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New York, N.Y. 10013 Phone: (212)442-8977

NYC-WTC_000143699












NYC 9/11 Public Portal Document

’ﬂid 0 ices

{itbound Tocations.

13)  Maintain a database which would record:)% ,95/
A

a) Date of call
b) Start and end time of call
c) Phone number of caller
\QX& < ¢ d) Zip code of caller -
e) Nature of call -
f) Disposition (i.e. calls which were completed, abandoned, forwarded, etc.)
g) Operator identification

h) Oth§§ information, as requested
JThe artment of Health will provide, via the

0 submuit informati epartment.

er cor{t\'aeh‘o\@gempmm&:@_if/'

15)  Provide data and statistics regarding call volume and nature of calls, daily and preferably-in an @
electronic format, on the information recorded in the database. Database would be an IBM compatible
file with a line listing of data.

16)  Provide supervisors to manage operators, including the handling of difficult calls from the public, and to
act as liaison to POH staff.

Q ) KA A
17)  Allow for é‘Q.H 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.

18)  Provide quality assurance that technology, information dispensed and customer service standards are
maintained.

19)  Provide outgoing call services as needed, i.e. follow-up to questions posed by callers; conducting phone
surveys of random households in a given geographic area.
>
20) Distribute by mail or fax BOH written information to callers, as requested. (Materials will be provided
by DOH)

C. AGENCY ASSUMPTIONS REGARDING PERFORMANCE OUTCOME MEASURES AND RELATED
FINANCIAL INCENTIVES AND/OR DISINCENTIVES

and/or disincentives will best assure that the selected proposer will perform the work under the contract
awarded from this RFP in a manner that is cost-effective for the Agency and most likely to achieve the
Agency’s goals and objectives set forth above are:

The Agency’s assumptions regarding which performance outcome measures and related financial incentives ?

A

Response time in answering calls:
e The Department would deduct 5% of the contractor’s earned annual payment when more
than 10% of all calls had not been responded to in S rings or less.
e Accuracy of information supplied to caller.
The Department would deduct 10% of the contractor’s earned annual payment when
incorrect information is provided to callers in more than 2% of all calls.
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The Department would make random phone calls to the contractor to verify both response time and accuracy
of information supplied.
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¢) cost per minute per OUTGOING call

d) cost of providing TTY capability

e) cost of providing operators in languages other than English and Spanish
f) cost of information distribution services

g) cost of maintenance and support, i.e. on-going training and administrative costs

Proposers are encouraged to propose innovative payment structures. The Agency reserves the right to select any
payment structure that is in the City's best interest. For the purposes of comparison, however, proposers should
submit a price proposal that conforms to the format prescribed in Sections 3(a) and below.

4. Performance Qutcome Measures and Financial Incentives and/or Disincentives

-List and describe at least three outcome measures of the work to be performed by the proposer under the
contract and the related financial incentives and/or disincentives that could potentially be applied to the
contract, in whole or part, as a reliable means for measuring and paying for success, as described in Section
IIT Scope of Services of the RFP. Proposers are encouraged to propose measures, incentives and
disincentives which they believe will best achieve the Agency’s goals and objectives in a cost-effective
manner. Proposers may also propose more than one approach. While the proposer’s proposed performance
outcome measures and related financial incentives and/or disincentives will not be scored by the Agency’s
Evaluation Committee, they may be considered by the Agency in awarding the contract and structuring its
payments to contractors.

5. Acknowledgment of Addenda

The Acknowledgment of Addenda form (Appendix B) serves as the proposer’s acknowledgment of the receipt
of addenda to this RFP which may have been issued by the Agency prior to the Proposal Due Date and Time.
The proposer should complete this form as instructed on the form.

B. Proposal Package Contents (Checklist)

The Proposal Package should contain the following materials. Proposers should utilize this section as a
checklist to assure completeness prior to submitting their proposal to the agency.

1. A sealed inner envelope labeled "Program Proposal" containing one original set and six (6) duplicate
sets of the documents listed below in the following order:
e Proposal Cover Letter (Appendix A)
e Program Proposal
o Narrative
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SECTION VI - GENERAL INFORMATION TO PROPOSERS

- A. Complaints. The New York City Comptroller is charged with the audit of contracts in New York City.
Any proposer who believes that there has been unfairness, favoritism or impropriety in the proposal process
should inform the Comptroller, Office of Contract Administration, 1 Centre Street, Room 835, New York, NY
10007; the telephone number is (212) 669-3000. In addition, the New York City Department of Investigation
should be informed of such complaints at its Investigations Division, 80 Maiden Lane, New York, NY 10038;
the telephone number is (212) 825-5959.

B. Applicable Laws. This Reqluest for Proposals and the resultinf contract award(s), if any, unless otherwise
stated, are subject to all applicable provisions of New York State Law, the New York City Administrative
Code, New York City Charter and New York City Procurement Policy Board (PPB) Rules. A copy of the PPB
Rules may be obtained by contacting the PPB at 8,212) 788-7820.

C. General Contract Provisions. Contracts shall be subject to New York City’s General Contract Provisions, a
copy of which is available through the Authorized Agency Contact Person.

D. Contract Award. Contract award is subject to each of the following aigplicable conditions and any others
that ma{ apply: New York City Fair Share Criteria; New York City MacBride Principles Law; New York City
Burma Law; submission by the proposer of the New York City Department of Business Services/Division of
Labor Services Employment Report and certification by that office; submission by the proposer of the requisite
VENDEX Questionnaires/Affidavits of No Change and review of the information contained therein by the New
York City Department of Investigation; all other required oversight approvals; applicable provisions of federal,
state and local laws and executive orders requiring affirmative action and equal employment opportunity; and
Section 6-108.1 of the New York City Administrative Code relating to the Local Based Enterprises program

and its implementation rules.

E. Proposer Appeal Rights. Pursuant to New York City’s Procurement Policy Board Rules, proposers have the
right to appeal agency non-responsiveness determinations and agency non-responsibility determinations and to
protest an agency's determination regarding the solicitation or award of a contract.

F. Multi-Year Contracts. Multi-year contracts are subject to modification or cancellation if adequate funds are
not aPpranated to the agency to support continuation of performance in any City fiscal year succeeding the
first fiscal year and/or if the contractor's performance is not satisfactory. The Agency will notify the contractor
as soon as 1s practicable that the funds are, or are not, available for the continuation of the multi-year contract
for each succeeding City fiscal year. In the event of cancellation, the contractor will be reimbursed for those
costs, if any, which are so provided for in the contract.

G. Prompt Payment Policy. Pursuant to the New York City’s Procurement Policy Board Rules, it is the policy
of the City to process contract payments efficiently and expeditiously.

H. Prices Irrevocable. Prices proposed by the proposer shall be irrevocable until contract award, unless the
proposal is withdrawn. Proposals may only be withdrawn by submitting a written request to the Agency prior
to contract award but after the expiration of 90 days after the opening of proposals. This shall not limit the
discretion of the Agency to request proposers to revise proposed prices through the submission of best and final
offers and/or the conduct of negotiations.

I. Confidential, Proprietary Information or Trade Secrets. Proposers should give specific attention to the
identification of those portions of their proposals that they deem to be confidential, proprietary information or
trade secrets and provide any justification of why such materials, upon request, should not be disclosed by the
City. Such information must be easily separable from the non-confidential sections of the proposal. All
information not so identified may be disclosed by the City.

J. RFP Postponement/Cancellation. The Agency reserves the right to postpone or cancel this RFP, in whole or
in part, and to reject all proposals.

K. Proposer Costs. Proposers will not be reimbursed for any costs incurred to prepare proposals.

L. Charter Section 312(a) Certification. [IF APPLICABLE] The Agency has determined that the contract(s?(
t(c:). be awallrded through this Request for Proposals will not directly result in the displacement of any New Yor
1ty employee.

Agency Chief Contracting Officer Date
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. -APPENDIX A
PROPOSAL COVER LETTER

Proposer:

Name:

Address:

Tax Identification #:

Proposer's Contact Person:

Name:

Title:

Telephone #:

Proposer's Authorized Representative:

Name:

Title:

Signature: Date:

NYC-WTC_000143711
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Appendix C:
“NO BID RESPONSE”
PIN #01BT465
HAS OPTED NOT TO BID ON

(Contractor Name)

(Title of Procurement)

For the following reason(s):

Contact Name

(Signature)

Date / /

Return this form to DOH at the address in the cover letter: or fax to (212) 788-4764,

Attention: Mr. Luis Pena-Barrero, Contracting Agent, by no later than Apri 27,

2001 at 5:00 p.m.,

15

NYC-WTC_000143713






