,000.00 $20,000.00
2 Fixed Management Fee 12|{month $12,000.00 $144,000.00
3 Call Rate 490,000|minute $0.80] $392,000.00
4 Distribution of Materials 3,000(ea $1.50 $4,500.00
Total Bid (Total of Items 1 through 4) $560,500.00
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Call Center Bid Sheet
Project # WTC-CALL

Item # Item Description Eéltji::ittey d Unit Unit Price Cost
1 Set Up Fee 1lea
2 Fixed Management Fee 12}month
3 Call Rate 350,000{minute
4 Distribution of Materials 3,000(ea
Total Bid (Total of Items 1 through 4)

NYC-WTC_000143655
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N.Y.C. DEPARTMENT OF ENVIRONMENTAL PROTECTION
UNITED STATES ENVIRONMENTAL PROTECTION AGENCY

SCOPE OF WORK
FOR LIVE OPERATOR SERVICES

A. Background :

The New York City Department of Environmental Protection (DEP) seeks a vendor to
work with the United States Environmental Protection Agency (EPA) to provide a
technologically advanced Call Center service to be used to answer calls and gather
information regarding the cleaning and testing of residential units located south of Canal
Street and the Manhattan Bridge approach, where there may be a concern about residue
from the World Trade Center disaster. DEP/EPA’s purpose is to maintain live operator
services which allow the Agency (USEPA) to:

e Gather information regarding the testing and cleaning needs of residents
of Lower Manhattan and enter this information in a database of EPA’s
design.

e Maximize EPA’s ability to provide accurate, up-to-date information to the
public regarding public health issues for indoor air concerns.

The vendor shall have the technological ability to seamlessly manage large volumes of
calls and shall also have automation support allowing the capture and reporting of data
pertinent to the calls, as described below. The vendor shall ina courteous and
professional manner solicit from the public responses to a set of questions regarding the
testing and cleaning of their residences. The vendor may also receive caller questions
about health concerns and specific actions being taken by the Agency (USEPA). Vendor
staff should have access to the Agency Web site, where information, in Frequently Asked
Questions (FAQs) form, will be available to answer these questions. If asked a
question(s) for which there is no prepared answer, vendor staff shall E-mail the question
to a designated person at EPA for response. Such questions and their answers will be
added to the FAQs database and the vendor notified of the new information. The vendor
shall forward the answer to the querying resident by telephone, postal services or E-mail.

This system must be maintained and serviced by the vendor at a location remote to 290

Broadway, N.Y., New York. Call Center must be available for operation prior to May
30, 2002.

NYC-WTC_000143656



NYC 9/11 Public Portal Document

C.

1

2)

3)

4)
5)
6)

7

8)

9

A Mandatory Pre-bid Conference will be held via conference call on Monday, May
20, 2002 at 10:30 A.M. EST. Bidders must call (202) 260-7280 Access Code 7083#.
Representatives of NYC DEP and USEPA will be available to answer questions.

Contract Term:

The term of the contract will be for a period of 365 consecutive calendar days. There is
no minimum amount of work guaranteed under this contract and the Department
reserves the right to terminate services upon 10 days written notice to the Contractor.

Qualification Requirements:

A. History of at least one implementation of a similar contract providing live operator
services in a l::ige urban cetting.

B. A minimuin of three years experience in the maintenance of live operator services.
Tasks:

The contractor would perform the following services:

Provide live operator assistance to handle up to 400 calls per day between the hours of
10:00 a.m. and 8:00 p.m., Monday through Friday and 10:00 a.m. and 5:00 p.m.
Saturdays and Sundays from June 1, 2002 through August 31, 2002.

Provide live operator assistance to handle up to 200 calls per day between the hours of
10:00 a.m. and 8:00 p.m., Monday through Friday and 10:00 a.m. and 5:00 p.m.
Saturdays and Sundays from September 1, 2002 through December 31, 2002.

Provide live operator assistance to handle up to 50 <alls per day between the hours of
10:00 a.m. and 8:00 p.m., Monday through from January 1, 2003 through May 29, 2003.

Ensure no busy signals, and call pick-up within five rings.
Ensure that no caller should wait in a “queue” for more than one minute
Provide additional operators within 24 hours notice should call volume increase.

Equip operators with snecified scripts prepared by the Agency and have the technological
ability to easily access the appropriate script from the Agency Web site.

Immediately alert/train operators of changes in script upon notification by EPA.

Provide the Department a toll-free or local NYC lead number at no cost to DEP.
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Provide operator service in English, Spanish, Chinese and other languages upon request
Provide TTY provisions for the hearing impaired.

Use computers connected together via a Local Area Network and such network should be
connected to the Internet via a high speed link.

Provide a static [P address or range of IP addresses within their subnet so as to allow
secure access to the EPA database, which is protected by the EPA firewall for security
LArposes.

Demonstrate that they have security measures in place to protect the confidentiality and
integrity of the data. The data shall not be made available to the public unless authorized
by EPA to release the information.

Record the information generate:: by the script {Attachment 1) in a database to be created
and maintained (other than dat-. entry) by the Agency.

Respond to caller questions with answers made available in a Frequently Asked Questions
(FAQs) format on EPA’s Web site. Convey to EPA (via e-mail) questions for which there
are no FAQs answers and, when a response is generated by EPA, convey that information
back to the original requestor. [Note: These new Q&As will be added to the bank of FAQs
on the Agency Website. ]

Provide data and statistics regarding call volume and nature of requests, daily in an
electronic format to be specified, on the information recorded in the database before noon
next business day.

Provide supervisors to manage operators, including the handling of difficult calls from
the public, and to act as liaison to USEPA/DEP staff.

Allow DEP/EPA staff to visit premises or be stationed at the site to conduct quality
assurance, i.e. serve as resource/provide supervisors or operators with training and
information updates.

Provide quality assurance that technology, information dispensed, and customer service
standards are maintained through random call monitoring.

Distribute by mail or fax, health and cleanup information (approximately 12 pages, to be
provided by EPA).

Contact by telephone people (on a list generated by EPA) who have called prior to June
1, 2002 to request cleaning or testing of their residences.

NYC-WTC_000143658









NYC 9/11 Public Portal Document

Your apartment tested for asbestos in air (without cleaning):
(If — and only if — asbestos is found during testing, you
may still ask that your apartment be professionally cleaned.)
Note: The most effective testing involves the limited use of an electric-powered
leaf blower to agitate dust into the air. Does this present any concerns to you?
Yes or No:

Reimbursement for a HEPA vacuum:
(You may get reimbursement for a HEPA vacuum even if you have your
apartment professionally cleaned)

Tracking Number: (auto-generated)
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SUPPLY and SERVICE CONTRACT Page 3 of 4
GENERAL CONDITIONS
SCHEDULE A
() Marine Protection and Indemnity, SP-23 or equivalent: $ per occurrence
*# Section $ ___aggregate per year
I.F $ max deductible
* As respects use of tugs, barges or other marine operations
under this contract.
# City as insured by endorsement to each relevant policy.
e —————————
() Collision Liability/Towers Liability: Section $ per occurrence
e $ __ aggregate per year
$ max deductible

[Endorsed to cover dredges and dredging operations.]

Collision Clauses Lines 158-184 inclusive
as respects tugs: Collision Towers Liability Clauses 78-111
inclusive American Institute Tug Form . 2/1/76

() Ship Repairers Liability: $
’ Section American Institute Clauses
ilLH
$
() Water Quality Syndicate
() Builders Risk: Section All-Risk/Completed Value
nJ $ % of Total contract amount
$ % of contract store off site
$ % of contract in transit/anyone storage
$ % Property of City and others
() Garage Policy CA 00 05 01/87 Section Il & 11 * $ per occurrence
(See Form 25) $ per aggregate
ll: Auio & General Liability $ per location
lll: Garage Keeper's Liability $ per vehicle maximum deductible,

except as approved by the CONTRACT MANAGEMENT OFFICE

..... CONTINUED ON NEXT PAGE

'Evidence of insurance as described herein shall be provided by the insurer or duly authorized agent of the
garage providing maintenance on the vehicle(s) provided to the Department's Contract Management Office. Itis
the Contractor's responsibility to insure compliance with this provision by the garage.

DEP Form SCHED A SUPPLY & SERVICE: May 15, 2002 (PIN#826WTCCALLCR)
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Call Center Estimated Budget

Project # WTC-CALL

Item # Item Description Estima_ted Unit Unit Price Cost
» Quantity
1 Set Up Fee 1lea $20,000.00 $20,000.00
2 Fixed Management Fee 12|month $12,000.00f $144,000.00
3 Call Rate 490,000|minute $0.80 $392,000.00
4 Distribution of Materials 3,000|ea $1.50 $4,509.00
Total Bid (Total of Items 1 through 4) $560,500.00
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Proj. # WTC Call
Suggested Bidders List
Company Contacts Telephone Fax Address
The Answer System Nick Bosley 800 564-1995 | 602 231-9313 | 3401 East McDowell Rd., Suite B
Phoenix, Az. 85008
Gage Marketing Sales Marketing 800 338-5143 | 404 559-3487 | 3465 North Dessert Drive, Suite 420
Atlanta, Ga. 30344
NewTel, Inc. Jackie Mallon 212 798-4000 | 212 798-4015 | 151 West 26™ Street, 8" floor
New York, NY 10001-6810
Relay Communications | Sales Department 800 248-8330 | 631 727-5385 | 145 Griffing Ave.

Center P.O Box 596
Riverhead, NY 11901
Telephone Concepts Joann Kuchera 800 987-8770 | 610437-5212 | 3724 Crescent Court West

Unlimited aka Integrated
Marketing Concepts

Whitehall, Pa 18052

juswindoQ |eyod dlldnd L1/6 DAN
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Call Center Bid Sheet
Project # WTC-CALL

Item # Item Description E;:’i:::it;, d Unit Unit Price Cost
1 Set Up Fee 1lea
2 Fixed Management Fee 12|month
3 Call Rate 350,000 minute
4 Distribution of Materials 3,000(ea
Total Bid (Total of Items 1 through 4)
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N.Y.C. DEPARTMENT OF ENVIRONMENTAL PROTECTION
UNITED STATES ENVIRONMENTAL PROTECTION AGENCY

SCOPE OF WORK
FOR LIVE OPERATOR SERVICES

A. Background :

The New York City Department of Environmental Protection (DEP) seeks a vendor to
work with the United States Environmental Protection Agency (EPA) to provide a
technologically advanced Call Center service to be used to answer calls and gather
information regarding the cleaning and testing of residential units located south of Canal
Street and the Manhattan Bridge approach, where there may be a concern about residue
from the World Trade Center disaster. DEP/EPA’s purpose is to maintain live operator
services which al'ow the Agency (USEPA) to:

e Gather information regarding the testing and cleaning needs of residents
of Lower Manhattan and enter this information in a database of EPA’s
design.

e Maximize EPA’s ability to provide accurate, up-to-date information to the
public regarding public health issues for indoor air concerns.

The vendor shall have the technological ability to seamlessly manage large volumes of
calls and shall also have automation support allowing the capture and reporting of data
pertinent to the calls, as described below. The vendor shall in a courteous and
professional manner solicit from the public responses to a set of questions regarding the
testing and cleaning of their residences. The vendor may also receive caller questions
about health concerns and specific actions being taken by the Agency (USEPA). Vendor
staff should have access to the Agency Web site, where information, in Frequently Asked
Questions (FAQs) form, will be available to answer these questions. If asked a
question(s) for which there is no prepared answer, vendor staff shall E-mail the question
to a designated person at EPA for response. Such questions and their answers will be
added to the FAQs database and the vendor notified of the new information. The vendor
shall forward the answer to the querying resident by telephone, postal services or E-mail.

This system must be maintained and serviced by the vendor at a location remote to 290

Broadway, N.Y., New York. Call Center must be available for operation prior to May
30, 2002,
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Provide operator service in English, Spanish, Chinese and other languages upon request
Provide TTY provisions for the hearing impaired.

Use computers connected together via a Local Area Network and such network should be
connected to the Internet via a high speed link.

Provide a static IP address or range of IP addresses within their subnet so as to allow
secure access to the EPA database, which is protected by the EPA firewall for security

purposes.

Demonstrate that they have security measures in place to protect the confidentiality and
integrity of the data. The data shall not be made available to the public unless authorized
by EPA to release the information.

Record the information generated by the script (Att:.chment 1) in a database to be created
and maintained {other than data entry) by the Agecy.

Respond to caller questions with answers made available in a Frequently Asked Questions
(FAQs) format on EPA’s Web site. Convey to EPA (via e-mail) questions for which there
are no FAQs answers and, when a response is generated by EPA, convey that information
back to the original requestor. [Note: These new Q&As will be added to the bank of FAQs
on the Agency Website. ]

Provide data and statistics regarding call volume and nature of requests, daily in an
electronic format to be specified, on the information recorded in the database before noon
next business day.

Provide supervisors to manage operators, including the handling of difficult calls from
the public, and to act as liaison to USEPA/DEP staff.

Allow DEP/EPA staff to visit premises or be stationed at the site to conduct quality
assurance, i.e. serve as resource/provide supervisors or operators with training and
information updates.

Provide quality assurance that technology, information dispensed, and customer service
standards are maintained through random call monitoring.

Distribute by mail or fax, health and cleanup information (approximately 12 pages, to be
provided by EPA).

Cortact by telephone people (on a list generated by EPA) who have called prior to June
1, 2002 to request cleaning or testing of their residences.
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Your apartment tested for asbestos in air (without cleaning):
(If — and only if — asbestos is found during testing, you
may still ask that your apartment be professionally cleaned.)
Note: The most effective testing involves the limited use of an electric-powered
leaf blower to agitate dust into the air. Does this present any concerns to you?
Yes or No: '

Reimbursement for a HEPA vacuum:
(You may get reimburseme:it for a HEPA vacuum even if you have your
apartment professionally cleaned)

Tracking Number: (auto-generated)
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3 SUPPLY and SERVICE CONTRACT

GENFRAL CONDITIONS

SCHEDULE A

Page 3 of 4

() Marine Protection and Indemnity, SP-23 or equivalent:

*# Section
ILF

* As respects use of tugs, barges or other marine operations

under this contract.
# City as insured by endorsement to each relevant policy.

() Collision Liability/Towers Liability: Section

In.c

[Endorsed to cover dredges and dredging operations.]

per occurrence
aggregate per y=ar
max deductible

€ A N

—————————-—1

$ per occurrence
$ aggregate per year
$ max deductible

Collision Clauses Lines 158-184 inclusive
as respects tugs: Collision Towers Liability Clauses 78-111
inclusive American Institute Tug Form - 2/1/76

() Ship Repairers Liability:

$

Section American Institute Clauses
iLH
$
() Water Quality Syndicate
() Builders Risk: Section All-Risk/Completed Value
inJ $ % of Total contract amount
$ % of contract store off site
$ % of contract in transit/anyone storage
$ % Property of City and others
() Garage Policy CA 00 05 01/87 Section 1l & Il * $ per occurrence
(See Form 25) $ per aggregate
Il: Auto & General Liability $ per location
lll: Garage Keeper's Liability $ per vehicle maximum deductible,

except as approved by the CONTRACT MANAGEME:IT OFFICE

..... CONTINUED ON NEXT PAGE

Evidence of insurance as described herein shall be provided by the insurer or duly authorized agent of the
garage providing maintenance on the vehicle(s) provided to the Department's Contract Management Office. It is
the Contractor's responsibility to insure compliance with this provision by the garage.

DEP Form SCHED A SUPPLY & SERVICE: May 15, 2002 (PIN#SZSWTCCALLCR)
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