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STATE OF NORTH CAROLINA
DEPARTMENT OF HEALTH AND HUMAN SERVICES
Request for Proposal #: 30-25005R-DSDHH
TELECOMMUNICATIONS RELAY SERVICES
Date of Issue: February 25, 2025
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Direct all inquiries concerning this RFP to: 
Anthony Benzor
Acquisition Support Specialist
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STATE OF NORTH CAROLINA

Request for Proposal # 
30-25005R-DSDHH
______________________________________________________
[bookmark: _Hlk88060306]For internal State agency processing, including tabulation of proposals, provide your company’s eVP (Electronic Vendor Portal) Number. Pursuant to G.S. 132-1.10(b) this identification number shall not be released to the public. This page will be removed and shredded, or otherwise kept confidential, before the procurement file is made available for public inspection.

This page shall be filled out and returned with your proposal.
Failure to do so may subject your proposal to rejection.

___________________________________________________
Vendor Name
______________________________
Vendor eVP#
Note:  For a contract to be awarded to you, your company (you) must be a North Carolina registered vendor in good standing.  You must enter the vendor number assigned through eVP (Electronic Vendor Portal).  If you do not have a vendor number, register at https://vendor.ncgov.com/vendor/login 
[bookmark: _Hlk137550192] 
Electronic responses ONLY will be accepted for this solicitation.


 


Ver: 11/2023		
	                                STATE OF NORTH CAROLINA
Division of Services for the Deaf and Hard of Hearing


	Refer ALL Inquiries regarding this RFP to: 
Anthony Benzor, Acquisition Support Specialist
Anthony.benzor@dhhs.nc.gov 
	Request for Proposal #:   30-25005R-DSDHH

	
	Proposals will be publicly opened:  March 13, 2025

	Using Agency:    Division of Services for the 
                               Deaf and Hard of Hearing
	Commodity No. and Description:
831122 – Enhanced Telecommunication

	Requisition No.:  
	


EXECUTION
[bookmark: _Toc325528250]In compliance with this Request for Proposals (RFP), and subject to all the conditions herein, the undersigned Vendor offers and agrees to furnish and deliver any or all items upon which prices are bid, at the prices set opposite each item within the time specified herein. 

By executing this proposal, the undersigned Vendor understands that false certification is a Class I felony and certifies that:

· this proposal is submitted competitively and without collusion (G.S. 143-54), 
· none of its officers, directors, or owners of an unincorporated business entity has been convicted of any violations of Chapter 78A of the General Statutes, the Securities Act of 1933, or the Securities Exchange Act of 1934 (G.S. 143-59.2), and 
· it is not an ineligible Vendor as set forth in G.S. 143-59.1. 

Furthermore, by executing this proposal, the undersigned certifies to the best of Vendor’s knowledge and belief, that:

· it and its principals are not presently debarred, suspended, proposed for debarment, declared ineligible or voluntarily excluded from covered transactions by any Federal or State department or agency. 

As required by G.S. 143-48.5, the undersigned Vendor certifies that it, and each of its sub-Contractors for any Contract awarded as a result of this RFP, complies with the requirements of Article 2 of Chapter 64 of the NC General Statutes, including the requirement for each employer with more than 25 employees in North Carolina to verify the work authorization of its employees through the federal E-Verify system. 
As required by Executive Order 24 (2017), the undersigned vendor certifies will comply with all Federal and State requirements concerning fair employment and that it does not and will not discriminate, harass, or retaliate against any employee in connection with performance of any Contract arising from this solicitation.
G.S. 133-32 and Executive Order 24 (2009) prohibit the offer to, or acceptance by, any State Employee associated with the preparing plans, specifications, estimates for public contracts; or awarding or administering public contracts; or inspecting or supervising delivery of the public contract of any gift from anyone with a contract with the State, or from any person seeking to do business with the State. By execution of this response to the RFP, the undersigned certifies, for Vendor’s entire organization and its employees or agents, that Vendor is not aware that any such gift has been offered, accepted, or promised by any employees of your organization.

By executing this proposal, Vendor certifies that it has read and agreed to the INSTRUCTION TO VENDORS and the NORTH CAROLINA GENERAL TERMS AND CONDITIONS incorporated herein. These documents can be accessed from the ATTACHMENTS page within this document.

Failure to execute/sign proposal prior to submittal may render proposal invalid and it MAY BE REJECTED. Late proposals shall not be accepted.

	COMPLETE/FORMAL NAME OF VENDOR:

	STREET ADDRESS:
	P.O. BOX:
	ZIP:

	CITY & STATE & ZIP:
	TELEPHONE NUMBER:
	TOLL FREE TEL. NO:

	PRINCIPAL PLACE OF BUSINESS ADDRESS IF DIFFERENT FROM ABOVE (SEE INSTRUCTIONS TO VENDORS ITEM #21):

	PRINT NAME & TITLE OF PERSON SIGNING ON BEHALF OF VENDOR:
	FAX NUMBER:

	VENDOR’S AUTHORIZED SIGNATURE*:
	DATE:
	EMAIL: 





VALIDITY PERIOD
Offer shall be valid for at least one hundred twenty (120)  days from date of bid opening, unless otherwise stated here:  ______ days, or if extended by mutual agreement of the parties in writing.  Any withdrawal of this offer shall be made in writing, effective upon receipt by the agency issuing this RFP. 

ACCEPTANCE OF PROPOSAL
If your proposal is accepted, all provisions of this RFP, along with the written results of any negotiations, shall constitute the written agreement between the parties (“Contract”). The NORTH CAROLINA GENERAL TERMS AND CONDITIONS are incorporated herein and shall apply. Depending upon the Goods or Services being offered, other terms and conditions may apply, as mutually agreed.
	FOR STATE USE ONLY: Offer accepted and Contract awarded this________ day of __________, 20____, as indicated on 
The attached certification, by ____________________________________________________________________.
                                                             (Authorized Representative of the Department of Health and Human Services)	
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 1.0 [bookmark: _Toc180067159] 	PURPOSE AND BACKGROUND
The North Carolina Department of Health and Human Services, Division of Services for the Deaf and Hard of Hearing (“State”) is issuing this Request for Proposal (RFP) to establish a contract for Telecommunication Relay Services. 
The United States Congress created the Telecommunications Relay Service (TRS) in Title IV of the American with Disabilities Act of 1990, codified at Section 225 of the Communications Act of 1934, as amended. See Pub.L.No.101-336, 104 Stat.327 (July 26, 2990). Congress also directed the Federal Communications Commission (FCC) to prescribe regulations to ensure that interstate and intrastate TRS are available, to the extent possible and in the most efficient manner to individuals who are deaf, hard of hearing, deafblind or have speech disabilities to communicate by telephone in a manner that is functionally equivalent to telephone services used by persons without such disabilities. 
Pursuant to the North Carolina General Assembly N.C.G.S. §62-157 provides deaf, hard of hearing, speech disabled individuals in North Carolina with access to telecommunications network equal to the provided to other customers. N.C.G.S. allows the state to contract the provision of relay services for four-year periods to one or more service providers.  North Carolina established its state program, Relay North Carolina (RNC), on June 1, 1991. 
The purpose of this Request for Proposal is to establish a single Contract to a single responsible Vendor for high-quality provision of intrastate TRS, in North Carolina 24 hours a day, 7 days a week, 365 days a year. 
Nothing in this RFP precludes the successful Vendor from offering other related services that advances the availability of telecommunications access to North Carolinians with disabilities for the Division of Services for the Deaf and Hard of Hearing’s consideration. 
The intent of this solicitation is to award an Agency Specific Contract.
1.1 [bookmark: _Toc180067160]	CONTRACT TERM
The Contract shall have an initial term of one (1) year, beginning on the date of final Contract execution (the “Effective Date”) or July 1, 2025, whichever is later.  The Contract will have two (2) additional one (1) year option terms in accordance with  NCGS §62-157(e),
Proposals shall be submitted in accordance with the terms and conditions of this RFP and any addenda issued hereto.
 2.0 [bookmark: _Toc370813221][bookmark: _Toc374120575][bookmark: _Toc180067161]   GENERAL INFORMATION
2.1 [bookmark: _Toc370999730][bookmark: _Toc374120576][bookmark: _Toc180067162]REQUEST FOR PROPOSAL DOCUMENT
This RFP is comprised of the base RFP document, any attachments, and any addenda released before Contract award, which are incorporated herein by reference.
2.2 [bookmark: _Toc370999725][bookmark: _Toc374120578][bookmark: _Toc459794468][bookmark: _Toc514912660][bookmark: _Toc180067163][bookmark: _Hlk53067892]E-PROCUREMENT FEE 
ATTENTION: This is an NC eProcurement solicitation facilitated by the Ariba Network. The E-Procurement fee may apply to this solicitation. See the paragraph entitled ELECTRONIC PROCUREMENT of the North Carolina General Terms and Conditions.
General information on the E-Procurement Services can be found at: http://eprocurement.nc.gov/. 
What is the Ariba Network? 
The Ariba Network is a web-based platform that serves as a connection point for buyers and vendors. Vendors can log in to the Ariba Network to view purchase orders, respond to electronic requests for quotes, participate in Sourcing Events, and collaborate with buyers on contract documents. 
For training on how to use the Sourcing Tool to view solicitations, submit questions, develop responses, upload documents, and submit offers to the State, Vendors should go to the following site: 
[bookmark: _Toc171684292][bookmark: _Toc171684502][bookmark: _Toc171684606][bookmark: _Toc171684293][bookmark: _Toc171684503][bookmark: _Toc171684607][bookmark: _Hlk137193974][bookmark: _Toc370999724][bookmark: _Toc374120577][bookmark: _Toc328747419][bookmark: _Toc370999732][bookmark: _Toc374120579]http://eprocurement.nc.gov/training/vendor-training.
[bookmark: _Toc180067164]2.3	NOTICE TO VENDORS REGARDING RFP TERMS AND CONDITIONS
It shall be the Vendor’s responsibility to read the Instructions to Vendors, the North Carolina General Terms and Conditions, all relevant exhibits and attachments, and any other components made a part of this RFP and comply with all requirements and specifications herein. Vendors are also responsible for obtaining and complying with all Addenda and other changes that may be issued in connection with this RFP.
If Vendors have questions or issues regarding any component of this RFP, those must be submitted as questions in accordance with the instructions in the PROPOSAL QUESTIONS Section. If the State determines that any changes will be made as a result of the questions asked, then such decisions will be communicated in the form of an RFP addendum. The State may also elect to leave open the possibility for later negotiation of specific provisions of the Contract that have been addressed during the question-and-answer period, prior to contract award.
[bookmark: _Hlk88060475][bookmark: _Hlk88060484] Other than through the process of negotiation under 01 NCAC 05B.0503, the State rejects and will not be required to evaluate or consider any additional or modified terms and conditions submitted with Vendor’s proposal or otherwise. This applies to any language appearing in or attached to the document as part of the Vendor’s proposal that purports to vary any terms and conditions or Vendors’ instructions herein or to render the proposal non-binding or subject to further negotiation.  Vendor’s proposal shall constitute a firm offer that shall be held open for the period required herein (“Validity Period” above).  
The State may exercise its discretion to consider Vendor proposed modifications. By execution and delivery of this RFP Response, the Vendor agrees that any additional or modified terms and conditions, whether submitted purposely or inadvertently, shall have no force or effect, and will be disregarded unless expressly agreed upon through negotiation and incorporated by way of a Best and Final Offer (BAFO). Noncompliance with, or any attempt to alter or delete, this paragraph shall constitute sufficient grounds to reject Vendor’s proposal as nonresponsive. 
[bookmark: _Toc180067165]2.4	RFP SCHEDULE
The table below shows the intended schedule for this RFP. The State will make every effort to adhere to this schedule. 
	Event
	Responsibility
	Date and Time

	Issue RFP
	State
	02/25/2025

	Submit Written Questions
	Vendor
	03/04/2025

	Provide Response to Questions 
	State
	03/07/2025

	Submit Proposals
	Vendor 
	03/13/2025

	Contract Award
	State
	4/30/2025


 
The bid opening will be scheduled for 2:00 PM EST in March 13, 2025. Vendors can attend the bid opening at the below link:
https://teams.microsoft.com/l/meetup-join/19%3ameeting_NmU2MTU1ZGMtYzI3Ni00NzAxLWIyMjQtYjQ5YmVmZjY3MTJi%40thread.v2/0?context=%7b%22Tid%22%3a%227a7681dc-b9d0-449a-85c3-ecc26cd7ed19%22%2c%22Oid%22%3a%228a75060e-8be0-4692-9cf8-01cab64f28dd%22%7d
[bookmark: _Toc180067166]2.5	PROPOSAL QUESTIONS
Upon review of the RFP documents, Vendors may have questions to clarify or interpret the RFP in order to submit the best proposal possible. To accommodate the Proposal Questions process, Vendors shall submit any such questions by the “Submit Written Questions” date and time provided in the RFP SCHEDULE Section above, unless modified by Addendum. 
[bookmark: _Hlk81401670][bookmark: _Hlk82600539]Questions related to the content of the solicitation, or the procurement process should be directed to the person on the title page of this document via the Sourcing Tool's message board by the date and time specified in the RFP SCHEDULE Section of this RFP. Vendors will enter “RFP # 30-25005R-DSDHH – Questions” as the subject of the message. Question submittals should include a reference to the applicable RFP section. This is the only manner in which questions will be received.
Questions or issues related to using the Sourcing Tool itself can be directed to the North Carolina eProcurement Help Desk at 888-211-7440, Option 2. Help Desk representatives are available Monday through Friday from 7:30 AM ET to 5:00 PM ET.
Questions received prior to the submission deadline date, the State’s response, and any additional terms deemed necessary by the State will be posted in the Sourcing Tool in the form of an addendum and shall become an Addendum to this RFP. No information, instruction or advice provided orally or informally by any State personnel, whether made in response to a question or otherwise in connection with this RFP, shall be considered authoritative or binding. Vendors shall rely only on written material contained in the RFP and an addendum to this RFP.
[bookmark: _Toc171684297][bookmark: _Toc171684507][bookmark: _Toc171684611][bookmark: _Toc171684298][bookmark: _Toc171684508][bookmark: _Toc171684612][bookmark: _Toc180067167][bookmark: _Hlk53066527]PROPOSAL SUBMITTAL
[bookmark: _Hlk121756288][bookmark: _Hlk120017207]IMPORTANT NOTE: This is an absolute requirement. Late bids, regardless of cause, will not be opened or considered, and will be automatically disqualified from further consideration. Vendor shall bear the sole risk of late submission due to unintended or unanticipated delay. It is the Vendor’s sole responsibility to ensure its proposal has been received as described in this RFP by the specified time and date of opening. Failure to submit a proposal in strict accordance with instructions provided shall constitute sufficient cause to reject a Vendor’s proposal(s). Solicitation responses are subject to Sealed Bidding requirements.
Vendor’s proposals for this procurement must be submitted through the Sourcing Tool. For training on how to use the Sourcing Tool to view solicitations, submit questions, develop responses, upload documents, and submit offers to the State, Vendors should go to the following site: 
Questions or issues related to using the Sourcing Tool itself can be directed to the North Carolina eProcurement Help Desk at 888-211-7440, Option 2. Help Desk representatives are available Monday through Friday from 7:30 AM EST to 5:00 PM EST.
Tips for Using the Sourcing Tool
1. Vendors should review available training and confirm that they are able to access the Sourcing Event, enter responses, and upload files well in advance of the date and time response are due to allow sufficient time to seek assistance from the North Carolina eProcurement Help Desk.
1. Vendors may submit their responses early to make sure there are no issues, and then submit a revised response any time prior to the response due date and time. The State will only review the most recent response.
1. Vendors should respond to all relevant sections of the Sourcing Event. Certain questions or items are required in order to submit a response and are denoted with an asterisk. The Sourcing Tool will not allow a response to be submitted unless all required items are completed. The Sourcing Tool will provide error messages to help identify any required information that is missing when response is submitted.
1. Simply saving your response in the Sourcing Tool is not the same as submitting your response to the State. Vendors should make sure they complete the submission process and receive a message that their response was successfully submitted.
1. Only Proposals submitted through the Content Section of the Ariba Sourcing Event will be considered. Proposals submitted through the Message Board will not be accepted or considered for award. 
If confidential and proprietary information is included in the proposal, also submit one (1) signed, REDACTED copy of the proposal. Such information may include trade secrets defined by N.C. Gen. Stat. § 66-152 and other information exempted from the Public Records Act pursuant to N.C. Gen. Stat. §132- 1.2. Vendor may designate information, Products, Services or appropriate portions of its response as confidential, consistent with and to the extent permitted under the statutes and rules set forth above. By so redacting any page, or portion of a page, the Vendor warrants that it has formed a good faith opinion, having received such necessary or proper review by counsel and other knowledgeable advisors, that the portions determined to be confidential and proprietary and redacted as such, meet the requirements of the Rules and Statutes set forth above. However, under no circumstances shall price information be designated as confidential.
If the Vendor does not provide a redacted version of the proposal with its proposal submission, the Department may release an unredacted version if a record request is received.
[bookmark: _Toc171684307][bookmark: _Toc171684517][bookmark: _Toc171684621][bookmark: _Toc171684308][bookmark: _Toc171684518][bookmark: _Toc171684622][bookmark: _Toc171684309][bookmark: _Toc171684519][bookmark: _Toc171684623][bookmark: _Toc171684310][bookmark: _Toc171684520][bookmark: _Toc171684624][bookmark: _Toc171684311][bookmark: _Toc171684521][bookmark: _Toc171684625][bookmark: _Toc171684312][bookmark: _Toc171684522][bookmark: _Toc171684626][bookmark: _Toc180067168]PROPOSAL CONTENTS
[bookmark: _Hlk81399061][bookmark: _Hlk81405239][bookmark: _Hlk81399100]Vendors shall provide responses to all questions and complete all attachments for this RFP that require the Vendor to provide information and upload them to the Sourcing Event in the Sourcing Tool. Vendor may not be able to submit its response in the Sourcing Tool unless all required items are addressed. Vendors shall provide authorized signatures where requested. Failure to provide all required items, or Vendor’s submission of incomplete items, may result in the State rejecting Vendor’s proposal, in the State’s sole discretion. 
Vendor shall include the following items and attachments in the Sourcing Tool:
a) [bookmark: _Hlk51780788][bookmark: _Hlk53066880][bookmark: _Hlk121903987]Cover Letter, which must contain the following: (i) a statement that confirms that the Vendor has read the RFP in its entirety, including all links, and all Addenda released in conjunction with the RFP, (ii) a statement that the Vendor agrees to perform in accordance with the scope of work, requirements, and specifications contained herein; and (iii) Vendor’s agreement to comply with all instructions, terms and conditions, and attachments.
b) Title Page: Include the company name, address, phone number and authorized representative along with the Proposal Number.
c) Completed and signed version of all EXECUTION PAGES, along with the body of the RFP. 
d) Signed receipt pages of any addenda released in conjunction with this RFP, if required to be returned.
e) Vendor’s Proposal addressing all Specifications of this RFP. 
f) [bookmark: _Hlk88476929]Completed version of ATTACHMENT A: PRICING 
g) [bookmark: _Hlk88060567][bookmark: _Hlk88057865]Completed version of ATTACHMENT D: HUB SUPPLEMENTAL VENDOR INFORMATION  
h) Completed version of ATTACHMENT F: LOCATION OF WORKERS UTILIZED BY VENDOR
i) [bookmark: _Hlk88060594]Completed and signed version of ATTACHMENT G: CERTIFICATION OF FINANCIAL CONDITION 
[bookmark: _Toc180067169]ALTERNATE PROPOSALS
[bookmark: _Hlk81905530][bookmark: _Hlk81405581][bookmark: _Hlk81405570][bookmark: _Hlk81399230]Unless provided otherwise in this RFP, Vendor may submit alternate proposals for comparable Goods, various methods or levels of Service(s), or that propose different options. Alternate proposals must specifically identify the RFP requirements and advantage(s) addressed by the alternate proposal. Each proposal must be for a specific set of Goods and Services and must include specific pricing. Each proposal must be complete and independent of other proposals offered. If a Vendor chooses to respond with various offerings, Vendor shall follow the specific instructions for uploading Alternate Proposals in the Sourcing Tool. 
[bookmark: _Toc370999737][bookmark: _Toc382391706][bookmark: _Toc180067170]2.9 	DEFINITIONS, ACRONYMS, AND ABBREVIATIONS
[bookmark: _Hlk81405619]Relevant definitions for this RFP are provided in 01 NCAC 05A .0112 and in the Instructions to Vendors found in the Sourcing Tool, which are incorporated herein by this reference. 
The following definitions, acronyms, and abbreviations are also relevant to this RFP:
a) 24x7:  A statement of availability of systems, communications, and/or supporting resources every hour (24) of each day (7 days weekly) throughout every year for periods specified herein.  Where reasonable downtime is accepted, it will be stated herein.  Otherwise, 24x7 implies NO loss of availability of systems, communications, and/or supporting resources.
b) 90/10: refers to 90% of calls being answered within ten (10) seconds
c) Baudot Code:  A character set predating EBCDIC (Extended Binary Coded Decimal Interchange Code) and ASCII (American Standard Code for Information Exchange)
d) ANI (Automatic Numbering Identification): A service that provides the receiver of a telephone call with the telephone number of the calling phone.  The method of providing the ANI is determined by a feature of the telecommunications network for automatically determining the origination telephone number on toll calls for billing purposes.  ANI is different, conceptually and technically, from caller ID Service.  A caller’s telephone number and line type are captured by the ANI service even if the caller ID blocking is activated.  ANI was originally created by AT&T Corporation for internal long-distance charging purposes eliminating the need for telephone operators to manually request the calling number of the calling party for a toll call.
e) Common Carriers: The FCC term used to refer to all telephone companies
f) Contract Year:  The one-year period from the Contract execution date to the same month and day before the day signed in the following year and each one-year period thereafter
g) Deliverables: Deliverables, as used herein, shall comprise all Hardware, Vendor Services, professional Services, Software and provided modifications to any Software, and incidental materials, including any goods, Software or Services access license, data, reports and documentation provided or created during the performance or provision of Services hereunder.  Deliverables include "Work Product" and means any expression of Licensor’s findings, analyses, conclusions, opinions, recommendations, ideas, techniques, know-how, designs, programs, enhancements, and other technical information; but not source and object code or software.
h) Department: The North Carolina Department of Health and Human Services
i) DHHS: Department of Health and Human Services
j) Division: The Division of Services for the Deaf and Hard of Hearing, located in the North Carolina Department of Health and Human Services
k) DSDHH: Division of Services for the Deaf and Hard of Hearing
l) FCC (Federal Communication Commission): The FCC regulates interstate and international communications by radio, television, wire, satellite, and cable in all 50 states, the District of Columbia and U.S. territories. An independent U.S. government agency overseen by Congress, the FCC is the federal agency responsible for implementing and enforcing America’s communications law and regulations.
m) Goods: Includes intangibles such as computer software; provided, however that this definition does not modify the definition of “goods” in the context of N.C.G.S. §25-2-105 (UCC definition of goods).
n) HCO (Hearing Carry Over):  Allows speech disabled users with hearing capabilities to listen to the person they are calling.  The HCO user types his/her conversation for the relay operator to read to the standard (voice) telephone user.
o) Hearing Called Party: An individual participating in a call that can hear made by a communications assistant to facilitate telephone calls between people with hearing or speech disabilities.
p) Implementation: For the purposes of this RFP and resulting Contract, the term “Implementation” is defined as the first calendar day after Contract award on which the Vendor receives its first incoming call from a Relay User.
q) Interstate Call: An Interstate Call crosses a LATA boundary.
r) Intrastate Call: An Intrastate Call does NOT cross a LATA boundary.
s) Local Access and Transport Area (LATA):  a term used in US telecommunications regulation to represent a geographical area or boundary in the US where a regional bell operating company is permitted to offer exchange telecommunications and exchange access services.
t) Local Exchange Carrier:  A regulatory term in telecommunications for the local telephone company.
u) NCUC: The North Carolina Utilities Commission, which has legal oversight of the funding for the Contract.
v) Open Market Contract:  A contract for the purchase of goods or services not covered by a term, technical, or convenience contract.
w) Preferred Interchange Carrier:  A telecommunications company, commonly called a long-distance telephone company, that provides services across multiple local access and transport areas.
x) PIN (Personal Identification Number): A number assigned to a Relay Service Telecommunications user that verifies his/her identity. 
y) PSAP (Public Safety Answer Point): A call center in the United States responsible for answering calls to an emergency telephone number for police, firefighting, and ambulance services.
z) Relay User: Any person participating in a communication via telephonic devices that use a Relay Services Communications RO.  At least one party in the communication must be Deaf, Deaf-Blind, Hard of Hearing, or have a Speech Impairment.
aa) RNC (Relay North Carolina):  North Carolina’s program, which was implemented on June 1, 1991.
ab) RO (Relay Operator):  Individuals, who are Deaf, Deaf-Blind, Hard of Hearing, or have a Speech Impairment, use ROs to make phone calls to people who use regular (voice) phones.
ac) State Data:  For the purposes of this RFP and resulting Contract, State Data means any data provided by the Relay User, collected, recorded, and stored by the awarded Vendor, or transitioned to the awarded Vendor by the incumbent Vendor, including but without limitation to the Relay Users’ name, telephone information and User Preference Data.
ad) STS (Speech to Speech):  STS is a form of Telecommunications Relay Services that allows persons with hearing and speech disabilities to access the telephone system to place and receive telephone calls using their own voice (or assistive voice devices) where a specifically trained RO in speech disorders repeats what the caller says in a manner that makes the caller’s words clear and understandable. 
ae) Subscriber:  A Subscriber can utilize Video Relay Services, a free, subscriber-based service for people who use sign language and have video phones, smart phones, or computers with video communication capabilities.  Video Relay Services allow the RO to tell the telephone user what the Subscriber is signing, and signs to the Subscriber what the telephone user is saying.
af) SVL:  (Service Level): 85 percent of calls answered within 10 seconds
ag) TRS:  Telecommunications Relay Services; Telephone transmission services that provide the ability for an individual who is deaf, hard of hearing, deaf-blind, or who has a speech disability to engage in communication by wire or radio with one or more individuals, in a manner that is functionally equivalent to the ability of a hearing individual who does not have a speech disability to communicate using voice communication services by wire or radio.
ah) TRS Contracts Administrator:  The Telecommunications Relay Services Contracts Administrator is a staff position within the State, who is the point of contact responsible for the day-to-day operations of the Contract.   
ai) TTY (Acronym for Text Telephone):  A special device that lets people who are Deaf, Deaf-Blind, Hard of Hearing, or Speech-Impaired use the telephone to communicate by allowing them to type text messages.
aj) User/Customer Preference Data/Profile:  For purposes of this Contract, User Preference Data and Customer Data Profile is all of the information a Telecommunications Relay Services provider has on any user of the Solution. Data is State Data.  
ak) VCO (Voice Carry Over): A VCO phone (captioned telephone) allows Deaf or Hard-of-Hearing users to use their voice to speak directly to a hearing person, and when the hearing person responds, a RO will type everything heard back to the Deaf or Hard-of-Hearing person.
al) Voice User: Any person participating in a Relay Service communication that can use his/her voice.  If the person is Deaf or Hard-of-Hearing, a RO will type responses on a captioned telephone to the Deaf or Hard-of-Hearing person.
 2.0 [bookmark: _Toc179295052][bookmark: _Toc179295098][bookmark: _Toc179880796][bookmark: _Toc179880859][bookmark: _Toc179880913][bookmark: _Toc179881085][bookmark: _Toc179882110][bookmark: _Toc179295053][bookmark: _Toc179295099][bookmark: _Toc179880797][bookmark: _Toc179880860][bookmark: _Toc179880914][bookmark: _Toc179881086][bookmark: _Toc179882111][bookmark: ][bookmark: _Toc53055984][bookmark: _Toc53056075][bookmark: _Toc53056165][bookmark: _Toc53056253][bookmark: _Toc53055985][bookmark: _Toc53056076][bookmark: _Toc53056166][bookmark: _Toc53056254][bookmark: _Toc53055986][bookmark: _Toc53056077][bookmark: _Toc53056167][bookmark: _Toc53056255][bookmark: _Toc53055987][bookmark: _Toc53056078][bookmark: _Toc53056168][bookmark: _Toc53056256][bookmark: _Toc53055988][bookmark: _Toc53056079][bookmark: _Toc53056169][bookmark: _Toc53056257][bookmark: _Toc53055989][bookmark: _Toc53056080][bookmark: _Toc53056170][bookmark: _Toc53056258][bookmark: _Toc53055990][bookmark: _Toc53056081][bookmark: _Toc53056171][bookmark: _Toc53056259][bookmark: _Toc53055991][bookmark: _Toc53056082][bookmark: _Toc53056172][bookmark: _Toc53056260][bookmark: _Toc53055992][bookmark: _Toc53056083][bookmark: _Toc53056173][bookmark: _Toc53056261][bookmark: _Toc53055993][bookmark: _Toc53056084][bookmark: _Toc53056174][bookmark: _Toc53056262][bookmark: _Toc53055994][bookmark: _Toc53056085][bookmark: _Toc53056175][bookmark: _Toc53056263][bookmark: _Toc53055995][bookmark: _Toc53056086][bookmark: _Toc53056176][bookmark: _Toc53056264][bookmark: _Toc53055996][bookmark: _Toc53056087][bookmark: _Toc53056177][bookmark: _Toc53056265][bookmark: _Toc53055997][bookmark: _Toc53056088][bookmark: _Toc53056178][bookmark: _Toc53056266][bookmark: _Toc53055998][bookmark: _Toc53056089][bookmark: _Toc53056179][bookmark: _Toc53056267][bookmark: _Toc374120587][bookmark: _Toc328747426][bookmark: _Toc180067171][bookmark: _Toc374120588][bookmark: _Toc328747427]    METHOD OF AWARD AND PROPOSAL EVALUATION PROCESS
3.1 [bookmark: _Toc180067172]	METHOD OF AWARD
[bookmark: _Hlk513459402]North Carolina G.S. 143-52 provides a general list of criteria the State shall use to award contracts, as supplemented by the additional criteria herein. The Goods or Services being procured shall dictate the application and order of criteria; however, all award decisions shall be in the State’s best interest. All qualified proposals will be evaluated, and awards will be made to the Vendor(s) meeting the specific RFP Specifications and achieving the highest and best final evaluation, based on the criteria described below.
While the intent of this RFP is to award a Contract(s) to a single Vendor the State reserves the right to cancel this RFP in its entirety without awarding a Contract, if it is considered to be most advantageous to the State to do so. 
[bookmark: _Toc374120589]The State reserves the right to waive any minor informality or technicality in proposals received.
3.2 [bookmark: _Toc180067173]	CONFIDENTIALITY AND PROHIBITED COMMUNICATIONS DURING EVALUATION
[bookmark: _Toc445973022][bookmark: _Toc446593864]While this RFP is under evaluation, the responding Vendor, including any subcontractors and suppliers, is prohibited from engaging in conversations intended to influence the outcome of the evaluation. See the Paragraph 29 of the Instructions to Vendors entitled COMMUNICTIONS BY VENDORS.
[bookmark: _Hlk121904099]Each Vendor submitting a proposal to this RFP, including its employees, agents, subcontractors, suppliers, subsidiaries and affiliates, is prohibited from having any communications with any person inside or outside the using agency; issuing agency; other government agency office or body (including the purchaser named above, any department secretary, agency head, members of the General Assembly and Governor’s office); or private entity, if the communication refers to the content of Vendor’s proposal or qualifications, the content of another Vendor’s proposal, another Vendor’s qualifications or ability to perform a resulting contract, and/or the transmittal of any other communication of information that could be reasonably considered to have the effect of directly or indirectly influencing the evaluation of proposals, the award of a contract, or both. 
Any Vendor not in compliance with this provision shall be disqualified from evaluation and award. A Vendor’s proposal may be disqualified if its subcontractor and/or supplier engage in any of the foregoing communications during the time that the procurement is active (i.e., the issuance date of the procurement until the date of contract award or cancellation of the procurement). Only those discussions, communications or transmittals of information authorized or initiated by the issuing agency for this RFP or inquiries directed to the purchaser named in this RFP regarding requirements of the RFP (prior to proposal submission) or the status of the award (after submission) are excepted from this provision.  
3.3 [bookmark: _Toc179880801][bookmark: _Toc179880864][bookmark: _Toc179880918][bookmark: _Toc179881090][bookmark: _Toc179882115][bookmark: _Toc180067174]	PROPOSAL EVALUATION PROCESS
Only responsive submissions will be evaluated.
The State will conduct a One-Step evaluation of Proposals:
[bookmark: _Hlk529178466]Proposals will be received according to the method stated in the Proposal Submittal Section above.
All proposals must be received by the issuing agency not later than the date and time specified in the RFP SCHEDULE Section above, unless modified by Addendum. Vendors are cautioned that this is a request for offers, not an offer or request to contract, and the State reserves the unqualified right to reject any and all offers at any time if such rejection is deemed to be in the best interest of the State.
[bookmark: _Hlk121904128]At the date and time provided in the RFP SCHEDULE Section above, unless modified by Addendum, the proposal from each responding Vendor will be opened publicly and all offers (except those that have been previously withdrawn, or voided bids) will be tabulated. The tabulation shall be made public at the time it is created.  When negotiations after receipt of bids is authorized pursuant to G.S. 143-49 and 01 NCAC 05B.0503, only the names of offerors and the Goods and Services offered shall be tabulated at the time of opening. If negotiation is anticipated, cost and price shall become available for public inspection at the time of the award.  Interested parties are cautioned that these costs and their components are subject to further evaluation for completeness and correctness and therefore may not be an exact indicator of a Vendor’s pricing position.
At their option, the evaluators may request oral presentations or discussions with any or all Vendors for clarification or to amplify the materials presented in any part of the proposal.  Vendors are cautioned, however, that the evaluators are not required to request presentations or other clarification—and often do not. Therefore, all proposals should be complete and reflect the most favorable terms available from the Vendor. 
Upon completion of the evaluation process, the State will make award(s) based on the evaluation and post the award(s) to the electronic Vendor Portal (eVP), https://evp.nc.gov,  under the RFP number for this solicitation. Award of a Contract to one Vendor does not mean that the other proposals lacked merit, but that, all factors considered, the selected proposal was deemed most advantageous and represented the best value to the State.
The State reserves the right to negotiate with one or more vendors, or to reject all original offers and negotiate with one or more sources of supply that may be capable of satisfying the requirement, and in either case to require Vendor to submit a Best and Final Offer (BAFO) based on discussions and negotiations with the State.
3.4 [bookmark: _Ref391324175][bookmark: _Toc180067175]	EVALUATION CRITERIA
 BEST VALUE: "Best Value" procurement methods are authorized by N.C.G.S. §§143-135.9 and 143B-1350(h).  The award decision is made based on multiple factors, including: total cost of ownership, meaning the cost of acquiring, operating, maintaining, and supporting a product or service over its projected lifetime; the evaluated technical merit of the Vendor's offer; the Vendor's past performance; and the evaluated probability of performing the specifications stated in the solicitation on time, with high quality, and in a manner that accomplishes the stated business objectives and maintains industry standards compliance.  The intent of "Best Value" procurement is to enable Vendors to offer and the Agency to select the most appropriate solution to meet the business objectives defined in the solicitation and to keep all parties focused on the desired outcome of a procurement. 
A ranking method of source selection will be utilized in this procurement using evaluation criteria listed in order of importance in the Evaluation Criteria section below to allow the State to award this RFP to the Vendor(s) providing the Best Value and recognizing that Best Value may result in award other than the lowest price or highest technically qualified offer.  By using this method, the overall ranking may be adjusted up or down when considered with, or traded-off against, other non-price factors.
EVALUTION METHOD:  Narrative and by consensus of the evaluating committee, explaining the strengths and weaknesses of each proposal and why the recommended awardee(s) provide the best value to the State. 
All qualified proposals will be evaluated, and award made based on considering the following criteria listed in descending order of importance, to result in an award most advantageous to the State:
1. Vendor Technical Approach (Section 5.4)
1. Cost (Attachment A)
3.5 [bookmark: _Toc179880804][bookmark: _Toc179880867][bookmark: _Toc179880921][bookmark: _Toc179881093][bookmark: _Toc179882118][bookmark: _Toc180067176]	PERFORMANCE OUTSIDE THE UNITED STATES
Vendor shall complete ATTACHMENT F: LOCATION OF WORKERS UTILIZED BY VENDOR.  In addition to any other evaluation criteria identified in this RFP, the State may also consider, for purposes of evaluating proposed or actual contract performance outside of the United States, how that performance may affect the following factors to ensure that any award will be in the best interest of the State:
a) Total cost to the State
b) Level of quality provided by the Vendor
c) Process and performance capability across multiple jurisdictions
d) Protection of the State’s information and intellectual property
e) Availability of pertinent skills
f) Ability to understand the State’s business requirements and internal operational culture
g) Particular risk factors such as the security of the State’s information technology
h) Relations with citizens and employees
i) Contract enforcement jurisdictional issues
3.6 [bookmark: _Toc180067177]	INTERPRETATION OF TERMS AND PHRASES
This RFP serves two functions: (1) to advise potential Vendors of the parameters of the solution being sought by the State; and (2) to provide (together with other specified documents) the terms of the Contract resulting from this procurement. The use of phrases such as “shall,” “must,” and “requirements” are intended to create enforceable contract conditions.  In determining whether proposals should be evaluated or rejected, the State will take into consideration the degree to which Vendors have proposed or failed to propose solutions that will satisfy the State’s needs as described in the RFP.  Except as specifically stated in the RFP, no one requirement shall automatically disqualify a Vendor from consideration. However, failure to comply with any single requirement may result in the State exercising its discretion to reject a proposal in its entirety.
[bookmark: _Toc374120590][bookmark: _Toc180067178]4.0	  REQUIREMENTS
[bookmark: _Toc369692557][bookmark: _Toc370813241][bookmark: _Toc374120591][bookmark: _Toc370813242]This Section lists the requirements related to this RFP. By submitting a proposal, the Vendor agrees to meet all stated requirements in this Section as well as any other specifications, requirements, and terms and conditions stated in this RFP. If a Vendor is unclear about a requirement or specification or believes a change to a requirement would allow for the State to receive a better proposal, the Vendor is urged to submit these items in the form of a question during the question-and-answer period in accordance with the Proposal Questions Section above. 
4.1 [bookmark: _Toc180067179]	PRICING
[bookmark: _Toc377389885]Proposal price shall constitute the total cost to the State for complete performance in accordance with the requirements and specifications herein, including all applicable charges for handling, transportation, administrative and other similar fees. Complete ATTACHMENT A: PRICING FORM and upload in the Sourcing Tool. The pricing provided in ATTACHMENT A, or resulting from any negotiations, is incorporated herein and shall become part of any resulting Contract.
4.2 [bookmark: _Toc179880809][bookmark: _Toc179880872][bookmark: _Toc179880926][bookmark: _Toc179881098][bookmark: _Toc179882123][bookmark: _Toc180067180]	INVOICES
Vendor shall invoice the Purchasing Agency. The standard format for invoicing shall be Single Invoices meaning that the Vendor shall provide the Purchasing Agency with an invoice for each order. Invoices shall include detailed information to allow Purchasing Agency to verify pricing at point of receipt matches the correct price from the original date of order.  The following fields shall be included on all invoices, as relevant:
Vendor’s Billing Address, Customer Account Number, NC Contract Number, Order Date, Buyer’s Order Number Item Descriptions, Price, Quantity, and Unit of Measure.  
The vendor shall submit monthly invoices and contain the following items: 
a. A tabulation of the total amount due
b. A report of the session time. Session time is the time, in minutes and seconds, from the moment when a Relay Operator answers the incoming call and processes the call until Relay User disconnects. 
c. All monthly call detail reports required
INVOICES MAY NOT BE PAID UNTIL AN INSPECTION HAS OCCURRED AND THE GOODS OR SERVICES ACCEPTED.
4.3 [bookmark: _Toc180067181][bookmark: _Toc53056009][bookmark: _Toc53056100][bookmark: _Toc53056190][bookmark: _Toc53056278][bookmark: _Toc53056010][bookmark: _Toc53056101][bookmark: _Toc53056191][bookmark: _Toc53056279][bookmark: _Toc53056011][bookmark: _Toc53056102][bookmark: _Toc53056192][bookmark: _Toc53056280][bookmark: _Toc53056012][bookmark: _Toc53056103][bookmark: _Toc53056193][bookmark: _Toc53056281][bookmark: _Toc53056013][bookmark: _Toc53056104][bookmark: _Toc53056194][bookmark: _Toc53056282][bookmark: _Toc53056014][bookmark: _Toc53056105][bookmark: _Toc53056195][bookmark: _Toc53056283][bookmark: _Toc53056015][bookmark: _Toc53056106][bookmark: _Toc53056196][bookmark: _Toc53056284][bookmark: _Toc53056016][bookmark: _Toc53056107][bookmark: _Toc53056197][bookmark: _Toc53056285][bookmark: _Hlk88061369]	FINANCIAL STABILITY
As a condition of contract award, the Vendor must certify that it has the financial capacity to perform and to continue to perform its obligations under the Contract; that Vendor has no constructive or actual knowledge of an actual or potential legal proceeding being brought against Vendor that could materially adversely affect performance of this Contract; and that entering into this Contract is not prohibited by any contract, or order by any court of competent jurisdiction.
Each Vendor shall certify it is financially stable by completing ATTACHMENT G: CERTIFICATION OF FINANCIAL CONDITION. The State is requiring this certification to minimize potential issues from contracting with a Vendor that is financially unstable. From the date of the Certification to the expiration of the Contract, the Vendor shall notify the State within thirty (30) days of any occurrence or condition that materially alters the truth of any statement made in this Certification. The Contract Manager may require annual recertification of the Vendor’s financial stability.
4.4 [bookmark: _Toc180067182]	HUB PARTICIPATION 
[bookmark: _Hlk88477205][bookmark: _Hlk82600376]Pursuant to North Carolina General Statute G.S. 143-48, it is State policy to encourage and promote the use of small, minority, physically handicapped, and women contractors in purchasing Goods and Services.  As such, this RFP will serve to identify those Vendors that are minority owned or have a strategic plan to support the State’s Historically Underutilized Business program by meeting or exceeding the goal of 10% utilization of diverse firms as 1st or 2nd tier subcontractors. Vendor shall complete ATTACHMENT D: HUB SUPPLEMENTAL VENDOR INFORMATION.
4.5 [bookmark: _Toc180067183][bookmark: _Hlk81902720]	VENDOR EXPERIENCE
In its Proposal, Vendor shall provide informational proof that it is certified by the FCC to provide Telecommunications Relay Services for the State of North Carolina.  
FCC Certification Document Provided:   Yes ☐          No    ☐
Type of Documentation:  __________________________________________
4.6 [bookmark: _Toc180067184]	PERSONNEL
The vendor warrants that qualified personnel shall provide Services under this Contract in a professional manner.  “Professional manner” means that the personnel performing the Services will possess the skill and competence consistent with the prevailing business standards in the industry.  Vendor will serve as the prime contractor under this Contract and shall be responsible for the performance and payment of all subcontractor(s) that may be approved by the State.  Names of any third-party Vendors or subcontractors of Vendor may appear for purposes of convenience in Contract documents; and shall not limit Vendor’s obligations hereunder.  Vendor will retain executive representation for functional and technical expertise as needed in order to incorporate any work by third party subcontractor(s).
Should the Vendor’s proposal result in an award, the Vendor shall be required to agree that it will not substitute key personnel assigned to the performance of the Contract without prior written approval by the Contract Lead.  Vendor shall further agree that it will notify the Contract Lead of any desired substitution, including the name(s) and references of Vendor’s recommended substitute personnel.  The State will approve or disapprove the requested substitution in a timely manner.  The State may, in its sole discretion, terminate the Services of any person providing Services under this Contract.  Upon such termination, the State may request acceptable substitute personnel or terminate the contract Services provided by such personnel.
4.7 [bookmark: _Hlk171677324][bookmark: _Toc180067185]	VENDOR’S REPRESENTATIONS
[bookmark: _Toc445973041][bookmark: _Toc446593883][bookmark: _Toc53056023][bookmark: _Toc53056114][bookmark: _Toc53056204][bookmark: _Toc53056292][bookmark: _Toc53141786][bookmark: _Toc53142629][bookmark: _Toc53341974][bookmark: _Toc53342126][bookmark: _Toc53342191][bookmark: _Toc53342301][bookmark: _Toc53344082][bookmark: _Toc53413685][bookmark: _Toc62660412][bookmark: _Toc53056024][bookmark: _Toc53056115][bookmark: _Toc53056205][bookmark: _Toc53056293][bookmark: _Toc53141787][bookmark: _Toc53142630][bookmark: _Toc53341975][bookmark: _Toc53342127][bookmark: _Toc53342192][bookmark: _Toc53342302][bookmark: _Toc53344083][bookmark: _Toc53413686][bookmark: _Toc62660413][bookmark: _Toc53056025][bookmark: _Toc53056116][bookmark: _Toc53056206][bookmark: _Toc53056294][bookmark: _Toc53141788][bookmark: _Toc53142631][bookmark: _Toc53341976][bookmark: _Toc53342128][bookmark: _Toc53342193][bookmark: _Toc53342303][bookmark: _Toc53344084][bookmark: _Toc53413687][bookmark: _Toc62660414][bookmark: _Toc445973042][bookmark: _Toc446593884][bookmark: _Hlk88061431]If Vendor’s Proposal results in an award, Vendor agrees that it will not enter into any agreement with a third party that may abridge any rights of the State under the Contract.  If any Services, deliverables, functions, or responsibilities not specifically described in this solicitation are required for Vendor’s proper performance, provision and delivery of the Service and deliverables under a resulting Contract, or are an inherent part of or necessary sub-task included within such Service, they will be deemed to be implied by and included within the scope of the Contract to the same extent and in the same manner as if specifically described in the Contract.  Unless otherwise expressly provided herein, Vendor will furnish all of its own necessary management, supervision, labor, facilities, furniture, computer and telecommunications equipment, software, supplies and materials necessary for the Vendor to provide and deliver the Services and/or other Deliverables.
4.8 [bookmark: _Toc180067186]	AGENCY INSURANCE REQUIREMENTS MODIFICATION
A. Default Insurance Coverage from the General Terms and Conditions applicable to this Solicitation: 
☐  Small Purchases
☐  Contract value in excess of the Small Purchase threshold, but up to $1,000,000.00 
☒  Contract value in excess of $1,000,000.00
[bookmark: _Toc180067187]5.0  	SPECIFICATIONS AND SCOPE OF WORK
5.1 [bookmark: _Toc180067188]	GENERAL
[bookmark: _Hlk81902815][bookmark: _Toc374120617]Telecommunications Relay Services (TRS) allow persons who are deaf, hard of hearing, deafblind, or have speech disabilities to communicate by telephone in a manner that is functionally equivalent to telephone services used by persons without such disabilities. Under Title IV of the Americans with Disabilities Act, as amended, the Federal Communications Commission must ensure the provision of TRS. TRS is available in all 50 states, the District of Columbia, Puerto Rico, and all other U.S. territories for local, long distance, and international calls.
The Title IV of the American with Disabilities Act requires the Federal Communication Commission(FCC) “the use of existing technology and do not discourage or impair the development of improved technology”.  The FCC has used this directive to improve TRS and to foster the development of new technology, in all forms, of TRS, communications assistants (CAs) or other authorized intermediaries such as automated speech recognition (ASR) facilitate telephone calls between persons who are deaf, hard of hearing, or have speech disabilities and other individuals. There is no cost to the users. TRS providers are compensated from either a state or a federal fund, which is administered by the TRS Fund Administrator. Some forms of TRS have voice and hearing carryover options so callers may use their own voices or residual hearing if they prefer to do so. The FCC provides TRS consumer guide which discusses foreign language relay services.
5.2 [bookmark: _Toc465701150][bookmark: _Toc513192879][bookmark: _Toc513540031][bookmark: _Toc180067189]	SPECIFICATIONS 
[bookmark: _Hlk81902860]The specific items and any specifications that the Purchasing Agency is seeking are listed below. Items offered by the Vendor must meet or exceed the listed Specifications to be considered for award.
1) [bookmark: _Toc459794501]Technical, Functional Mandatory Minimum FCC Standards
Vendor shall comply with and meet or exceed all operational, technical and functional mandatory minimum standards in FCC Rules and Order governing Telecommunications Relay Service (TRS) - 4 ,, Telecommunications Relay Services Emergency Calling Requirements - 47 CFR §Subpart E, and TRS Customer Proprietary Network Information - 47 CFR §Subpart EE unless a waiver of specific regulations has been adopted by the FCC. 

2) Commencement
Vendor shall commence the uninterrupted availability of TRS no later than 12:01 a.m. EST on Saturday, July 1, 2025. 
Business Continuity or Contingency Plan
Vendor shall develop and maintain a business continuity or contingency plan to maintain or minimize disruption or downtime in the delivery of TRS, to the maximum extent possible, in the event of force majeure, pandemics, epidemics, fire, riot, acts of God, terrorist acts or other acts of political sabotage, or war.  Vendor shall provide a copy of the business contingency plan to DSDHH upon request. 
Vendor shall ensure proposer’s TRS centers are equipped with redundant systems for power, using a combination of battery backup, commercial uninterrupted power supply, or auxiliary generator to supply uninterruptible power supply to the TRS centers for a minimum of eight (8) hours.  Redundant systems for power include automatic call distributer/telecom switching equipment, call processing servers, data network servers and Local Area Network gear. 
3) Upgrades and Downtime: 
Vendor shall report significant scheduled TRS network upgrades at least two (2) business days prior to the event for any changes to the TRS platform.  If Vendor knows in advance that the event will negatively impact consumers or the provision of TRS, vendor shall notify DSDHH as early as practical, but not less than two (2) business days to assist in identifying options for mitigating impact and notifying consumers. 
Vendor shall notify DSDHH within one (1) business day if a major problem occurs, i.e., disruption or downtime of TRS that lasts more than fifteen (15) minutes.  Vendor shall file a succinct report that includes at a minimum of the following information:  
a. Explanation of issue, 
b. How and when the issue occurred, 
c. What was required to rectify the issue, and 
d. Date and time TRS returned to full operation. 

Vendor shall file the report within thirty (30) business days after becoming aware of the issue. 
4) Complaint Log
Pursuant to 47 CFR §64.604 (c)(1)(i)(ii), Vendor shall maintain a log of consumer complaints including all complaints about TRS in North Carolina, whether filed with the Vendor or DSDHH, and must retain the log until the next application for certification is granted. See also Telecommunications Relay Services and Speech-to-Speech services for Individuals with Hearing and Speech disabilities, Report and Order and Further Notice of Proposed Rulemaking, 15 FCC Rcd 5140, 5144 -5145, para. 9 (2000) (Improved TRS Order).  Vendor shall submit a draft of the annual complaint log to DSDHH two (2) weeks prior to the due date set by the FCC of each year.
5) Interstate TRS Fund Annual State Data Request
Pursuant to FCC Order 07-186, Vendor shall provide Division with the data for Interstate TRS Fund State Annual Data Request. Vendor shall submit the TRS Fund Annual Data Request to Division two (2) weeks prior to the due date set by the FCC each year. 
6) North Carolina TRS Program Certification
Vendor shall provide to Division by the date mutually agreed upon by the Vendor and Division all pertinent federally required information essential to the North Carolina Program Recertification Application with the FCC.
7) Traffic Report
Vendor shall email a cumulative monthly traffic report for the fiscal year to Division by the 21st of the following month of the preceding month. Division may request Vendor to create charts on the traffic report to make a graphical representation of usage, billable minutes, number of subscribers and call volume.  
8) Annual Report: 
Vendor shall develop and submit an annual report based on information from the fiscal year (July 1 – June 30) of each year preceding the due date of the annual report and includes, at a minimum, the following: 
a. Annual Traffic report including TRS, and STS
b. Annual report of TRS, STS data including Statistics in Session Minutes; total call volume; and Customer Contact log in annual outcome report for any optional services
9) Transition
Per 47 CFR 64.604(c)(7) the Vendor must comply for the transfer of TRS customer information. Unless there is profile data from the outgoing TRS vendor to the incoming TRS vendor unless a waiver of specific regulations has been adopted by the FCC. 
10) Optional Services
The vendor may include optional services to the TRS in the RFP, such as Relay Conference Captioning (RCC). If the vendor proposes RCC, they must comply and agree with the following minimum standards: 
a. Requestor must be a resident of the State of North Carolina; 
b. Proof of hearing, combined vision and hearing loss, or speech disability; 
c. All RCC calls require prior approval by state TRS administrator. 
d. Relay NC must receive confirmation from requestor that they are participating remotely/virtually teleconference meeting.

The vendor must describe in detail the type of service, the available hours and show ability to meet the minimum standards of such service in Cost Table 2, on page 20 of this RFP.
6.0 [bookmark: _Toc179880820][bookmark: _Toc179880883][bookmark: _Toc179880937][bookmark: _Toc179881109][bookmark: _Toc179882134][bookmark: _Toc179880823][bookmark: _Toc179880886][bookmark: _Toc179880940][bookmark: _Toc179881112][bookmark: _Toc179882137][bookmark: _Toc180067191]	CONTRACT ADMINISTRATION
All Contract Administration requirements are conditioned on an award resulting from this solicitation. This information is provided for the Vendor’s planning purposes.




6.1 [bookmark: _Toc179295122][bookmark: _Toc180067192]	CONTRACT MANAGER AND CUSTOMER SERVICE
The Vendor shall be required to designate and make available to the State a contract manager.  The contract manager shall be the State’s point of contact for Contract related issues and issues concerning performance, progress review, scheduling, and service.
	Contract Manager Point of Contact

	Name:
	

	Office Phone #:
	

	Mobile Phone #:
	

	Email: 
	



The Vendor shall be required to designate and make available to the State for customer service.  The customer service point of contact shall be the State’s point of contact for customer service-related issues.
	Customer Service Point of Contact

	Name:
	

	Office Phone #:
	

	Mobile Phone #:
	

	Email: 
	



6.2 [bookmark: _Toc179295123][bookmark: _Toc180067193]  	 CONTINUOUS IMPROVEMENT
The State encourages the Vendor to identify opportunities to reduce the total cost the State. A continuous improvement effort consists of various ways to enhance business efficiencies as performance progresses.
[bookmark: _Toc171684336][bookmark: _Toc171684546][bookmark: _Toc171684650][bookmark: _Toc171684337][bookmark: _Toc171684547][bookmark: _Toc171684651][bookmark: _Toc171684338][bookmark: _Toc171684548][bookmark: _Toc171684652][bookmark: _Toc171684339][bookmark: _Toc171684549][bookmark: _Toc171684653][bookmark: _Toc171684340][bookmark: _Toc171684550][bookmark: _Toc171684654][bookmark: _Toc179295075][bookmark: _Toc179295121][bookmark: _Toc180067194]6.3   	PERIODIC MONTHLY STATUS REPORTS 
The Vendor shall be required to provide the following reports: Traffic Reports to the designated Contract Lead on a monthly basis. This report shall include, at a minimum, information concerning work accomplished during the reporting period (monthly) the following: issues including complaints; notification of any significant changes to the FCC ruling/regulations. Traffic Reports showing traffic for TRS, Speech to Speech (STS) and Spanish calls shall include, but not limited to, number of calls handled, number of blocked/busy/no answer calls, average length of calls, statistics in session minutes, total call volume and number of subscribers/users. These reports shall be well organized and easy to read.  The Vendor shall submit these reports electronically using the format required by the Purchasing Agency.  The Vendor shall submit the reports in a timely manner and on a regular schedule as agreed by the parties.  
Within ten (10) business days of the award of the Contract the Vendor shall submit a final work plan and a sample report, both to the designated Contract Lead for approval.
6.4 [bookmark: _Toc88056097][bookmark: _Toc446593893][bookmark: _Toc180067195][bookmark: _Toc445973051]   	ACCEPTANCE OF WORK 
Performance of the work and/or delivery of Goods shall be conducted and completed at least in accordance with the Contract requirements and recognized and customarily accepted industry practices. Performance shall be considered complete when the Services or Goods are approved as acceptable by the Contract Administrator. 
The State shall have the obligation to notify Vendor, in writing ten (10) calendar days following completion of such work or delivery of a deliverable described in the Contract that it is not acceptable.  The notice shall specify in reasonable detail the reason(s) it is unacceptable.  Acceptance by the State shall not be unreasonably withheld; but may be conditioned or delayed as required for reasonable review, evaluation, installation, or testing, as applicable to the work or deliverable.  Final acceptance is expressly conditioned upon completion of all applicable assessment procedures.  Should the work or deliverables fail to meet any specifications, acceptance criteria or otherwise fail to conform to the Contract, the State may exercise any and all rights hereunder, including, for Goods deliverables, such rights provided by the Uniform Commercial Code, as adopted in North Carolina.
6.5 [bookmark: _Toc180067196]	   FAITHFUL PERFORMANCE 
Any Contract may include terms ensuring a vendor’s performance such as: (1) a bond, or similar assurance; (2) liquidated damages; (3) a percentage of the Contract value held as a retainage; (4) withholding final payment contingent on acceptance of the final deliverable; and (5) any other provision that assures performance of the Vendor. The parties agree that the Vendor shall be subject to the following faithful performance requirements: 
For purposes of failing to meet FCC minimum performance standards, the following liquidated damages shall be established:
	#
	Performance Standard
	Measurement
	Period 
	Remedy

	1
	 Service Level
	85 percent of calls answered within 10 seconds 
	Daily 
	$100/calendar day

	2
	FCC Complaint Resolution
	Minimum FCC standards (30 days or less)
	Per complaint
	$100/complaint

	3
	Non- FCC Complaint Resolution
	Resolution time for complaints not related to FCC standards (30 days or less)
	Per complaint
	$100/complaint



6.6 [bookmark: _Hlk171679951][bookmark: _Toc180067197]   	TRANSITION ASSISTANCE
One-year prior to the expiration of the Contract term, the Vendor must provide the State with a “Transition Out” Plan that documents and demonstrates how the Relay NC services and operation will be transferred to a potential new vendor(s). The Vendor shall be in compliance with the FCC’s Regulations 47 CFR 64.604(c)(7).   
If a Contract results from this solicitation, and the Contract is  canceled prior to its expiration, for any reason, Vendor shall provide transition plan to the State, at the option of the State, for up to sixty days to allow for the expired or canceled portion of the Services to continue without interruption or adverse effect, and to facilitate the orderly transfer of such Services to the State or its designees.  If the State exercises this option, the Parties agree that such transition assistance shall be governed by the terms and conditions of the Contract (notwithstanding this expiration or cancellation), except for those Contract terms or conditions that do not reasonably apply to such transition assistance.  The State shall agree to pay Vendor for any resources utilized in performing such transition assistance at the most current rates provided by the Contract for performance of the Services or other resources utilized.  
6.7 [bookmark: _Toc171684347][bookmark: _Toc171684557][bookmark: _Toc171684661][bookmark: _Toc171684348][bookmark: _Toc171684558][bookmark: _Toc171684662][bookmark: _Toc171684349][bookmark: _Toc171684559][bookmark: _Toc171684663][bookmark: _Toc180067198]   	DISPUTE RESOLUTION
During the performance of the Contract, the parties agree that it is in their mutual interest to resolve disputes informally.  Any claims by the Vendor shall be submitted in writing to the State’s Contract Manager for resolution. Any claims by the State shall be submitted in writing to the Vendor’s Project Manager for resolution. The Parties shall agree to negotiate in good faith and use all reasonable efforts to resolve such dispute(s).  
During the time the Parties are attempting to resolve any dispute, each shall proceed diligently to perform their respective duties and responsibilities under this Contract.  The Parties will agree on a reasonable amount of time to resolve a dispute.  If a dispute cannot be resolved between the Parties within the agreed upon period, either Party may elect to exercise any other remedies available under the Contract, or at law.  This provision, when agreed in the Contract, shall not constitute an agreement by either party to mediate or arbitrate any dispute.
6.8 [bookmark: _Toc180067199]   	CONTRACT CHANGES
Contract changes, if any, over the life of the Contract shall be implemented by contract amendments agreed to in writing by the State and Vendor. Amendments to the contract can only be through the contract administrator.
[bookmark: _Toc374120630][bookmark: _Toc374120637][bookmark: _Hlk51782141]

[bookmark: _ATTACHMENTS][bookmark: _Toc171684381][bookmark: _Toc171684591][bookmark: _Toc171684695][bookmark: _Toc62658532][bookmark: _Hlk51783765][bookmark: _Hlk53064086]
[bookmark: _Toc180067200]7.0     ATTACHMENTS
[bookmark: _Hlk88061554][bookmark: _Hlk88477429]All attachments to this RFP are incorporated herein and shall be submitted by responding in the Sourcing Tool. These attachments can be found at the following Vendor Forms link for reference purposes only: 
https://ncadmin.nc.gov/documents/vendor-forms 


[bookmark: _Toc180067201]ATTACHMENT A: COST PROPOSAL
Complete and return this Cost Proposal 
Vendor’s Cost Proposal
1. The costs quoted in this Cost Proposal were developed independently, without consultation, communication, or agreement with any other Vendor or any competitor.
1. The costs quoted in this Cost Proposal have not been disclosed by the Vendor, directly or indirectly, to any other Vendor or any competitor; and
1. No attempt has been made or will be made by the Vendor to induce any other person or firm to submit or not submit a proposal for the purpose of restricting competition.


______________________________________________________________________________________________
Signature	Date

______________________________________________________________________________________________
Printed Name	Title

[The Cost Proposal Must Be Signed by the Same Individual Who Signed The Execution Page]
[Unsigned Cost Proposals Will Not Be Reviewed]
[bookmark: _Toc171328204]
Instructions
[bookmark: _Toc171328205](1)	Use the following Cost Tables to create the Cost Proposal.
[bookmark: _Toc171328206](2)	Do not use any other tables or forms.
[bookmark: _Toc171328207](3)	Do not modify the contents of any of the shaded cells in the Cost Tables.
[bookmark: _Toc171328208](4)	No estimates or contingencies shall be allowed. 
[bookmark: _Toc171328209](5)	All volume discounts, if any, must be included in the Vendor’s cost proposal.  
[bookmark: _Toc171328213](6)	Unsigned Cost Proposals will be rejected by the State.
[bookmark: _Toc171328214](7)	Vendor shall enter Cost per Session Minute for Telecommunications Relay Services in Cells A-2 of Cost Table 1. Multiply the Cost per Minute Session by the Estimated Annual Number of Billable Minutes shown in Cells B-2 and enter the product of the multiplication in Cells C-2 and C-3.  
Cost Table 1: TRS 
	
	
	A
	
	B
	
	C

	1
	Service
	Cost Per Session Minute
	
	Estimated Annual Number of Billable Minutes by Service
	
	Estimated Annual Cost

	2
	Telecommunications Relay Services
	$
	x
	122,000
	=
	$

	3
	Total Estimated Annual Cost of TRS 
	$



[bookmark: _Toc171328215](8)	Vendors offering Optional Services pursuant to RFP Section 5.2, 11)  must provide a shorthand description of those services in column A of Cost Table 2 and must provide their cost for each service in column B of Cost Table 2. Vendors may add additional rows to Cost Table 2 if they wish to quote costs for more than five (5) Optional Services. The costs bid in Cost Table 2 will be binding upon the Vendor and the State if the State elects, at the time of contract award, to purchase one (1) or more of the optional services offered.
Cost Table 2: Optional Services
	A
	B

	Description of Optional Services
	Unit Cost

	
	$

	
	$

	
	$

	
	$

	
	$
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