Request for Proposals (RFP)

VISUAL COMMUNICATION SERVICES
(With all three Amendments)

PROJECT NO. 050B3400001

MARYLAND

Department of Budget
and Management

Issue Date: September 28, 2012

NOTICE:

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

Minority Business Enterprises are Encouraged to Respond to this Solicitation



VENDOR COMMENTS

To help us improve the quality of State solicitations and make our procurement process more
responsive and business-friendly, we ask that you take a few minutes to complete this form.
Please email (jepstein@dbm.state.md.us) or fax (410-974-3274) this completed form to the
attention of Ms. Joy Epstein. Thank you for your assistance.

Bid/Proposal Number: 050B3400001 Entitled: Visual Communication Services
I If you are not bidding/proposing, please indicate why:

Other commitments preclude our participation at this time.

The subject of the contract is not in our business line.

We lack experience in the work/commodities required.

The scope of work is beyond our current capacity.

We cannot be competitive. (Please explain below.)

The specifications are either unclear or too restrictive. (Please explain
below.)

Bid/proposal requirements, other than specifications, are unreasonable or
too risky. (Please explain below.)

Time for completion is insufficient.

Bonding/insurance requirements are prohibitive. (Please explain below.)
Doing business with government is simply too complicated.

Prior experience with State of Maryland contracts was unprofitable or
otherwise unsatisfactory. (Please explain below.)

o Other:

o O O O O o0 o

O O OO

I1. Please explain your response further, offer suggestions, or express concerns. (Use reverse or
attach additional pages as needed.)

Remarks:

OPTIONAL:

Vendor Name: Date:
Contact: Phone:

Address or email:

THANK YOu!!!
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KEY INFORMATION SUMMARY SHEET

STATE OF MARYLAND
Visual Communication Services

Request for Proposals

PROJECT NUMBER - 050B3400001
RFP Issue Date: September 28, 2012

RFP Issuing Office: Department of Budget and Management
Division of Procurement Policy and Administration

Procurement Officer: Ms. Joy Epstein
Phone: (410) 260-7570/Fax: (410) 974-3274
Email: jepstein@dbm.state.md.us

Proposals are to be sent to: Department of Budget and Management
Division of Procurement Policy & Administration
45 Calvert Street, Room 143
Annapolis, MD 21401
Attention: Ms. Joy Epstein

Pre-Proposal Conference: October 16, 2012, 10:00 AM (Local Time)
For directions see Attachment G =~ MDOT Headquarters

7201 Corporate Center Drive

Harry Hughes Room, Suite 2

Hanover, MD 21076

Closing Date and Time: Fuesday) (Wednesday), Octeber-30-November 14, 2012
at 2:00 PM (Local Time)

Entities/Organizations are invited to submit proposals substantiating in detail their
gualifications and capabilities to provide Maryland State agencies, Maryland Local
Governments and Maryland Not-for-Profits with On-site Visual Language Interpretation;
On-site  Computer Assisted Real-Time Transcription (CART); Video Remote
Interpretation (VRI); and/or Remote CART.

NOTICE
Prospective Offerors who have received this document from the Department of Budget and Management’s web site
or https://emaryland.buyspeed.com, or who have received this document from a source other than the Procurement
Officer, and who wish to assure receipt of any changes or additional materials related to this RFP, should
immediately contact the Procurement Officer and provide their company name, contact name, email address,
mailing address, and telephone number so that amendments to the RFP or other communications can be sent to them
via email. Contact the Procurement Officer to obtain an electronic file of the RFP in Microsoft software.

Minority Business Enterprises are encouraged to respond to this solicitation.
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SECTION 1 - GENERAL INFORMATION

1.1  Summary Statement

1.1.1 This Request for Proposals (RFP) invites prospective Offerors to submit proposals to the
Maryland Department of Budget and Management (DBM), a principal department of the
State of Maryland (State), substantiating in detail their qualifications and capabilities to
provide Maryland State agencies and other entities (see RFP 8 1.26) with competent,
Continuously Available services to minimize or eliminate any language barrier in the
following four (4) Service Categories:

o Category I- On-Site Visual Language Interpretation;

o Category II- On-Site Computer Assisted Real-Time Transcription (CART);
o Category IlI- Video Remote Interpretation (VRI); and

o Category IV- Remote CART.

1.1.2 Offerors shall be able to provide interpretive services and meet all of the requirements
requested in this solicitation in the category for which it is proposing. Optional services which
may be requested for Category | include but are not limited to Oral Transliteration, Cued
Speech Transliteration, SEE + SEEland SEE-H-SEE2, Tactile Services, and Certified Deaf
Interpretation (CDI). Optional services which may be requested for Category Il include but are
not limited to Oral Transliteration, Cued Speech Transliteration, SEE} SEE1 and SEEH SEE2 ,
and Certified Deaf Interpretation (CDI). Due to the infrequent need for transliterators for these
optional services, Offerors will be evaluated in the technical ranking, but not excluded from
proposing for these two (2) Categories if the Offeror does not offer the optional services. (See
RFP § 2.3 and 8§ 2.5) The same Offeror may be awarded a Contract for one (1), two (2), three (3),
or all four (4) Categories.

1.1.3 DBM intends to award Contracts within Service Categories | and 11 for up to five (5)
Offerors whose proposals are deemed most advantageous to the State within each of the five (5)
Regions. Contractors with the highest overall ranking will be selected first in each Region. If
that contractor is not available or does not respond within the required timeframe stated on the
request, or cannot provide the specific requirements, the next highest ranked Offeror will be
selected.

1.1.3.1 Routine Requests - The initial request will go to the highest ranked Contractor within
the Region where the Assignment will take place. If this Contractor cannot provide services on
the requested date or fails to respond within the stated timeframe on the request, the next highest
ranked Contractor will be assigned the work. If that Contractor is unable to provide services,
contact will continue in the order of overall Contractor ranking until the order is filled or all
Contractors in a region have been contacted. Response times will be structured on three (3) types
of notices: a. longer term of thirty (30) days or more notice; b. medium term of six (6) days to
twenty nine (29) days notice; or c. shorter term of three (3) days to five (5) days notice. Longer
term responses will be within five (5) calendar days after the submission of the request, medium
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term responses will be within two (2) calendar days after the submission of the request, and
shorter term responses will be within one (1) calendar day after the submission of the request. If
no Contractor is available in the Region, the request will go to all Contractors in all Regions and
be fulfilled by the first Contractor to respond.

1.1.3.2 Emergency and Expedited Requests- Due to the nature of emergencies that may arise,
Expedited and Emergency Requests will follow a different ordering process than routine
Assignments. For both emergency and expedited Assignments, the requesting agency will
verbally contact each Contractor in order of highest ranked to lowest ranked Contractor until
a confirmation of Assignment is completed. Written request documentation for invoicing
purposes will follow within five (5) calendar days.

1.1.3.3 Categories | and 11 Regions:
0 Region I-Western Region
o0 Allegany County
o0 Frederick County
o0 Garrett County
0 Washington County
0 Region II-Central Region
o0 Anne Arundel County
o Baltimore City
o Baltimore County
o Carroll County
o Harford County
o0 Howard County
0 Region Ill-Eastern Region
o Caroline County
o Cecil County
0 Dorchester County
0 Kent County
0 Queen Anne’s County
0 Somerset County
o Talbot County
0 Wicomico County
o]

Worcester County
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0 Region IV-Capital Region

o0 Montgomery County

o0 Prince George’s County
0 Region V-Southern Region

o Calvert County

0 Charles County

o0 St. Mary’s County

1.1.4 DBM intends to award Contracts within Service Categories 111 and IV to two (2)
Offerors, one (1) Primary and one (1) Secondary, for each category whose proposal(s) are
deemed most advantageous to the State. The Primary Contractor will receive the Assignment
first. If the Primary is unavailable or does not respond within the required timeframe stated on
the request, the Secondary Contractor will receive the award.

1.2 Abbreviations and Definitions

For purposes of this RFP, the following abbreviations and terms have the meanings indicated
below:

a. Assignment - The work which results from Routine, Emergency and Expedited Requests
for services submitted to the awarded Contractor(s).

b. ASL - American Sign Language.

c. Base of Operations — Location from which an interpreter will be traveling to reach a
destination of on-site language translation, e.g., the interpreter’s home, or businesss—e+prior
nterpreting-Assighment:

d. BPW - The Maryland Board of Public Works.

e.  Business Days- means the official working days of the week to include Monday through
Friday. Official working days excludes State Observed Holidays as defined in RFP 81.2 gg.

f. CCP- Certified CART Providers.

g. CDI- Certified Deaf Interpreters. A Certified Deaf Interpreter (CDI) is an individual who
is deaf or hard of hearing and has been certified by the Registry of Interpreters for the Deaf
(RID) as an interpreter.

h.  Client — The individual for whom visual communication services are being requested
through the Requesting Agency/Entity. This individual could be a person requesting/receiving
services from the Requesting Agency/Entity, a litigant, etc.

i. COMAR - Code of Maryland Regulations available on-line at www.dsd.state.md.us.

J. Computer Assisted Real-Time Transcription (CART) — The instant verbatim
translation of the spoken word into English text by a CART provider using a stenotype
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machine, notebook computer and real-time software. Also known in the industry as
Communication Access Real-time Translation.

k.  Continuously Available — Provision of translation services on a 24-hours per day, 7 days
per week, 365 days per year basis (366 days in a leap year).

I.  Contract — The Contract awarded to a successful Offeror pursuant to this RFP. A
sample of the Contract is included in this RFP as Attachment A.

m. Contract Administrator — The State representative, designated in Section 1.8, who is
primarily responsible for managing the daily activities of the Contract and providing technical
guidance to the Contractor.

n.  Contractor — A selected Offeror that is awarded a Contract by the State. References in
this RFP to a singular Contractor shall, unless the context provides otherwise, mean any and all
Contractors in any Service Category/Region for which a Contract has been awarded.

0. Contractor Representative — The Representative appointed by the Contractor who is
responsible for the daily management and administrative functions of the Contract from the
Contractor’s perspective.

p. Cued Speech Transliteration — Mode of communication in which the interpreter uses
eight hand-shapes in four locations (“cues”) in combination with the natural mouth movements
of speech to clarify ambiguous mouth movements for lip readers.

g. DBM - Maryland Department of Budget and Management.

r.  Emergency Request — Requests for services for Categories | and 1l that are sent by the
Requesting Agency/Entity within twenty-four (24) hours notice.  Verbal requests shall be
permitted due to the short timeframe. Requesters will make every effort to request services
within the Region where the Assignment will take place (see RFP § 1.1.3.2).

s.  Expedited Request — Requests for services for Categories | and Il that are sent by the
Requesting Agency/Entity with fewer than seventy-two (72) hours but greater than, or equal to
twenty-four (24) hours notice. Verbal requests shall be permitted due to the short timeframe.
Requesters will make every effort to request services within the Region where the Assignment
will take place (see RFP § 1.1.3.2).

t. Fully Loaded — Means the inclusion in billing rates of all profit, direct and indirect costs
associated with providing services. The indirect costs shall include all costs that would
normally be considered general, administrative, clerical, and/or Routine Travel costs, or costs
that are in any way allocated by the Contractor against direct labor hours as a means of
calculating profit or recouping costs. General, administrative, clerical, and Routine Travel costs
cannot be billed to the State under this Contract. Only fully-loaded hourly/minute rates may be
billed to the State. See Attachment D (Financial Proposal Form and Instructions). Mileage for
Non-Routine Travel may be billed to the State pursuant to RFP § 2.7 4 A3.

u. Go Live Date - t—The date when the Contractor must begin prowdlng services required
by - an
eentmensaﬁen—and—ar&pneﬁe—ﬂm—@e—lzwe@a%e Contract! mcludmg the reguwements of th
REP, and the offerings in the Technical Proposal, for the compensation contained in the
Einancial Proposal.
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V. Interpreter- A sign language interpreter is a person trained in translating between a
spoken and a signed language. This usually means someone who interprets what is being said
and signs it for someone who can't hear, but understands sign.

w. Local Time — Time in the Eastern Time Zone as observed by the State of Maryland.

X.  MBE - A Minority Business Enterprise certified as such by the Maryland Department of
Transportation under COMAR 21.11.03.

y.  NAD- National Association of the Deaf.
z.  NIC- National Interpreter Certification.

aa. NCI - National Council on Interpreting, issuing entity of the NAD-RID National
Interpreter Certification (NIC) for sign language. Organization formed based on the
collaboration of Registry of Interpreters for the Deaf (RID) and National Association of the
Deaf (NAD).

bb. NCRA - National Court Reporters Association, an issuing entity of these certifications:
Certified Professional (CP), Registered Professional Reporter (RPR), Registered Merit
Reporter (RMR), Registered Diplomate Reporter (RDR), Certified Real-time Reporter (CRR),
Certified Broadcast Captioner (CBC), and Certified CART Provider (CCP).

cc. Non-Routine Travel — Travel to the location of an on-site Assignment beyond the thirty
(30)-mile radius of the Base of Operations for which the Contractor will be reimbursed mileage
(see RFP § 2.7.2 (8). A3)- The first thirty (30) miles of Non-Routine travel conducted by
automobile will be treated as Routine Travel and, as described in this definition, will not be
reimbursed.

dd. Non-Standard Hours — All hours not specified as Standard Hours.

ee. Not-for-profit entity — A corporation incorporated in the State or otherwise qualified to
do business in the State that has been determined by the Internal Revenue Service to be exempt
from taxation under 8§ 501(c)(3), (4), or (6) of the Internal Revenue Code. SFP § 13-110 (6)

ff.  Notice To Proceed (NTP) — A written notice from the Procurement Officer of the “Go
Live Date” directing the Contractor to begin immediately or as of a specific date contained in
the NTP. Additional NTPs may be issued by either the Procurement Officer or the Contract
Administrator regarding the start date for any service included within this RFP with a delayed,
or non-specified implementation date.

gg. Observed Holidays or Holidays — The following are the Observed Holidays for this
RFP. Each Holiday will start at 12:00 a.m. and end at 11:59 p.m. on that day: New Year’s
Day; Memorial Day; Independence Day; Labor Day; Thanksgiving Day; and Christmas Day.

hh. Offeror — An entity that submits a proposal in response to this RFP.

ii.  On-Site- Means that the vendor must provide a Transcriber/Interpreter at the assigned
location.

jJ. On-Site Agency/Entity Representative — An individual authorized by the State to
validate the information contained in Section B of the On-site Interpreter Assignment Sheet,
See Attachment M.

kk. On-Site CART- Computer Assisted Real-time Transcription performed on-site.
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II.  On-Site Interpreter/Transcriber Assignment Sheet — Form that must be completed by
all on-site interpreters/transcribers for each On-site Visual Language Interpretation and CART
service requests. See Attachment M.

mm. On-Site Visual Language Interpretation — Real-time, in-person visual language
interpretation, such as American Sign Language, Pidgin Signed English, Signed Exact English
(I'and 1), Oral, Tactile and/or Cued Speech.

nn. Oral Transliteration — The interpretive process by which oral interpreters convey
information to clients who are deaf or hard of hearing and who rely solely on speech reading
for communication. An oral interpreter enunciates, repeats, and/or rephrases a speaker's
remarks using natural lip movements and gestures, carefully choosing the words that are more
visible on the lips.

00. PSE - Pidgin Signed English.

pp. Procurement Officer — The State representative designated in Section 1.8, who is
responsible for the administration of the Contract, determining scope issues, and is the only
State representative that can authorize changes to the Contract. DBM may change the
Procurement Officer at any time by written notice to the Contractor.

qqg. Remote CART - The instant verbatim translation of the spoken word into English text
by a remote CART provider using a computer and real-time software through an Internet or
telephone connection from an off-site location.

rr.  Request For Proposals (RFP) — This Request for Proposals for the Maryland
Department of Budget and Management, Project Number 050B3400001 dated September 28,
2012, including any amendments.

ss. Requesting Agency/Entity — The specific Maryland State government agency, or non-
State of Maryland government entity, or Maryland not-for-profit entity (see RFP § 1.27)
requesting services pursuant to the Contract(s) awarded through this RFP.

tt.  Requesting Agency/Entity Representative — A Representative of the specific Maryland
State government agency, non-State of Maryland government entity, or Maryland not-for-
profit entity (see RFP § 1.27) serving as the contact person for billing and all other purposes
related to the request of services pursuant to the Contract(s) awarded through this RFP. A
Requesting Agency/Entity may designate more than one individual authorized to initiate
requests.

uu. RID - Registry of Interpreters for the Deaf.

vv. Routine Request — Requests for services that are sent by the Requesting Agency/Entity
with greater than or equal to three (3) calendar days notice.

ww. Routine Travel — Travel within a thirty (30)-mile radius of the interpreter’s Base of
Operations to the location of an on-site Assignment. There will be no payment for
hourly/minute rates for travel time or reimbursement for any travel expenses for work
performed within this radius.

xX. SEE1 - Seeing Essential English. SEE1 uses ASL signs but it implements English word
order and other grammatical markers, such as conjugation. In SEEL, all compound words are
formed as separate signs. SEE1 also uses the same sign for all homonyms-the same sign is

050B3400001 6 Visual Communication Services



used to sign blue and blew. Many gestures from ASL are initialized in SEE1. Grammatical
markers also have signs of their own, including the —ing ending and articles such as the, which
are not typically included in ASL. The verb “to be” is unique in SEE1; is, am and are can be
signed in the same way, again using initialization.

yy. SEE2 - Signing Exact English. Many features of SEE2 are identical to the system used
in SEE1. Initializations and grammatical markers are used in SEE2, but compound words with
an equivalent ASL sign are used as the ASL sign. Signing Exact English uses more markers
than the fourteen (14) used in SEEL.

zz. Standard Hours - Standard Hours are weekdays (Monday through Friday) from
8:00a.m. to 11:00 p.m. Local Time, excluding Observed Holidays.

aaa. State — Means the State of Maryland.

bbb. Subcontractor — an individual or entity that the Offeror plans to utilize for the
purposes of services covered under this contract.

ccc. Tactile Interpretation — A technique where the client places her/his hands over the
hands of the interpreter, in order to read signs through touch and movement. The interpreter
should supply both auditory and visual information to the client.

ddd. Transcriber- Transcriber provides a word-for-word display of the spoken message. The
provider uses specialized transcription software and hardware to provide a real-time print
version of information presented auditorially.

eee. User ID - The identification code assigned by the Contractor to the
RequestingAgency/Entity for billing and contact purposes for services requested pursuant to
the Contract(s) awarded through this RFP.

fff. Validated Complaint — A complaint investigated by the Contractor whereby it is
determined that an interpreter did not possess the skills necessary to meet the job requirements
and/or did not comply with the professional code of ethics.

ggg. Video Remote Interpretation (VRI) - Requires the interpreter to use video
conferencing equipment to provide visual language interpreting services from an off-site
location to the individual requiring the visual language interpretation service.

1.3  Pre-Proposal Conference

A Pre-Proposal Conference (Conference) will be held on Tuesday, October 16, 2012, beginning
at 10:00 AM (Local time), at the following location:

MDOT Headquarters
7201 Corporate Center Drive
Harry Hughes Room, Suite 2
Hanover, MD 21076
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All interested prospective Offerors are encouraged to attend the Pre-Proposal Conference in
order to facilitate better preparation of their proposals and understanding of the RFP
requirements.

As promptly as is feasible subsequent to the conference, a summary of the Pre-Proposal
Conference and all questions and answers known at that time will be distributed, free of charge,
to all prospective Offerors known to have received a copy of this RFP.

In order to assure adequate seating and other accommodations at the Pre-Proposal Conference, it
is requested that by Friday, October 12, 2012, all potential Offerors planning to attend return the
Pre-Proposal Conference Response Form (Attachment H) e-mail (preferred) or facsimile to the
Procurement Officer. DBM will provide On-Site visual language interpreting for ASL and On-
Site CART. In addition, if there is a need for other accommodations due to a disability, the State
requests that at least ten (10) days advance notice be provided. DBM will make reasonable
efforts to provide such accommodation. See Attachment G of this RFP for directions.

| 14  Questions

The Procurement Officer, prior to the Pre-Proposal Conference, will accept written questions
from prospective Offerors. To the extent possible and as appropriate, such questions will be
answered at the Pre-Proposal Conference. (No substantive question(s) will be answered prior to
the Pre-Proposal Conference.) Questions may be submitted by e-mail (preferred), mail or
facsimile to the Procurement Officer only. Questions, both oral and written, will also be
accepted from prospective Offerors attending the Pre- Proposal Conference. To the extent
possible and as appropriate, these questions will be answered at the Pre-Proposal Conference.

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

| 15 Proposals Due (Closing) Date

An unbound original and five (5) bound copies of each proposal (technical and financial) shall be
received by the Procurement Officer, at the address listed in Section 1.8, no later than 2:00 PM
(Local Time) on Tuesday, October 30, 2012 in order to be considered. An electronic version
(on CD) of the Technical Proposal in MS Word or Adobe PDF format shall be enclosed with the
original technical proposal. An electronic version (on CD) of the Financial Proposal in MS
Excel format shall be enclosed with the original financial proposal. Ensure that the CDs are
labeled with the RFP title, RFP project number, and Offeror name and packaged with the
original copy of the appropriate proposal (technical or financial).
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Requests for extension of this date or time will not be granted. Offerors mailing proposals
should allow sufficient mail delivery time to ensure timely receipt by the Procurement Officer.
Except as provided in COMAR 21.05.02.10, proposals received by the Procurement Officer after
the due date, Tuesday, October 30, 2012 at 2:00 PM (Local Time) will not be considered.

Proposals may not be submitted by e-mail or facsimile.

1.6  Contract Type

The Contract(s) that results from this RFP shall be an Indefinite Quantity Contract with Fixed
Unit Prices, in accordance with COMAR 21.06.03.06. The Contract(s) awarded pursuant to this
RFP are not requirements contracts.

1.7 Contract Duration

1.7.1 The Contract that results from this RFP shall commence as of the date the Contract is signed by
the Department following approval of the Contract by the Board of Public Works (“Contract
Commencement”).

1.7.1.1 From the date of Contract Commencement, approximately February 1, 2013 or a later
date contained in a Notice to Proceed issued by the Procurement Officer, the Contractor shall
perform start-up activities such as are necessary to enable the Contractor to begin the
successful performance of Contract activities as of the “Go-Live Date”. No compensation
will be paid to the Contractor for any start-up activities it performs between the date of
Contract Commencement and the “Go Live Date.

1.7.2 As of February March 1, 2013, or later date as contained in a Notice to Proceed issued by the
Procurement Officer [the “Go Live Date” See Section 1.2(u)] the Contractor shall perform all
activities required by the Contract, including the requirements of the RFP, and the offerings in the
Technical Proposal, for the compensation contained in the Financial Proposal.

1.7.3 The duration of the Contract will be from the date of Contract Commencement for a period of
three (3) years with the Department’s unilateral right to exercise up to two (2) one-year renewal
options.

| 1.8 Procurement Officer and Contract Administrator

A. The sole point-of-contact in the State for purposes of this RFP prior to the award of a
contract is the Procurement Officer as listed below:

Joy Epstein

Department of Budget and Management

Division of Procurement Policy & Administration
45 Calvert Street, Room 143

Annapolis, Maryland 21401

Telephone: 410-260-7570/Facsimile: 410-974-3274
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Email: jepstein@dbm.state.md.us

DBM may change the Procurement Officer at any time by written notice to the
Contractor(s).

B. The State’s Contract Administrator responsible for managing the daily activities of the
contract and providing technical guidance to the Contractor(s) after contract award is:

Joy Epstein

Maryland Department of Budget and Management

Division of Procurement Policy & Administration

45 Calvert Street, Room 143

Annapolis, Maryland 21401

Phone Number: 410-260-7570/Fax Number: 410-974-3274
Email: jepstein@dbm.state.md.us

DBM may change the Contract Administrator at any time by written notice to the
Contractor(s).

| 1.9 Minority Business Enterprises (MBE)

A zero percent (0%) MBE subcontractor participation goal has been established for each of the
four (4) Visual Communication Services categories.

However, minority business enterprises are encouraged to respond to this solicitation. MBE
vendors are encouraged to obtain certification from the Maryland Department of Transportation,
Office of Minority Business Enterprise. All questions related to certification should be directed
to:

Maryland Department of Transportation
Minority Business Enterprise Office
7201 Corporate Center Drive

PO Box 548

Hanover, Maryland 21076

(410) 865-1269

(800) 544-6056

If the Offeror is a MDOT certified minority Contractor, it should be so indicated in the Technical
Proposal and the MBE certification number provided.

1.10 Veteran-Owned Small Business Enterprise Goals

A zero percent (0%) VSBE goal has been established for each of the four (4) Visual Communication
Services categories. However, Veteran-Owned Small Business enterprises are encouraged to respond to
this solicitation.
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1.11 Bid/Proposal Affidavit

A proposal submitted by an Offeror shall be accompanied by a completed Bid/Proposal
Affidavit. A copy of this Affidavit is included as Attachment B of this RFP.

1.12 Contract Affidavit

All Offerors are advised that if a Contract is awarded as a result of this solicitation, the
successful Offeror (s) will be required to complete a Contract Affidavit. A copy of this Affidavit
is included for informational purposes as Attachment C of this RFP. This Affidavit shall be
provided to the Procurement Officer within five business days of notification of proposed
Contract award.

1.13 Duration of Offer

Proposals submitted in response to this RFP are irrevocable for 120 days following the closing
date of proposals or of Best and Final Offers (BAFOs) (see RFP § 4.5.2.4), if requested. This
period may be extended at the Procurement Officer's request only with the Offeror's written
agreement.

1.14 Procurement Method

This contract will be awarded in accordance with the Competitive Sealed Proposals procurement
method as described in Maryland Code of Regulations (COMAR) 21.05.03.

1.15 Oral Presentation

Offerors may be required to make oral presentations to State representatives in an effort to
clarify information contained in their proposals. Significant representations made by an Offeror
during the oral presentation shall be submitted in writing. All such written representations will
become part of the Offeror’s proposal and are binding if the Contract is awarded. The
Procurement Officer will notify Offerors of the time and place of oral presentations.

1.16 Reuvisions to the RFP

If it becomes necessary to revise this RFP before the due date for proposals, amendments will be
provided to all prospective Offerors who were sent this RFP or otherwise are known by the
Procurement Officer to have obtained this RFP. In addition, amendments to the RFP will be
posted on the DBM website and eMaryland Marketplace at https://emaryland.buyspeed.com.
Amendments made after the due date for proposals will be sent only to those Offerors who are
qualified and submitted a timely proposal.

Acknowledgment of the receipt of all amendments to this RFP issued before the proposal due
date shall accompany the Offeror’s proposal in the Transmittal Letter accompanying the
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Technical Proposal submittal. Acknowledgement of the receipt of amendments to the RFP
issued after the proposal due date shall be in the manner specified in the amendment notice.
Failure to acknowledge receipt of amendments does not relieve the Offeror from complying with
all terms of any such amendment.

1.17 Electronic Procurements Authorized

1.17.1 Under COMAR 21.03.05, unless otherwise prohibited by law, the Department of Budget
& Management (DBM) may conduct procurement transactions by electronic means, including
the solicitation, bidding, award, execution, and administration of a contract, as provided in the
Maryland Uniform Electronic Transactions Act, Commercial Law Article, Title 21, Annotated
Code of Maryland.

1.17.2 Participation in the solicitation process on a procurement contract for which electronic
means has been authorized shall constitute consent by the Bidder/Offeror to conduct by
electronic means all elements of the procurement of that Contract which are specifically
authorized under the RFP or the Contract.

1.17.3 *“Electronic means” refers to exchanges or communications using electronic, digital,
magnetic, wireless, optical, electromagnetic, or other means of electronically conducting
transactions. Electronic means includes facsimile, electronic mail, internet-based
communications, electronic funds transfer, specific electronic bidding platforms (e.g.
(https://emaryland.buyspeed.com), and electronic data interchange.

1.17.4 In addition to specific electronic transactions authorized in other sections of this RFP
(e.g., see RFP § 1.31 related to electronic funds transfer (EFT) and subject to the exclusions
noted in RFP 8 1.17.5 of this subsection, the following transactions are authorized to be
conducted by electronic means on the terms described:

A. The Procurement Officer may conduct this procurement using eMarylandMarketplace, e-
mail or facsimile to issue:

the solicitation (e.g., the RFP);

any amendments;

pre-proposal conference documents;

questions and responses;

communications regarding the solicitation or proposal to any Offeror or

potential Offeror including requests for clarification, explanation, or removal

of elements of an Offeror's proposal deemed not acceptable;

f. notice that a proposal is not reasonably susceptible for award or does not meet
minimum qualifications and notices of award selection or non-selection; and

g. the Procurement Officer’s decision on any protest or Contract claim.

P00 o

B. An Offeror or potential Offeror may use e-mail or facsimile to:

a. ask questions regarding the solicitation;
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b. reply to any material received from the Procurement Officer by electronic
means that includes a Procurement Officer's request or direction to reply by e-
mail or facsimile, but only on the terms specifically approved and directed by
the Procurement Officer;

c. request a debriefing; or,

d. submit a "No Bid Response” to the solicitation.

C. The Procurement Officer, the State's Contract Administrator and the Contractor may
conduct day-to-day Contract administration, in accordance with the limitations of RFP §
1.18.5, utilizing e-mail, facsimile or other electronic means if authorized by the
Procurement Officer or Contract Administrator.

1.17.5 The following transactions related to this procurement and any Contract awarded
pursuant to it are not authorized to be conducted by electronic means:

submission of initial bids or proposals;

filing of protests;

filing of Contract claims;

submission of documents determined by DBM to require original signatures (e.g.
Contract execution, Contract modifications, etc); or

e. any transaction, submission, or communication where the Procurement Officer
has specifically directed that a response from the Contractor, Bidder or Offeror be
provided in writing or hard copy.

cooe

1.17.6 Any facsimile or electronic mail transmission is authorized to be sent only to the
facsimile number or electronic mail address for the identified person as provided in the RFP, the
Contract, or in the direction from the Procurement Officer or Contract Administrator.

1.18 Cancellations; Acceptance; Minor Irregularities and Discussions

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

1.19 Incurred Expenses

The State will not be responsible for any costs incurred by an Offeror in preparing and
submitting a proposal, in making an oral presentation, in providing a demonstration, or in
performing any other activities relative to this solicitation.
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1.20 Economy of Preparation

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

1.21 Protests / Disputes

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

| 1.22  Multiple or Alternate Proposals

Neither multiple nor alternate proposals will be accepted. Submitting a proposal for more than
one (1) service Category or more than one (1) Region within Service Categories | and Il is not
considered a multiple proposal. [see RFP §1.1.3 and §2.1(A)].

| 1.23  Public Information Act Notice

An Offeror shall give specific attention to the clear identification of those portions of its proposal
that it considers confidential, proprietary commercial information or trade secrets, and provide
justification why such materials, upon request, should not be disclosed by the State under the
Public Information Act, Title 10, Subtitle 6, Part 11l of the State Government Article of the
Annotated Code of Maryland.

Offerors are advised that, upon request for this information from a third party, the State will
make an independent determination whether the information must be disclosed (see COMAR
21.05.08.01). Information which is claimed to be confidential is to be identified and
explained after the Title Page and before the Table of Contents in the Technical proposal
and, if applicable, in the Financial proposal.

1.24  Offeror Responsibilities

The selected Offerors shall be responsible for rendering services within the Category or
Categories for which they have been selected as required by this RFP. All Subcontractors except
for individual interpreters shall be identified and a complete description of their role relative to
the proposal shall be included in the Offeror’s proposal.

If an Offeror that seeks to perform or provide the services required by this RFP is the subsidiary
of another entity, all information submitted by the Offeror, including but not limited to
references, minimum qualifications, and financial reports, or experience and documentation (e.g.
insurance policies, bonds, letters of credit) used to meet minimum qualifications, if any, shall
pertain exclusively to the Offeror, unless the parent organization will guarantee the performance
of the subsidiary. If applicable, the Offeror’s proposal shall contain an explicit statement that the
parent organization will guarantee the performance of the subsidiary.
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A parental guarantee of the performance of the Offeror under this Section will not automatically
result in crediting the Offeror with the experience and/or qualifications of the parent under any
evaluation criteria pertaining to the Offeror’s experience and qualifications. Instead, the Offeror
will be evaluated on the extent to which the State determines that the experience and
qualification of the parent are transferred to and shared with the Offeror, the parent is directly
involved in the performance of the Contract, and the value of the parent’s participation as
determined by the State.

1.25 Mandatory Contractual Terms

By submitting an offer in response to this RFP, an Offeror, if selected for award, shall be deemed
to have accepted the terms of this RFP and the Contract, attached as Attachment A. Any
exceptions to this RFP or the Contract shall be clearly identified in the Executive Summary
of the technical proposal. A proposal that takes exception to these terms may be rejected. (see
RFP § 3.4.4.2)

| 1.26  Compliance with Laws / Arrearages

By submitting a proposal in response to this RFP, the Offeror, if selected for award, represents
and warrants that:

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

B. It shall comply with all Federal, State and local laws, regulations and ordinances
applicable to its activities and obligations under the Contract(s);

C. It shall obtain, at its expense, all licenses, permits, insurance, and governmental
approvals, if any, necessary to the performance of its obligations under this Contract; and

D. It is not in arrears in the payment of any obligations due to the State of Maryland,
including the payment of taxes and employee benefits, and that it shall not become so in arrears
during the term of this Contract(s) if selected for contract award.

1.27 Use by Non-State of Maryland Governments, Governmental and Not-for-Profit
Entities

In accordance with § 13-110 of the State Finance and Procurement Article, Annotated Code of
Maryland, any Local entity (Maryland county, municipal corporation, bicounty or multicounty
agency, public authority, special taxing district, or other political subdivision or unit of a political
subdivision of this State, including boards of education and library boards that receive funding
from the State), and any Not-for-profit entity as defined in 8§ 13-110 (a)(6) and qualified to do
business within the State of Maryland may purchase from the Contractor goods or services
covered by this Contract for ALL Service Categories at the same price chargeable to the State.
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States® which adjoin the State of Maryland, and Governmental entities within those states may
use this contract for Service Categories | and Il. Any Governmental entity in the United States
may use this contract for Service Categories Ill and IV.

All such purchases by non-State of Maryland governments, governmental entities, or Not-for-
profit entities:

(1) shall constitute Contracts between the Contractor and that government or entity;

(2) shall not constitute purchases by the State of Maryland or its agencies under this
Contract;

(3) shall not be binding or enforceable against the State of Maryland; and

(4) may be subject to other terms and conditions agreed to by the Contractor and the
purchaser; however, all usage shall be at the same rates and with the same types and level
of service as required for agencies of the State of Maryland. The Contractor bears the risk
of determining whether or not a government or entity with which the Contractor is
dealing is a State of Maryland agency.

Any usage of the Contract resulting from this RFP by non-State of Maryland governments or
entities will not be counted within the established not-to-exceed amount for this Contract.

To promote the use of these services by State agencies, DBM will undertake reasonable efforts to
advise both State of Maryland agencies and non-State of Maryland governments or government
agencies, and Maryland Not-for-profit entities of the existence of the Contract(s) resulting from
this RFP within Maryland. However, a minimum or maximum usage of this Contract is not
guaranteed.

The Contractor shall report all services provided under the Contract to any non-State of
Maryland government or entity in each required monthly report as specified in RFP § 2.8.

1.28 Verification of Registration and Tax Payment

Before a corporation can do business in the State it shall be registered and in good standing with
the Department of Assessments and Taxation, State Office Building, Room 803, 301 West
Preston Street, Baltimore, Maryland 21201. It is strongly recommended that any potential
Offeror complete registration and ensure that it is in good standing prior to the due date for
receipt of proposals. An Offeror’s failure to complete registration and be in good standing with
the Department of Assessments and Taxation may disqualify an otherwise successful Offeror
from final consideration and recommendation for Contract award.

! “States” means a state, possession, territory, or commonwealth of the United States; or the District of Columbia.
Md. Code Ann., State Fin. and Proc. Art. § 11-101 (u).
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1.29 False Statements

Offerors are advised that Section 11-205.1 of the State Finance and Procurement Article of the
Annotated Code of Maryland provides as follows:

a) In connection with a procurement contract, a person may not willfully:

» Falsify, conceal, or suppress a material fact by any scheme or device;

» Make a false or fraudulent statement or representation of a material fact; or

e Use a false writing or document that contains a false or fraudulent statement or
entry of a material fact;

b) A person may not aid or conspire with another person to commit an act under
subsection (a) of this section; and

c) A person who violates any provision of this section is guilty of a felony and on
conviction is subject to a fine not exceeding $20,000 or imprisonment not exceeding five
(5) years or both.

| 1.30 e-Maryland Marketplace (eMM)

eMarylandMarketplace (https://emaryland.buyspeed.com) is an electronic commerce system
administered by the Maryland Department of General Services. In addition to using the DBM
web site (www.dbm.maryland.gov) and other means for transmitting the RFP and associated
materials, the solicitation and summary of the pre-proposal conference, Offerors’ questions and
the Procurement Officer’s responses, addenda, and other solicitation-related information will be
provided via eMM.

A vendor must be registered on eMM in order to receive a Contract award. Registration
on eMM is free.

1.31 Electronic Funds Transfer

By submitting a response to this RFP, the Offeror agrees to accept payments by electronic funds
transfer unless the State Comptroller’s Office grants an exemption.  The selected
Offeror/Contractor must register using the form COT/GAD X-10 Vendor Electronic Funds
(EFT) Registration Request Form. Any request for exemption must be submitted to the State
Comptroller’s Office for approval at the address specified on the COT/GAD X-10 form and must
include the business identification information as stated on the form and include the reason for
the exemption; see Attachment E. The COT/GAD X-10 form can also be downloaded at:
http://compnet.comp.state.md.us/gad/pdf/GADX-10.pdf.
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1.32  Living Wage Requirements

A solicitation for services under a State contract valued at $100,000 or more may be subject to
Title 18, State Finance and Procurement Article, Annotated Code of Maryland. Additional
information regarding the State’s Living Wage requirement is contained at Attachment I, “Wage
Requirements for Service Contracts.” If the Offeror fails to complete and submit the required
Living Wage Affidavit of Agreement (see Attachment J), the State may determine an Offeror to
be not responsible.

Contractors and Subcontractors subject to the Living Wage Law shall pay each covered
employee at least the minimum amount set by law for the applicable Tier Area. The specific
Living Wage rate is determined by whether a majority of services take place in a Tier 1 Area or
Tier 2 Area of the State. The Tier 1 Area includes Montgomery, Prince George’s, Howard, Anne
Arundel, and Baltimore Counties, and Baltimore City. The Tier 2 Area includes any county in
the State not included in the Tier 1 Area. If the employees who perform the services are not
located in the State, the head of the unit responsible for a State contract pursuant to 818-102 (d)
shall assign the tier based upon where the recipients of the services are located.

For Service Category | (On-Site Visual Language Interpretation) and Service Category 11
[Computer Assisted Real-Time Transcription (CART)]:

The contract(s) resulting from this solicitation for the above-referenced Service Category(ies)
has/have been determined to be a Tier 1 contract(s) for Capital and Central Regions and Tier 2
for the Western, Eastern, and Southern Regions.

For Service Category Il [Video Remote Interpretation (VRI)] and Service Category 1V
(Remote CART):

The contract(s) resulting from this solicitation will be deemed to be a Tier 1 contract or a Tier 2
contract depending on the location(s) from which the contractor provides 50% or more of the
services. The Offeror must identify in its Offer the location(s) from which services will be
provided.

If the contractor provides 50% or more of the services from a location(s) in a Tier 1
jurisdiction(s) the contract will be a Tier 1 contract.

If the contractor provides 50% or more of the services from a location(s) in a Tier 2
jurisdiction(s), the contract will be a Tier 2 contract.

If the contractor provides more than 50% of the services from an out-of-State location, then the
contract will be deemed to be a Tier 1 contract.

Questions regarding the application of the Living Wage Law relating to this procurement should
be directed to the Procurement Officer.
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The Maryland Department of Labor, Licensing, and Regulation is responsible for establishing
the wage rates and ensuring compliance with the laws. General information on the Living Wage
Law is available on the DLLR website: http://www.dllr.state.md.us/ the Employment Standards
Unit, may be reached at (410) 767-3068. NOTE: Whereas the Living Wage may change
annually, the Contract price may not be changed because of a Living Wage change.

1.33 Prompt Pay Requirements

This procurement and the contract(s) to be awarded pursuant to this solicitation are subject to the
Prompt Payment Policy Directive issued by the Governor’s Office of Minority Affairs (GOMA)
and dated August 1, 2008. Promulgated pursuant to Sections 11-201, 13-205(a), and Title 14,
Subtitle 3 of the State Finance and Procurement Article (SFP), and Code of Maryland
Regulations (COMAR) 21.01.01.03 and 21.11.03.01 et seq., the Directive seeks to ensure the
prompt payment of all subcontractors on non-construction procurement contracts. The successful
Offeror who is awarded a contract must comply with the prompt payment requirements outlined
in the Contract, § 29 (see Attachment A). Additional information is available on the GOMA
website at www.mdminoritybusiness.com.

1.34 Confidentiality / Non-Disclosure

The Offeror recommended for award shall agree that any and all information made known to or
discovered by the Offeror recommended for award (i.e., the Contractor), or by any personnel,
subcontractors or authorized service providers during the performance of or in connection with
this Contract shall be kept confidential and not be disclosed to any person. Disclosure of the fact
of service, time, date, location, etc. and billing/invoice information may be made available to
DBM, the Contract Administrator and other authorized agents, including the Requesting
Agency/Entity representatives.

1.35 Background Checks/ Fingerprinting

1.35.1 If required by any Requesting Agency/Entity or the Contract Administrator, the
Contractor shall obtain criminal background checks for its personnel (including subcontractors
and agents), and provide copies of those results to the Requesting Agency/Entity and the
Contract Administrator. The State reserves the right for any Requesting Agency/Entity or the
Contract Administrator to reject the use on the Contract of any personnel or interpreter based
upon the results of the background check.

1.35.2 Background checks and fingerprinting will only be required in rare instances for On-site
interpreters when required by the Requesting Agency/Entity. All reasonable costs to the
Contractor for a prospective interpreter to comply with this requirement may be charged to the
Requesting Agency/Entity. Alternatively, the Requesting Agency/Entity may perform the
fingerprinting/background check itself without charge to the Contractor. In all such occasions the
Contractor shall ensure the timely cooperation of all prospective interpreters in providing
required information for a background check and in providing fingerprints. If travel is required
for the interpreter to comply with this section, the Contractor may bill for mileage to and from
the approved location at the then prevailing rate of mileage reimbursement for State employees.
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The procedures described in 2.7.4 A concerning travel reimbursement will also apply to this
section 1.35.2.

1.36 Problem Escalation Procedure

1.36.1 The Contractor must provide and maintain a Problem Escalation Procedure for both
routine and emergency situations. This Procedure must state how the Contractor will address
problem situations as they occur during the performance of the Contract, especially problems
that are not resolved to the satisfaction of the State within appropriate timeframes.

The Contractor shall provide contact information, as described in RFP § 1.36.2, to the Contract
Administrator as well as other personnel should the Contract Administrator not be available.

1.36.2 The Contractor must provide a Problem Escalation Procedure no less than ten (10) days
prior to the commencement of the Contract, and within ten (10) days after the start of each
Contract year [and within ten (10) days after any change in circumstance which changes the
Procedure]. The Problem Escalation Procedure shall detail how problems with work under the
Contract will be escalated in order to resolve any issues in a timely manner. Details shall
include:

=

The process for establishing the existence of a problem;

2. The maximum duration that a problem may remain unresolved at each level
before automatically escalating to a higher level for resolution;

3. Circumstances in which the escalation will occur in less than the normal
timeframe;

4. The nature of feedback on resolution progress, including the frequency of
feedback;

5. Identification of individuals with their position title and contact information
(office phone and/or cell phone number, fax number, email address, etc.) for
progressively higher levels that would become involved in resolving a problem;

6. Contact information for persons responsible for resolving issues after normal
business hours (i.e., evenings, weekends, holidays, etc.) and on an emergency
basis; and

7. A process for updating and notifying the Department’s Contract Administrator of

any changes to the Problem Escalation Procedure.

1.37 Non-exclusive Use

It is the State’s intention to obtain interpretive services as specified in this RFP; however, this
Contract will not be construed to require the State to use this Contract exclusively. In addition,
the State reserves the right to procure interpretive services of any nature from other sources when
it is in the best interest of the State to do so, and without notice to the Contractor.
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SECTION 2 - SCOPE OF WORK

2.1 General Statement

A. All services shall be Continuously Available [see RFP § 1.2 (k)] for all Categories and all
Regions. These services, as described below, shall be provided to the State, its agencies,
Local entities, certain Not-for-profit entities, and certain services to non-State of
Maryland Governmental entities (see RFP § 1.26).

B. Attachment J, provided by The Governor’s Office of the Deaf and Hard of Hearing,
provides information regarding the demographics of people with hearing loss. Please
note that these numbers focus primarily on adults and the information is based on
national numbers. The National Institute of Deafness and Other Communication
Disorders (NIDCD) website reports that approximately 17 percent, or 36 million, of
American adults say that they have some degree of hearing loss. See the following link:
http://nihseniorhealth.gov/hearingloss/hearinglossdefined/01.html.

C. Titles I, I, and Ill of the Americans with Disabilities Act (ADA) requires equal access
for qualified individuals with a disability.

D. Requirements in Section 2.2 and Sections 2.7 through 2.16 apply to all Contractor(s)
in all Service Cateqories and all Regions unless specifically noted.

E. All personnel, subcontractors or agents, assigned as interpreters by the Contractor shall
possess the following certifications:

e Service Category(ies) I and Ill — Valid national or State certifications; and

e Service Category(ies) Il and IV — Certification for CART providers issued
by National Court Reporters Association (NCRA).

2.2  General Operations Requirements

A. The Contractor shall maintain a telephone number and email address and/or web-based
site from which Requesting Agencies/Entities may communicate service requests
throughout the duration of the Contract. The Contract Administrator shall be notified in
writing of any changes to the Contractor’s contact information, including the business
address, no less than ten (10) business days before the effective date of the change.

B. On-Site visual language interpretation services provided by the Contractor or
subcontractor(s) shall be provided in accordance with the Registry of Interpreters for the
Deaf (RID) standards for interpretation, RID’s Code of Professional Conduct, and RID’s
Code of Ethics, as amended from time to time. RID standards and the aforementioned
documents are available at www.rid.org.

C. For all On-Site Categories I and Il Assignments, Contractors shall:

i. Provide interpreters/transcribers with expertise in the necessary subject-area if
identified by the Requesting Agency/Entity in the Assignment, including but not
limited to, education, employment, emergency preparedness, legal, medical,
psychological/mental, and dental fields;
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ii. Provide an email confirmation with the name, the national or State certification
number, and contact information of the interpreter/transcriber, when fulfilling the
Assignment;

iii. Provide a substitute if the scheduled interpreter/transcriber becomes unavailable
to appear at the scheduled meeting timeframe. If a substitute is not available, no
interpreter fees will be charged to the requester;

iv. Arrive at the Assignment location at least fifteen (15) minutes prior to the start
time of the Assignment and abide by all security requirements. If applicable,
interpreters/transcribers shall ensure that all equipment is set up and working
properly prior to the start of the Assignment;

v. Interpreters/transcribers shall call the Requesting Agency/Entity Representative at
least thirty (30) minutes before the start time of the Assignment to notify of any
lateness; and

vi. Complete an On-Site Interpreter Assignment Sheet (see Attachment K), to include
the interpreters/transcriber’s valid National or State Certification number, for each
On-Site Visual Language Interpretation and On-Site CART service request. The
State, Contract Administrator, or Requesting Agency/Entity may verify the
Certification number at any time, including after an Assignment’s completion or
during the investigation of any complaints about the Contractor or its
interpreter/transcribers.

2.3

Service Category I: On-Site Visual Language Interpretation

The Contractor shall assign interpreters holding a valid national or State certification and
capable of providing the requested visual language interpretation service(s). Contractors
are expected to provide interpreters who are proficient in ASL and PSE. Oral
Transliteration, and Tactile Interpretation.

Optional services may be requested for Oral Transliteration, Cued Speech Transliteration,
SEE} SEE1 and SEEH-SEEZ2, Tactile Services, and interpretation provided by a Certified
Deaf Interpreter (CDI). The amount that the State will pay for Optional Services is
listed on the Attachment D financial Proposal Form as an add-on price (prices in
addition to the Offeror’s standard rate). Contractors shall provide any Optional

service they have been approved by the Contract Administrator to provide at the
rate that results from adding the add-on amount in line 3 to their listed per hour
rate. For example, if a Contractor’s standard hourly rate is $50, and the add-on
amount for Optional Services is $10, the contractor may bill $60 per hour for the
provision of the Optional Service.

Although an Offeror will receive appropriate consideration if it identifies the
capability to provide one or more Optional services in its technical proposal (See

3.4.19 and § 4.2ii), after Contract award a Contractor can advise the contract

Administrator that it has gained the capability to provide one or more Optional
Services, or Optional Services in addition to what was described in its Technical
Proposal. Upon written confirmation from the contract Administrator a Contractor
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may then add such Optional Services to its list of available services to be billed at
the rate set forth on the Attachment D Financial Proposal Form.

The Contractor shall make every reasonable effort to provide the specific form of
interpretation requested (ASL, SEE, etc.), and attempt to at a minimum, verbally confirm
the acceptability of an alternative form of interpretation prior to dispatching an
interpreter.

If it is anticipated that interpretation services will be needed in excess of ninety (90)
minutes for a single session, the Contractor shall provide a minimum of two (2)
interpreters who shall provide on-site visual language interpreting on a rotational basis
[approximately every twenty (20) minutes] for the entirety of the Assignment duration.

2.4

Service Category(ies) Il and 1V: Computer Assisted Real-Time Transcription

(CART) and Remote CART

A

Transcribers shall possess a current and valid Certification for CART providers from
NCRA.

Certification speed for a CART provider is a minimum 180 words per minute in
uncorrected instant translation (also known as real-time) with 96% accuracy.

Transcripts (unedited or edited; electronic or hard copy) developed in whole or in part for
the Requesting Agency/Entity shall be owned by the Requesting Agency/Entity. Unless
otherwise directed by the Requesting Agency/Entity, all transcripts (unedited or edited;
electronic or hard copy) shall be considered confidential communications and shall not be
distributed by the Contractor to any third parties.

Unedited transcripts of the Assignment shall be provided electronically to the Requesting
Agency/Entity within two (2) business days of the completion of the Assignment, free of
charge.

The Contractor shall provide all equipment necessary to provide CART and Remote
CART Services. The Contractor shall provide the Requesting Agency/Entity with
information regarding the necessary audio and visual connections for Remote CART
services at the time of the Contractor’s email confirmation of acceptance of Assignment.

Upon request, transcribers shall provide an edited/certified transcript (electronic or hard
copy) to the Requesting Agency/Entity within three (3) business days of the request, in
accordance with the Contractor’s price proposed on the Financial Proposal.

The Contractor shall provide a projector and screen if necessary in accordance with the
Contractor’s price proposed on the Financial Proposal.

2.5

Service Category Il1: Video Remote Interpretation (VRI)

Interpreters shall possess a current and valid RID National Interpreter Certification (NIC)
or current and valid State Certification for the visual language service they are providing.

050B3400001 23 Visual Communication Services




B.

C.

D.

The Contractor shall have the standard equipment at the applicable remote site from
which VRI will be provided.

The Requesting Agency/Entity will provide standard video-conferencing equipment
(including but not limited to a laptop/computer, webcam, and/or a sufficient broadband
connection) necessary for the Requesting Agency/Entity to access VRI services.

Optional services as described in 1.1.2 may be requested for Oral Transliteration, Cued
Speech Transliteration, SEE-+ SEE1 and SEE-H-SEE2, and CDI.__The amount that the
State will pay for Optional Services is listed on the Attachment D Financial Proposal
Form as an add-on price (prices in_addition to the Offeror’s standard rate).
Offerors shall provide any Optional Service they have been approved by the
Contract Administrator to provide at the rate that results from adding the add-on

amount identified in line 3 to their listed per minute rate. For Example if a
Contractor’s standard per minute rate is $3.00 per minute, and the add-on amount

for Optional Services is $.25, the Contractor may bill $3.25 per minute for the
provision of the Optional Services.

Although an Offeror will receive appropriate consideration if it identifies the
capability to provide one or more Optional services in its technical proposal (See

3.4.19 and § 4.2ii), after Contract award a Contractor can advise the contract

Administrator that it has gained the capability to provide one or more Optional
Services, or Optional Services in addition to what was described in its Technical
Proposal. Upon written confirmation from the contract Administrator a Contractor
may then add such Optional Services to its list of available services to be billed at
the rate set forth on the Attachment D Financial Proposal Form.

2.6

Training and Certification/Quality Assurance Procedures

As described in its technical proposal, the Contractor shall have a training policy for:

Interpreter/Transcriber Training, Certification and Quality Assurance Policy & Procedures;
and, Interpreters/Transcribers capable of providing adequate service in the appropriate service
category and subject matter; i.e. medical, mental health, dental, etc.

2.7

Service Category Billing / Invoicing / Resolution

2.7.1

2.7.2

The Contractor shall submit the invoices for any Assignment to the Requesting
Agency/Entity identified in the Purchase Order/Identifying number. The State is
generally exempt from federal excise taxes, Maryland sales and use taxes, District of
Columbia sales taxes and transportation taxes. The Contractor, however, is not exempt
from such sales and use taxes and may be liable for the same.

Rates for Service Category(ies) I and II:
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1. Standard Hourly rates apply for Routine Requests in accordance with the Contractor’s
price proposed on the Financial Proposal;

2. Non-Standard Hourly rates for Routine Requests will be one and one half (1 %2) times
the applicable Standard Hourly rate in accordance with the Contractor’s price
proposed on the Financial Proposal;

3. Observed Holiday Requests will be two (2) times the Standard Hourly rate in
accordance with the Contractor’s price proposed on the Financial Proposal;

4. Expedited Requests will be one and one half (1 %) times the applicable Standard
Hourly rate in accordance with the Contractor’s price proposed on the Financial
Proposal; and

5. Emergency Requests will be two (2) times the Standard Hourly rate in accordance
with the Contractor’s price proposed on the Financial Proposal.

6. If at any time by agreement of all parties the decision is made to begin an
Assignment prior to the assigned start time (See §2.2 (C)(iv), the Assignment shall
begin and the On-Site Requester shall document this deviation in start time on the
On-Site Interpreter Sheet.

7. _In the event an Assignment occurs during Non-Standard Hours and during
either a Holiday, or as an Expedited or Emergency request, the billable rate shall be
two and one half (2 - 1/2) times the Standard rate. At no time will the Contractor be

aid more than two and one half (2 -1/2) times its standard rate plus any Optional

Service add-on fee, if applicable as prescribed by Attachment D Financial Proposal
Form..

8. In the event an interpreter/translator travels beyond the thirty (30) mile radius
and the Non-Routine Travel mileage reimbursement applies, there shall be a

maximum mileage reimbursement in the amount of fifty (50) miles for a one-way

trip or one hundred (100) miles for a round-trip to the Assignment.

Example: An interpreter who travels ninety (90) miles one way from his/her Base of
Operation to an Assignment would subtract thirty (30) Routine Travel miles which
would result in sixty (60) Non-routine Travel miles. Fifty (50) of the sixty (60) Non-
routine miles could be billed under this section 8.

9. Non-Routine Travel. For Non-Routine Travel, the Contractor may bill for
mileage at the State per mile rate published at:

http://dbm.maryland.gov/agencies/Documents/FleetManagementServices/POVReim
burseRates.pdf, as amended from time to time.

10. Interpreter Addresses- No less than ten (10) days prior to Contract
Commencement, the Contractor shall provide a list with the names and home
and/or business addresses of its available interpreters to identify the Base of
Operation for each interpreter (the “List””). The List will be used for verification of

mileage charges and appropriateness of the on-site interpreter Assignments. All
names and addresses will be kept as confidential information.  Within five (5)
business days of the end of each Contract year guarter, the Contractor shall submit
an_updated List to the Contract Administrator. If an interpreter receives an
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Assignment and the information provided for that interpreter on the List is not
current or the interpreter is not on the List, the Contractor shall provide the
current name and address for that interpreter to the Contract Administrator within
one (1) business day of when the interpreter provided services.

2.7.3 Rates for Service Category(ies) Il and 1V:

1. Services for Category Il will be provided at the per minute rate in accordance with
the Contractor’s price proposed on the Financial Proposal.

2. Services for Category IV will be provided at the per hourly rate in accordance with
the Contractor’s price proposed on the Financial Proposal.

2.7.4 Rates for all Service Categories:

1. The Contractor may not charge a Requesting Agency/Entity any fee for the non-usage
of services, with the exception of the cancellation fee [see RFP 8 2.7 A (2) and RFP §
2.7 E], if applicable.

2. The State will not pay or reimburse any travel time or mileage incurred by Contractor
for scheduled quarterly meetings or for any meetings relating to unsatisfactory
performance issues (see RFP § 2.11).

3. Payment. Payment to the Contractor for services rendered shall be delayed if
incomplete and/or inaccurate invoices are received. Invoices submitted without the
required information will not be processed for payment until the Contractor provides
the required information.

4. Billing Resolution. The Contractor shall have a process in place for addressing and
resolving billing disputes within ten (10) business days of notification to the
Contractor of the billing dispute.

5. Invoice Contents. All monthly invoicing/billing is to be sent within thirty (30) days
of the service provision date directly to the respective Requesting Agency/Entity for
which services were provided during the billing period; copies shall be provided,
upon request only, to the Contract Administrator. Invoice contents shall be listed
separately and include, but not be limited to the following:

i. Reference to the Purchase Order/ldentifying number;
ii. Contractor’s name, email address and phone number;
iii. Contractor’s remittance address;

iv. Federal taxpayer identification or (if owned by an individual) Contractor’s social
security number;

v. Unique invoice number, invoice period, invoice date and amount due;
vi. Name and address of Requesting Agency/Entity;

vii. Date and scheduled start time or Interpreter/Transcriber arrival time, whichever is
later;
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viii.Date and scheduled as well as actual end time, as long as the minimum two (2)
hour timeframe (s) are met for Category | and Category II;

ix. Service(s) purchased listed separately including the amount for each individual
charge; and

x. Mileage (number of miles and State per mile rate if travel time rate is applicable.)

All invoices shall be accompanied by the following supporting documentation, as
applicable, to facilitate an expedient payment process:

i. Mapquest or Google Maps printout from Base of Operations to location address;
ii. Name of Interpreter/Transcriber and National or State Certification number;

iii. Completed On-Site Interpreter/Transcriber Form for Category(s) I and Il only (see
Attachment M);

iv. Copy of email confirmation, to include the hourly/minute rate and total price
estimate for the Assignment; and

v. Any additional information as requested by the Requesting Agency/Entity (e.g.,
Medicaid Assignments may require additional information).

A. Service Categories | and 11 (On-Site Services Only):

1. Interpreters/Transcribers will be required to remain for the duration of the
Assignment unless notified by the On-Site Agency/Entity Representative to cancel.

2. Due-to-extenuating-cireumstances; When the Requesting Agency/Entity may finds it
necessary to cancel the services of a Contractor that has already provided email
confirmation to an Assignment. ia-these-eireumstanees; the following procedures and
pricing shall prevail:

a. For over forty-eight (48) hours notice of written cancellation, no cancellation fee
will apply.

b. For up to and including forty-eight (48) hours prior to the Assignment scheduled
start date and time, upon written notice or a verbal notice with a written follow-up
notice within three (3) business days of the verbal to the Contractor, the
Requesting Agency/Entity may cancel. The Requesting Agency/Entity will pay a
cancellation fee to the Contractor. If an Assignment is cancelled after the
interpreter arrives on-site, or while the interpreter is enroute to the site and the
interpreter has exceeded the 30-mile routine Travel radius, the Non-routine
Travel reimbursement applies. The fee for cancellation of an Assignment shall be
either two (2) hours service, or one half (1/2) of the scheduled contracted amount for
multi-day Assignments, whichever is greater, plus any mileage for Non-Routine
Travel incurred by the Interpreter/Transcriber, upon submission and approval of an
invoice as required by RFP 82.7.4.
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B. Service Category | — On-Site Visual Language Interpretation:
1. The minimum billable time will be two (2) hours.

2. If it is anticipated that interpreter services will be needed in excess of ninety (90)
minutes for a single session, the Contractor shall provide a minimum of two (2)
interpreters who shall provide On-Site visual language interpreting and be paid at the
fixed, fully- loaded hourly rate for the entire time of the services provided_If a

Contractor believes it is necessary to provide more than one (1) interpreter due
to the need for additional interpretation requirements that require more than
one (1) interpreter such as medical, legal, or technical interpretation, additional
interpreters may be suggested to the Requesting Agency/Entity Representative.
Upon advance written approval form the Requesting Agency/Entity
Representative, the Contractor may assign and bill for additional interpreters at
the prices proposed in it s Attachment D financial Proposal.

3. Service after the first two (2) hours shall be billed in fifteen (15) minute increments,
rounded up to the next applicable fifteen (15) minute interval pro-rated at the fixed,
fully-loaded hourly rates, in accordance with the Contractor’s price proposed on the
Financial Proposal.

4. Services that are provided beginning during Standard hours but that last through Non-
Standard hours may be billed at the Non-Standard hour rate (or Holiday rate as
applicable) only for services performed during the Non-Standard/Holiday time. The
rate shall be billed in fifteen (15) minute increments, rounded up to the next
applicable fifteen (15) minute interval pro-rated at the fixed fully-loaded hourly rates,
in accordance with the Contractor’s price proposed on the Financial proposal.

C. Service Category Il — On-Site CART:
1. The minimum billable time will be two (2) hours.

2. On-Site CART service after the first two (2) hours shall be billed in fifteen (15)
minute increments, rounded up to the next applicable fifteen (15) minute interval pro-
rated at the fixed, fully loaded hourly rates, in accordance with the Contractor’s price
proposed on the Financial Proposal.

3. Services that are provided beginning during Standard Hours but last through Non-
Standard Hours may be billed at the Non-Standard hourly rate (or Holiday rate as
applicable) only for services performed during the Non-Standard/Holiday time. The
rate shall be billed in fifteen (15) minute increments, rounded up to the next
applicable fifteen (15) minute interval pro-rated at the fixed fully-loaded hourly rates,
in accordance with the Contractor’s price proposed on the Financial proposal.

D. Service Category Il - VRI:

1. The minimum billable time will be ere{H—whele ten minutes and billed in
increments of one (1) whole minute intervals.
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2. Requests for VRI service may be cancelled at no charge.
E. Service Category IV — Remote CART:
1. The minimum billable time will be one (1) hour.

2. Remote CART service, after the first hour, shall be billed in fifteen (15) minute
increments, rounded up to the next applicable fifteen (15) minute interval prorated at
the respective rates in accordance with the Contractor’s price proposed on the
Financial Proposal.

3. For a request for Remote CART service that is cancelled with less than twenty-four
(24) hours notice, the Requesting Agency/Entity shall pay the Contractor the one (1)
hour minimum billable time.

Except as otherwise provided in this section, reimbursement for travel, parking and
mileage will not be paid by the State under the terms of the Contract. The State will
not pay for administrative or clerical services; such services must be accounted for in
the Contractor’s fully-loaded labor rates.

2.8  Reporting Requirements

2.8.1 General Reporting Requirements:

2.8.1.1  The Contractor shall submit a Monthly Service Category usage report to the
Contract Administrator in MS Excel (or other acceptable electronic software
such as Access, MS Word, ASCII) containing, at minimum, the following
data:

= Requesting Agency/Entity;
= Date(s) of Request;

= Requesting Agency/Entity contact name(s), telephone number(s) and
email address(s);

= Service Category Assignment(s);
= Name of Interpreter/Transcriber and National Certification Number;

= Documentation  of Interpreter/Transcriber  and/or  Requesting
Agency/Entity no-shows and cancellations;

= Name of Requesting Agency/Entity served, date, scheduled time of
Assignment, actual start time of Assignment and length of Assignment;
and

= Invoice for each Assignment and invoice totals for each Requesting
Agency/Entity.

2.9  Complaint Resolution Procedures

The Contractor shall, at a minimum:
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i. Adhere to the complaint resolution procedures required by this RFP and additional
procedures described in its technical proposal;

ii. Be available at all times during Standard Hours and capable of responding to a
complaint being filed during an interpretation/translation throughout the term of the
contract;

iii. Maintain the ability to accept customer complaints via telephone, facsimile, email and
U.S. Mail;

iv. Upon request of the Contract Administrator, ensure that an interpreter/transcriber who
has been the subject of more than one (1) Validated Complaint of
misinterpretation/mistranslation shall not provide any further services to any
Requesting Agency/Entity under this Contract until a Corrective Action Plan
containing additional training and quality assurance measures has been developed,
approved by the Contract Administrator, implemented and completed:;

v. The Contract Administrator shall give written notice of any performance issues to the
Contractor Representative, clearly describing the problem and delineating corrective
action requirement(s). The Contractor Representative shall respond with a written
Corrective Action Plan within ten (10) business days and implement the Corrective
Action Plan immediately upon written acceptance by the Contract Administrator; and

vi. Should performance issues persist despite the previously agreed to Corrective Action
Plan, the Contract Administrator will give written notice of the continuing
performance issues, request a new Corrective Action Plan within a specified time
limit, and/or determine whether substitution of personnel, including immediate
removal and replacement of the Contractor Representative with a qualified substitute,
is appropriate (see RFP § 2.10).

2.10 Contractor Representative

2.10.1 The Offeror shall assign a Contractor Representative. The Offeror can assign the same
individual or multiple individuals per Service Category to serve as the Contractor Representative
if the Offeror is proposing for multiple Service Categories. The Contractor Representative(s)
shall be considered “Key Personnel” for the purposes of the application of RFP § 2.10.2, below.

2.10.2 Continuous Performance of Key Personnel (Substitution of Personnel)

2.10.2.1 Unless substitution is approved per RFP § 2.10.2.4 1-4, key personnel shall be the
same personnel proposed in the Contractor’s technical proposal, which will be
incorporated into the Contract by reference. Such identified key personnel shall perform
continuously for the duration of the Contract, or such lesser duration as specified in the
technical proposal. Key personnel may not be removed by the Contractor from working
under this Contract as described in the RFP or the Contractor’s technical proposal without
the prior written concurrence of the Contract Administrator.

2.10.2.2 Definitions:
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2.10.2.2.1 As used in this section:

(a) “Contract Administrator” means the Contract Administrator previously identified in
this solicitation, and/or a person designated in writing by the Contract Administrator or the
Department or agency to act for the Contract Administrator concerning Contractor
personnel substitution issues.

(b) “Day” or “Days” means calendar day or days.

(c) “Extraordinary Personal Circumstance” means any circumstance in an individual’s
personal life that reasonably requires immediate and continuous attention for more than
fifteen (15) days that precludes the individual from performing his/her job duties under
this Contract. Examples of such circumstances might include but are not limited to: a
sudden leave of absence to care for a family member that is injured, sick or incapacitated;
the death of a family member, including the need to attend to the estate or other affairs of
the deceased or his/her dependents; substantial damage to, or destruction of the
individual’s home that causes a major disruption in the individual’s normal living
circumstances; criminal or civil proceedings against the individual or a family member;
jury duty; military service call-up; etc.

(d) “Incapacitating” means any health circumstance that substantially impairs the ability of
an individual to perform the job duties described for that individual’s position in the RFP
or the Contractor’s technical proposal.

(e) “Sudden” means when the Contractor has less than thirty (30) days’ prior notice of a
circumstance beyond its control that will require the replacement of any key personnel
working under the Contract.

2.10.2.3 Key Personnel General Substitution Provisions

2.10.2.3.1 The following provisions apply to all of the circumstances of staff substitution
described in RFP § 2.10.2.4.

(@) The Contractor shall demonstrate to the Contract Administrator’s satisfaction that the
proposed substitute personnel have qualifications at least equal to those of the personnel
for whom the replacement is requested.

(b) The Contractor shall provide the Contract Administrator with a substitution request that
shall include:
e A detailed explanation of the reason(s) for the substitution request;
e The resume of the proposed substitute personnel, signed by the substituting
individual and his/her formal supervisor; and
e The official resume of the current employee for comparison purposes; and
e Any required credentials pertaining to this RFP.
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(c) The Contract Administrator may request additional information concerning the
proposed substitution. In addition, the Contract Administrator, and/or other appropriate
State personnel involved with the Contract may interview the proposed substitute
personnel prior to deciding whether to approve the substitution request.

(d) The Contract Administrator will notify the Contractor in writing of: (i) the acceptance
or denial, or (ii) contingent or temporary approval for a specified time limit, of the
requested substitution. The Contract Administrator will not unreasonably withhold
approval of a requested key personnel replacement.

2.10.2.4 Replacement Circumstances

2.10.2.4.1. Voluntary Staff Replacement

To voluntarily replace any key staff, the Contractor shall submit a substitution
request as described in RFP § 2.10.2.3 to the Contract Administrator at least
fifteen (15) days prior to the intended date of change. Except in a circumstance
described in RFP § 2.10.2.4.2, a substitution may not occur unless and until the
Contract Administrator approves the substitution in writing.

2.10.2.4.2. Staff Replacement Due to Vacancy

The Contractor shall replace key personnel whenever a vacancy occurs due to the
sudden termination, resignation or leave of absence due to an Extraordinary
Personal Circumstance of such staff, Incapacitating injury, illness or physical
condition, or death. [A termination or resignation with thirty (30) days or more
advance notice shall be treated as a VVoluntary Staff Replacement as per RFP §
2.10.2.4.1]

Under any of the above RFP §2.10.2.4.2 circumstances, the Contractor shall
identify a suitable replacement and provide the same information or items
required under RFP 8 2.10.2.3 within fifteen (15) days of the sooner of the actual
vacancy occurrence or from when it was first learned by the Contractor that the
vacancy would be occurring.

2.10.2.4.3. Staff Replacement Due to an Indeterminate Absence

If any key staff has been absent from his/her job for a period of ten (10) days due
to injury, illness, or other physical condition, leave of absence under a family
medical leave or Extraordinary Personal Circumstance and it is not known or
reasonably anticipated that the individual will be returning to work within the next
20 days to fully resume his/her job duties, before the 25™ day of continuous
absence the Contractor shall identify a suitable replacement and provide the same
information or items required under RFP § 2.10.2.3.
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However, if this person is available to return to work and fully perform all job
duties before a replacement has been authorized by the Contract Administrator, at
the option of the Contract Administrator the original staff may continue to work
under the Contract, or the replacement staff will be authorized to replace the
original staff, notwithstanding the original staff’s ability to return.

2.10.2.4.4 Directed Staff Replacement

a. The Contract Administrator may direct the Contractor to replace any
staff that is perceived as being unqualified, non-productive, unable to fully
perform his/her job duties due to full or partial Incapacity or Extraordinary
Personal Circumstance, disruptive, or that has committed a major
infraction(s) of law or agency or Contract requirements. Normally a
directed replacement would only occur after prior notification of problems
with requested remediation, as described in RFP § 2.10.2.4.4 b., below. If
after such remediation the Contract Administrator determines that the staff
performance has not improved to the level necessary to continue under the
Contract, if at all possible at least fifteen (15) days’ replacement
notification will be provided. However, if the Contract Administrator
deems it necessary to remove the offending individual with less than
fifteen (15) days’ notice, the Contract Administrator can direct the
removal in a timeframe of less than fifteen (15) days, to include immediate
removal.

In circumstances of directed removal, the Contractor shall, in accordance
with RFP § 2.10.2.3, provide a suitable replacement for approval within
fifteen (15) days of the notification of the need for removal, or the actual
removal, if that occurs first.

b. If deemed appropriate in the discretion of the Contract Administrator,
the Contract Administrator shall give written notice of any personnel
performance issues to the Contractor, describing the problem and
delineating the remediation requirement(s). The Contractor shall provide
a written Corrective Action Plan within ten (10) days of the date of notice
and implement the Corrective Action Plan immediately upon written
acceptance by the Contract Manager, or revise and resubmit the plan to the
Contract Administrator within five (5) days, as directed in writing by the
Contract Administrator.

Should performance issues persist despite the previously agreed to
Corrective Action Plan, the Contract Administrator will give written
notice of the continuing performance issues and either request a new
Corrective Action Plan within a specified time limit, or direct the
substitution of personnel whose performance is at issue with a qualified
substitute, including requiring the immediate removal of the key staff at
issue.
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Replacement or substitution of personnel under this section shall be in
addition to and not in lieu of the State’s remedies under the Contract.

| 211  Meetings

2.11.1 Quarterly Meetings:

2.11.1.1 The Contractor may be required to attend quarterly meetings as scheduled by
the Contract Administrator at a location in Maryland, within the general
Baltimore-Annapolis region. The precise date and location of each meeting
will be determined at least two (2) weeks in advance. For Contractors who
reside outside the State of Maryland, attendance may be via conference call
with approval of the Contract Administrator.

2.11.1.2 Quarterly meeting attendees shall include but not be limited to the Contract
Administrator, Contractor Representative(s) and applicable Requesting
Agency(s)/Entity(s) personnel.

2.11.1.3 The Contractor Representative, or with specific prior approval of the Contract
Administrator, an appropriate designee, shall attend all quarterly meeting and
be accompanied by additional Contractor representatives, as appropriate.

2.11.2 Unsatisfactory Performance Meetings: The State reserves the right to schedule additional
meetings for discussions relating to unsatisfactory performance issues.

2.11.3 The Contractor will not be paid mileage or hourly/minute rates for attending Quarterly
Meetings or meetings to address unsatisfactory performance.

2.12 Insurance Requirements

2.12.1 The Contractor shall maintain property and casualty insurance with minimum limits
sufficient to cover losses resulting from or arising out of Contractor action or inaction in the
performance of the Contract by the Contractor, its agents, servants, employees or subcontractors.

2.12.2 The Contractor shall maintain a policy of general liability insurance that is of the proper
type and of sufficient limits that the State, their officials, employees, their agents, servants,
guests and subcontractors are reasonably covered in the event of injury or death.

2.12.3 The Contractor shall at its own expense, procure and maintain the following insurance
throughout the term of the contract:

A) Worker's Compensation - The Contractor shall maintain such insurance as necessary
and/or as required under Worker's Compensation Acts, and the Federal Employers’ Liability Act.

B) Automobile Liability (AL)
$1,000,000 — Combined Single Limit, include Owned, Hired and Non-owned Auto
Liability
$1,000,000- Uninsured /Underinsured Motorists
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C) General Liability (CGL) - The Contractor shall purchase and maintain the following
insurance protection on an occurrence basis as applicable for liability claims arising as a result of
the Contractor’s operations under this RFP.

$2,000,000 - General Aggregate Limit

$2,000,000 — Products /Completed Operations Aggregate Limit
$1,000,000 - Bodily Injury/Property Damage Each Occurrence Limit
$1,000,000 - Personal & Advertising Injury Limit

$300,000- Fire Legal Liability
$10,000.- Medical Payments to Others
D) Excess/Umbrella-
$3,000,000- Each Claim Limit
$3,000,000-Aggregate Limit
E) Professional Liability-
$3,000,000- Each Claim Limit
$3,000,000- Aggregate Limit

2.12.4 In addition to providing a current copy of the Contractor’s Certificate of Insurance with its
proposal (see RFP § 3.4.3), within five (5) working days after notice of potential award, the
Contractor shall provide a copy of the Contractor's current Certificate of Insurance to the
Procurement Officer prior to commencing any work under this contract, which, at a minimum,
shall contain the above-referenced limits. The State of Maryland shall be named as an additional
named insured on the policies of all casualty, liability, and other types of insurance evidencing
this coverage. All insurance policies shall be endorsed to include a clause that requires that the
insurance carrier provide the procurement officer, by certified mail, not less than forty five (45)
days advance notice of any non-renewal, cancellation, or expiration. In the event the State
receives a notice of non-renewal, the contractor must provide the State with an insurance policy
from another carrier at least thirty (30) days prior to the expiration of the insurance policy then in
effect. All insurance policies shall be with a company licensed to do business in Maryland.

2.12.5 The Contractor shall indemnify and defend the State, its officers, employees and agents,
from any and all claims, liability, losses, damages, cost and expenses, and causes of actions
which may arise out of or relate to the performance or non-performance by the Contractor, its
employees or agents, of the contract. This provision shall not be construed as a waiver by the
State or its employees and agents of sovereign or any other immunity.

| 2.13 Contract Start-up/ Requester Registration List / Contract Transition

2.13.1 Contract Start-up

Upon Contract commencement date, the DBM website for the Statewide Visual
Communication Services Contract will contain the contact information for each of the
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2.13.2

Contractors. Each Contractor must provide, at minimum, the following information for
entry on the DBM website. Starred (*) items are required. Those items not starred are
optional but preferred:

2.1.3.1.1 *Contractor’s Name as designated through the Maryland State Department
of Assessment and Taxation;

2.1.3.1.2 *The Contractor’s Blanket Purchase Order Number for the appropriate
Service Category;

2.1.3.1.3  *The operations 1-800 telephone number that the Requesting
Agency/Entity will access;

2.1.3.1.4  *The email address that Requesting Agency/Entity will access;

2.1.3.1.5  *The Contractor’s mailing address and specific Contact Information
(Name of Contact(s), Phone Number, Email Address, etc.);

2.1.3.1.6 A URL link to the Contractor’s website where users are directly linked to
the Contractor’s services such as report generation, etc.; and

2.1.3.1.7  Frequently Asked Questions provided to the Contract Administrator in MS

Word and PDF formats to answer requesters’ basic questions regarding the
Category of Services and the Contractor’s operations.

User ID Registration

The Contractor shall provide Requesting Agency/Entity User ID registration
information upon Contract Commencement (See Section 1.7). Upon Contract
Commencement, the Contractor Administrator will provide the Contractor’s
registration information as contained in the Contractor’s technical proposal, to
include contact name, telephone number and mailing address (regular and email
address) to existing and prospective requesters. This information will be provided
through the DBM website and outreach efforts referenced in Section 1.2.6 to State of
Maryland agencies/entities, non-State of Maryland Governments, and Governmental
and Not-for-profit Entities. All requesters who provide the necessary registration
information to the Contractor(s) at least three (3) business days prior to the “Go Live
Date” [See Section 1.2(u)] shall be registered and provided User IDs as of the “Go
Live Date”. Requesters registering less than three (3) business days prior to the “Go
Live Date” shall be registered within three (3) business days from the date of their
registration. For any post “Go Live Date” registrations, the following procedures

apply:

e When the Contractor receives a request from an authorized
Requesting Agency/Entity, the Contractor will register the
Agency/Entity and provide a User ID no later than 4:00 pm of the
next calendar day after receipt of the registration.

e For all requests not received from an authorized Requesting
Agency or Requesting Entity Representative, the request shall be
fulfilled by 4:00 p.m. of the next business day.
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2.13.2.1 Requesting Agency/Entity Registration List

The Contractor shall maintain a list of all registered users under this
Contract. This list shall be maintained in a commonly available electronic
format, such as MS Access or MS Excel. This list shall include the: name
of the user, affiliation (i.e. State of Maryland agency, local government,
Not-for-profit entity, etc.), contact name(s), mailing address, telephone
number(s), and email address(s). This list shall be updated as needed and
be provided monthly, electronically to the Contract Administrator.

2.13.3 Contract Transition

If the award of a successor Contract is made to other than the Contractor, upon award notice
the Contractor will fully cooperate with the successor Contractor to effect a smooth, seamless
transition. Upon award notice the Contractor shall provide a list of all current users
described in 2.13.2.1 to the successor Contractor. The Contactor shall provide any updated
requester information to the successor Contractor until the expiration of this Contract.

2.14 Contract Orientation and Kick-off Meetings

2.14.1 The Contractor Representative(s) shall attend in-person, or participate via conference
call, a mandatory orientation session with the Contract Administrator to obtain a brief overview
of the Contract’s procedures. The Contractor shall not invoice or receive reimbursement for
attending this orientation.

2.14.2 The Contractor Representative shall also attend at least one (1) contract “kick-off”
meeting at which time invited State agencies’ representatives are introduced to the Contractor and
familiarized with the Contract’s specifications and provisions. Preferably this Contract “kick-
off” Meeting will be held shortly before the start date of the Contract at a location within the
Baltimore/Annapolis area. The specific time, date and location for this “kick-off” meeting will
be determined by the Contract Administrator in cooperation with the Contractors. At least ten
(10) days notice of each “kick-off” meeting will be provided for meetings described in section
2.14.2 and 2.14.3.

2.14.3 Aside from required attendance at a single primary “kick-off” meeting, Contractors may
be invited to attend a limited number of additional “kick-off” meetings, such as meetings in
different areas of the State, or multiple meetings in major areas of the State, such as the
Baltimore/Annapolis area, to accommodate more potential users. If additional “kick-off”
meetings are held, they may be either prior to, or after the commencement date of the Contract.

2.15 Assignment Procedures

Instructions for requesting services for each Service Category will be posted on the
http://dbm.maryland.gov website and provided during the orientation and kick-off sessions
following award of the contract(s).
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SECTION 3 - PROPOSAL FORMAT

3.1 Two Part Submission

Offerors shall submit proposals in separate volumes:
= Volume | - TECHNICAL PROPOSAL
*= Volume Il - FINANCIAL PROPOSAL

3.2  Proposals

Volume | — Technical Proposal shall be sealed separately from Volume Il — Financial Proposal
but submitted simultaneously to the Procurement Officer at the address listed on the Key
Information Summary in RFP 8 1.8. This is the only address to which proposals may be
submitted. An unbound original, so identified, and five (5) copies of each volume are to be
submitted. Hard copies must be a complete proposal containing all information contained on the
CDs unless otherwise directed.

An electronic version of both the Volume | — Technical Proposal in MS Word or Adobe PDF
format, and the VVolume Il — Financial Proposal in MS Excel format shall also be submitted with
the unbound originals, technical or financial volumes, as appropriate. Electronic media shall be
submitted on CDs and bear a label on the outside containing the RFP title and number, the name
of the Offeror, and the volume number (I or Il). Please note that the Offeror must provide
separate CDs for the Technical Proposal and the Financial Proposal.

3.3 Submission

Each Offeror is required to submit a separate sealed package for each "Volume", which is to be
labeled Volume | — Technical Proposal and Volume Il — Financial Proposal for each service
category. Each sealed package shall bear the RFP title and number, name and address of the
Offeror, the volume number (I or 1), and closing date and time for receipt of the proposals on the
outside of the package. The corresponding CD for each Volume should be included in that
sealed package.

All pages of both proposal volumes shall be consecutively numbered from beginning (Page 1) to
end (Page “x™).

|34 Volume I - Technical Proposal

3.4.1 Introduction

If an Offeror is submitting a proposal for only one (1) Service Category, regardless of the
number of regions, the Offeror shall submit one proposal which is complete in all respects
(identified as the “Complete Proposal”) and adhere to all applicable submission requirements as
identified in this RFP § 3.4 — VVolume | — Technical Proposal.

If an Offeror is submitting a proposal for more than one (1) Service Category, the Offeror shall
submit a complete package for one Service Category identified as the “Complete Proposal.” For
each additional Service Category after the first, the proposal shall include only the information
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that is different from the contents of the “Complete Proposal,” The different information
includes, at a minimum but is not limited to, a Title Page, Table of Contents (RFP 8§ 3.4.4 A),
and Technical Proposal (RFP 8 3.4.5). The Title Page (and to the extent possible, a header or
footer on each page) of each non-Complete Program shall identify the Service Category and that
it is not the Complete Proposal.

3.4.2 Transmittal Letter

A single transmittal letter shall accompany the Technical Proposal (“Complete Proposal” if
submitting for more than one Service Category). The purpose of this letter is to transmit the
proposal(s) and acknowledge the receipt of any addenda. The transmittal letter should be brief,
identify the Service Category(ies) and Region(s) for which the Offeror is proposing to provide,
and be signed by an individual who is authorized to commit the Offeror to the services and
requirements as stated in this RFP. (See Offeror’s responsibilities in RFP § 1.24).

If the Offeror is a MDOT certified Minority Business Enterprise, the certification number should
be included in the Transmittal Letter which accompanies the Technical Proposal.

3.4.3 Additional Required Technical Submissions

=  Completed Bid/Proposal Affidavit (Attachment B — with original of Technical
Proposal or “Complete Proposal” only);

= Completed Living Wage Affidavit of Agreement (Attachment I - with original of
Technical Proposal or “Complete Proposal” only); and

= Copy of current Certificate of Insurance (with original of Technical Proposal or
“Complete Proposal” only). This current Certificate does not need to comply
with the requirement of RFP § 2.12.4. Only the selected Offeror will need to
comply with RFP § 2.12.4,

3.4.4 Format of Technical Proposal

Technical proposals must be submitted in a separate, package labeled “Volume | — Technical
Proposal” and must bear the name and address of the Offeror, the name and number of the RFP
and the closing date for proposals on the outside of the package. Inside this package, an
unbound original, to be so labeled, five (5) hard copies, and the electronic version on one CD
shall be provided. RFP § 2 provides requirements and RFP § 3 provides reply instructions. The
paragraphs in these RFP sections are numbered for ease of reference. In addition to the
instructions below, the Offeror’s Technical Proposal should be organized and numbered in the
same order as provided in this RFP.

The Technical Proposal shall include the following sections in this order:
3.4.4.1 Title Page and Table of Contents

The Technical Proposal should begin with a title page bearing the Offeror’s company name and
address, Offeror’s contact name/telephone number/email address, and the name and number of
this RFP. A table of contents shall follow the title page for the Technical Proposal. Note:
Information which is claimed to be confidential is to be identified after the Title page and
before the Table of Contents in the Offeror’s Technical Proposal. An explanation for each
claim of confidentiality shall be included.
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3.4.4.2 Executive Summary

The Offeror shall condense and highlight the contents of the technical proposal in a separate
section titled “Executive Summary”.

The Summary should identify the Service Category(ies) and Region(s) the Offeror is proposing
to provide. The Summary shall also identify any exceptions the Offeror has taken to the
requirements of this RFP, the Contract (Attachment A), or any other attachments. Exceptions to
terms and conditions may result in having the proposal deemed unacceptable or classified as not
reasonably susceptible of being selected for award.

If the Offeror has taken no exceptions to the requirements of this RFP, the Executive Summary
shall so state.

3.4.4.3 Offeror Experience and Capabilities

A. The Offeror shall include information on past experience with similar
projects/contracts. The Offeror shall describe how its organization can meet the
requirements of this RFP (see Section 2, Scope of Work) and shall include the
following:

= The number of years the Offeror has provided these services;

= The number of clients and geographic locations that the Offeror currently
Serves;

= An organizational chart of the Offeror showing all major component units,
which component(s) will perform the requirements of this Contract, where
the management of this Contract will fall within the organization, and
what corporate resources will be available to support this Contract in
primary and back-up roles. Provide the names and titles of the key
management personnel, (other than the Contractor Representative required
under RFP § 3.4.10 below), directly involved with supervising the services
rendered under this Contract along with their resumes.

B. As part of its offer, each Offeror is to provide a list of all Contracts with any entity of
the State of Maryland that it is currently performing or which have been completed
within the last five (5) years. For each identified Contract the Offeror is to provide:

= The State Contracting entity;

= A brief description of the services/goods provided,;

= The dollar value of the Contract ;

= The term of the Contract;

= The State employee contact person (name, title, telephone number and if
possible e-mail address); and

=  Whether the Contract was terminated before the end of the term specified in
the original Contract, including whether any available renewal option was
not exercised.

The Procurement Officer or her designee may contact the identified State agencies, or
the most appropriate ones if many contracts are involved, to ascertain the Offeror’s
level of performance of State contracts. Information obtained regarding the Offeror’s

050B3400001 40 Visual Communication Services



level of performance on State contracts will be considered as part of the experience
and capabilities evaluation criteria of the RFP. (see RFP § 4.2)

C. References from its customers (at least three (3) are preferred) who are capable of
documenting the Offeror's ability to provide the services required under this RFP.
References for each Service Category must be capable of describing the Offeror’s
work and performance in that service area and type of visual communication services.
Each client reference shall be from a client for whom the Offeror provided service
and shall include the following information:

= Name of client;

= Name, title, telephone number and email address of point of contact for
client;

» Value, type, and duration of Contract(s) supporting client;

= The services provided, scope of the Contract, and objectives satisfied; and

= Location where services were provided.

The Procurement Officer or her designee may contact one or more of the identified
customer references to ascertain the Offeror’s quality of performance. Information
obtained regarding the Offeror’s performance will be considered as part of the
experience and capabilities evaluation criteria of the RFP. (see RFP § 4.2)

3.4.5 Offeror’s Response to Scope of Work

In an orderly, concise manner, the Offeror shall address each requirement in Section 2 “Scope of
Work” of this RFP and describe how its proposed services will meet those requirements, in the
same order in which those sections are described in the RFP. If the State is seeking Offeror
agreement to a requirement, the Offeror shall state agreement or disagreement. The Offeror,
however, should not merely rely on a stated agreement to perform the requested work; rather, the
Offeror should outline how the Offeror can fulfill the requested tasks in a manner that best meets
the State’s needs. As stated above, any exception to a term or condition may result in having the
proposal deemed unacceptable or classified as not reasonably susceptible of being selected for
award.

3.4.5.1 Responses to Work Requirements for Each Service Category (RFP 88 2.2-2.5)

Each response to these RFP sections shall include an explanation and description of how the
work will be done. In addition, for each Service Category, the Offeror shall discuss its ability to
provide adequate interpreter/transcriber staff and describe its staffing model (e.g., the use of
employees versus subcontractors, the number/size of available staff, etc.).

For On-Site Services: Categories | and Il

Include the number of interpreters/transcribers the Offeror has available to provide services
required by the RFP by Service Category and Region, as applicable, as of the date of proposal
submission, broken down by the number that are employees of the Offeror versus the number
that are Independent Contractors. For interpreters/transcribers that are Independent Contractors
state how many the Offeror has actual experience using /working with consistent with the
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requirements of this RFP. Describe the Offeror’s process for vetting interpreters/transcribers in
terms of any or all of the following: validating certification/licensing, education, administering
its own qualifications, testing, trial on-the job quality monitoring, and required orientation
training. Also describe in detail the process for matching an interpreter/transcriber with a
particular Assignment, providing notification to the requesting agency/entity of confirmation of
an Assignment, including the identity of the assigned interpreter/transcriber. As applicable,
describe the Offerors process for handling missed Assignments, appointments, background
checks, or instances when an interpreter/translator will be late.

For Remote Services: Categories 1l and IV

1-Describe the site or sites from which services will be performed;

2-Describe the staffing, equipment, authorized software, etc. used at the remote site and on-site
as well as what equipment is compatible on-site if applicable;

3-Describe backup (redundant) capabilities in case of equipment, power, internet failure, etc.;
4-Describe the manner in which on demand Assignments will be distributed to
interpreters/translators in terms of whether Assignments are given to on-site personnel or
distributed to independent contractor interpreters/translators; and

5-Describe the Offeror’s capacity in terms of maximum number of simultaneous Assignments
that can be handled and maximum number of Assignments actually handled, ie. percentage of
maximum capacity that as ever occurred. Also describe the ability to expand simultaneous
capacity in terms of what the required timeframe to implement is and circumstances that would
trigger the need for expansion.

3.4.6 Training and Certification / Quality Assurance Procedures (RFP § 2.6)
The Offeror shall describe in detail its written policy & procedures for:

A. Ensuring that all interpreters/transcribers assigned possess the appropriate
Service Category certification(s);

B. Providing interpreter/transcriber training, certification and quality assurance
Procedures; and

C. Its confidentiality assurance processes and policies.

3.4.7 Service Category Billing / Invoicing (REP 8§ 2.7)
For ALL Service Categories:

For each requirement, Offerors shall provide a detailed description of its capability of or
procedures for, a statement of compliance and/or other identified information, as
appropriate. In particular the Offeror shall acknowledge the requirement to invoice each
Requesting Agency/Entity separately.

3.4.8 Reporting Requirements (RFEP § 2.8)
The Offeror shall describe in detail:

How it will address and meet the reporting requirements of this RFP, describe its standard
reports, and provide samples of its system reporting features and capabilities.
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3.4.9 Complaint Resolution (RFP §2.9)
The Offeror shall describe in detail:

A

Its written procedures for reporting problems and investigating
complaints/suspected problems with its services within the scope of this RFP;
and

How all complaints received concerning services within the scope of this RFP
in any format (oral, written, fax, e-mail) will be documented and kept on file for
review at the discretion of the Contract Administrator.

3.4.10 Assignment of Contractor Representative (REP 8§2.10)
Assignment of Contractor Representative

The Offeror shall:

A.

B.

Submit a current resume of each individual(s) who it anticipates will serve as a
Contractor Representative, per Service Category, under this Contract; and

Submit a written description of each individual’s job description which includes
where that position falls within the organization’s hierarchy (i.e. position
authority level), the individual’s current duties and responsibilities, and an outline
of the individual’s overall managing experience and abilities.

3.4.11 Participation in Requester Meetings (RFP 8§ 2.11, 2.14)

A

In accordance with RFP 8§ 2.14.1, 2.14.2, Offerors shall acknowledge
agreement to participate in the mandatory orientation session, at least one (1)
contract “kick-off” meeting and, if held, annual contractor/user communication
meetings (forums);

In addition, as per RFP § 2.11.3 Offerors shall describe their willingness to:
i. Participate in additional contract kick-off meetings and advise of how many;

ii. Attend more than one contractor/user communication meeting during each
year of the contract; and

In addition to responding to the above described specific
outreach/communications meetings, Offerors should provide a general
description of other marketing/communications efforts they will undertake if
awarded a contract.

3.4.12 Compliance with Assignment Process Procedures (RFP § 2.15)

Offerors shall acknowledge their understanding of how Assignments will be handled during
the term of their Contract.

3.4.13 Problem Escalation Clause

In response to RFP § 1.36, the Offeror must provide a draft procedure that includes, at
minimum, titles of individuals to be contacted by the Contract Administrator should problems
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arise under the Contract, and explains how problems with work under the Contract will be
escalated in order to resolve any issues in a timely manner. Final procedures must be
submitted as indicated in RFP § 1.36.2.

3.4.14 Financial Capability and Statements
Offerors shall submit:

A. Evidence that the Offeror has financial capacity to provide RFP required
services, including one or more of:

i. Copies of the last two (2) year end audited financial statements or best
available equivalent report and an analysis of those financial
statements/reports;

ii. Abbreviated profit and loss statements and abbreviated balance sheets for
the last two years;

iii. At least one (1) bank or other financial institution credit [e.g. line(s) of
credit] and financial reference;

iv. Dunn and Bradstreet rating if applicable; and
v. Evidence of successful financial track record and adequate working capital.

3.4.15 Economic Benefit Factors

NOTE: Because there is no guaranteed minimum or maximum usage for any Service
Category, the following information should be provided for every $10,000 of usage.

Offerors shall submit with their proposals a narrative describing benefits that will accrue to the
Maryland economy as a direct or indirect result of their performance of this contract. Proposals
will be evaluated to assess the benefit to Maryland’s economy specifically offered.

Proposals that identify specific benefits as being contractually enforceable commitments will be
rated more favorably than proposals that do not identify specific benefits as contractual
commitments, all other factors being equal.

Offerors shall identify any performance guarantees that will be enforceable by the State if the
full level of promised benefit is not achieved during the contract term.

As applicable, for the full duration of the contract, including any renewal period, or until the
commitment is satisfied, the contractor shall provide to the procurement officer or other
designated agency personnel reports of the actual attainment of each benefit listed in response to
this section. These benefit attainment reports shall be provided quarterly, unless elsewhere in
these specifications a different reporting frequency is stated.

Please note that in responding to this section, the following do not generally constitute economic
benefits to be derived from this contract:

1. generic statements that the State will benefit from the Offeror’s superior performance
under the contract;
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2. descriptions of the number of Offeror employees located in Maryland other than those
that will be performing work under this contract; or

3. tax revenues from Maryland based employees or locations, other than those that will be
performing, or used to perform, work under this contract.

Discussion of Maryland based employees or locations may be appropriate if the Offeror makes
some projection or guarantee of increased or retained presence based upon being awarded this
contract.

Examples of economic benefits to be derived from a contract may include any of the following.
For each factor identified below, identify the specific benefit and contractual commitments and
provide a breakdown of expenditures in that category:

» The contract dollars to be recycled into Maryland’s economy in support of the contract,
through the use of Maryland subcontractors, suppliers and joint venture partners. Do not
include actual fees or rates paid to subcontractors or information from your financial
proposal;

» The number and types of jobs for Maryland residents resulting from the contract. Indicate
job classifications, number of employees in each classification and the aggregate payroll to
which the contractor has committed, including contractual commitments at both prime and, if
applicable, subcontract levels. If no new positions or subcontracts are anticipated as a result
of this Contract, so state explicitly;

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

* Subcontract dollars committed to Maryland small businesses and MBEs; and

» Other benefits to the Maryland economy which the Offeror promises will result from
awarding the contract to the Offeror, including contractual commitments. Describe the
benefit, its value to the Maryland economy, and how it will result from, or because of the
contract award. Offerors may commit to benefits that are not directly attributable to the
contract, but for which the contract award may serve as a catalyst or impetus.

3.4.16 Subcontractors

Except for individual interpreters working as independent contractors for an Offeror, Offerors
shall identify Subcontractors, if any, and the roles these subcontractors will have in the
performance of the Contract. (Subcontractors and their use will be evaluated under the
appropriate criteria for the Service Category(ies) they will be providing.)

3.4.17 Contract Implementation / User Registration List / Contract Transition

The Offeror shall acknowledge its compliance with the requirements of RFP § 2.13. For
transition to a successor contractor and for registration of requesters prior to the Go Live Date,
fully describe how the Offeror, if selected for award, would be fully ready to commence Contract
services by the Go Live Date, and how it will register new requesters after the Go live Date in
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compliance with the timeframes in § 2.13. In addition, fully describe how Expedited and
Emergency Requests are processed.

3.4.18 Background Checks/Fingerprinting

The Offeror shall acknowledge its capability of complying with the requirements of RFP § 1.35
if so requested.

3.4.19 Optional Services

The Offeror shall acknowledge its capability of providing Interpreters/Transcribers who have the
skills to provide the Optional Services of Oral Transliteration, Cued Speech Transliteration, SEE
1 SEE1 and H SEEZ2 services, Tactile Services, and Certified Deaf Interpretation if proposing to

the applicable Service Category for these Optional Services in Category | and Category HI.

The Offeror shall acknowledge it capability of providing Interpreters/Transliterators who
have the skills to provide the Optional Services of: Oral Transliteration, Cued Speech
Transliteration, SEE1 and SEE2, and Certified Deaf Interpretation (CDI) if proposing to
Category I11.

Contractors will be paid these Optional Services as an add-on service fee of $10/hour above
the Standard rates for Category | and $.25/minute above the Standard rates for Category
111 when and if the Contractor provides these Optional Services during the Contract
period.

3.4.20 Litigations/ Legal Actions

The Offeror shall describe any litigation and/or government action taken, proposed or pending
against it or any of its entities during the most recent five (5) years. This information shall
include notice of whether the Offeror or Offeror’s interpreters/transcribers have had their
applicable registration and/or certification for this RFP suspended or revoked in any jurisdiction
within the last five (5) years, along with an explanation. In addition, provide a Legal Action
Summary. This summary must include:

a. A statement as to whether there are any outstanding legal actions or potential claims against
the Offeror and a brief description of any action;

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

¢. A description of any judgments against the Offeror within the past five (5) years, including the
case name, number court, and what the final ruling or determination was from the court; and

d. In instances where litigation is on-going and the Offeror has been directed not to disclose
information by the court, provide the name of the judge and location of the court.

If an Offeror responds to this section with a generic statement such as, “See 10K” or “See SEC filing”:

a. The referenced document must be included in the Technical Proposal;

b. The location within the document where the requested information can be found should be
specifically noted; and

¢ The information contained in the indicated section should be responsive to the information
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requested under this section. A generic statement in the document to the effect that there often
are what might be called nuisance lawsuits filed against the Offeror will only be sufficient if it is
a true statement; i.e., the Offeror is asserting that in its opinion no lawsuit filed against it is
noteworthy.

3.5 Volume Il - Financial Proposal |

Under a separately sealed cover from the Technical Proposal and clearly identified in the format
identified in RFP § 3.2, the Contractor shall submit an original unbound copy, five (5) hard
copies, and an electronic version in MS Excel of the Financial Proposal. The Financial Proposal
shall contain all price information in the format specified in Attachment D for the appropriate
Service Category(ies).

The Financial Proposal shall be signed by an individual who is authorized to commit the Offeror
to the service requirements as follows, depending on the Offeror’s form of business organization:

1. Sole Proprietorship. Proprietor shall sign full name, with address.

2. Partnership and Joint Venture. Submit the Financial Proposal form in the name of the
partnership or joint venture. Clearly state the partnership name and the identity of each general
partner, and execute all affidavits and certificates on behalf of the partnership, or on behalf of
each general partner. No provision of any agreement among partners will be binding on the State
unless it is disclosed in the Offeror’s proposal. Reasonable evidence satisfactory to the State of
the authority of one partner to bind other purported partners is required. Include a copy of the
partnership agreement, if one exists. If no partnership agreement exists, and if the number of
general partners is reasonably small, each general partner should execute all required documents.
At the State’s option, all general partners may be required to sign. Failure to present the State
with satisfactory information concerning a purported partnership may be grounds for the
proposal to be deemed not reasonably susceptible of being selected for award.

3. Corporation. An officer or authorized agent of the corporation shall sign with full name,
indicate title, and include the name and address of the corporation. In the case of an authorized
agent, enclose a letter from an officer of the corporation authorizing said individual to act on
behalf of the corporation.

Note: Information which is claimed to be confidential is to be clearly identified in the
Offeror’s Financial Proposal. An explanation for each claim of confidentiality shall be
included.

THE REMAINDER OF THIS PAGE IN INTENTIONALLY LEFT BLANK
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SECTION 4 - EVALUATION CRITERIA AND SELECTION PROCEDURE

4.1 Evaluation Criteria

Evaluation of the proposals will be performed by an evaluation committee established for that
purpose and based on the criteria set forth below. The State reserves the right to utilize the
services of individuals outside of the established committee for technical advice, as deemed
necessary.

4.2 Technical Criteria

The criteria to be applied to each Technical Proposal for each services category are listed below
in descending order of importance. The section(s) of the RFP which each criterion will evaluate
is identified in parentheses after the criterion.

i. Experience, Capability and References (RFP 8§ 3.4.4.3); (3.4.16); 3-4-19); (3.4.20);

ii. Offeror’s Response to Scope of Work (RFP § 3.4.5); (3.4.11); (3.4.12); (3.4.13);
(3.4.17); (3.4.18); (3.4.19);

iii. Contractor Representative (RFP § 3.4.10);

iv. Training and Certification/Quality Assurance Procedures (RFP § 3.4.6);

v. Service Category Billing and Reporting Requirements (RFP § 3.4.7); (3.4.8);
vi. Complaint Resolution (RFP § 3.4.9); and

vii. Maryland Economic Benefit (RFP § 3.4.15).

| 4.3  Financial Criteria

All qualified Offerors will be ranked from the lowest to the highest price based on their total
price(s) proposed on Attachment D for the appropriate Service Category(ies) and Region(s).

| 4.4  Reciprocal Preference

Although Maryland law does not authorize procuring agencies to favor resident Offerors in
awarding procurement Contracts, many other states do grant their resident businesses preferences
over Maryland Contractors. Therefore, as described in COMAR 21.05.01.04, a resident business
preference will be given if: a responsible Offeror whose headquarters, principal base of
operations, or principal site that will primarily provide the services required under this RFP is in
another state submits the most advantageous offer; the other state gives a preference to its
residents through law, policy, or practice; and, the preference does not conflict with a Federal
law or grant affecting the procurement Contract. The preference given shall be identical to the
preference that the other state, through law, policy or practice gives to its residents.
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4.5

Selection Procedures

45.1

General Selection Process

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

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

45.2

Selection Process Sequence

4.5.2.1 The first step in the process will be an evaluation for technical merit. During this
review oral presentations and discussions may be held. The purpose of such
discussions will be to assure a full understanding of the State’s requirements and
the Offeror’s ability to perform to the standards described, and to facilitate arrival
at a Contract that will be most advantageous to the State. For scheduling
purposes, Offerors should be prepared to make an oral presentation and
participate in discussions within two (2) weeks of the delivery of proposals to the
State. The Procurement Officer will contact Offerors when the schedule for oral
presentations is set by the State.

4.5.2.2 Offerors shall confirm in writing any substantive oral clarification of, or change
in, their proposals made in the course of discussions. Any such written
clarification or change then becomes part of the Offeror’s proposal.

4.5.2.3 The financial proposal of each qualified Offeror will be evaluated separately from
the technical evaluation. After a review of the financial proposals of qualified
Offerors, the Procurement Officer may again conduct discussions to evaluate
further the Offeror’s entire proposal.

4.5.2.4 When in the best interest of the State, the Procurement Officer may permit
Offerors who have submitted acceptable proposals to revise their initial proposals
and submit, in writing, best and final offers (BAFOSs).
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45.3 Award Determination
4.5.3.1 Categories I and Il (On-Site Visual Language Interpretation and On-Site CART);

Upon completion of all discussions and negotiations, reference checks, and site
visits, if any, the Procurement Officer will recommend up to five (5) awards of
Contract(s) to the responsible Offeror(s) in Service Category(ies) | and Il whose
proposals are determined to be the most advantageous to the State considering
technical evaluation factors and financial factors as set forth in this RFP.

4.5.3.2 Categories Ill and IV (VRI and Remote CART);

Upon completion of all discussions and negotiations, reference checks, and site
visits, if any, the Procurement officer will recommend a primary and secondary
award for Category(ies) 11l and 1V whose proposals are determined to be the most
advantageous to the State considering technical evaluation factors and financial
factors as set forth in this RFP.

In making the most advantageous Offeror determination for each award recommendation, ( RFP
884.5.3.1, 4.5.3.2) technical factors will be given equal consideration with financial factors.
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