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ITN #2024-001 - Customer Rela�onship Management “CRM” System  
EXHIBIT A – Scope of Work 

Format for Response 
 

Tab I- Qualifica�ons and Experience (40 Points Maximum)  
  

A. Respondent Qualifica�ons (Company Profile)  
The response shall be writen in non-technical language to summarize the ITN 
respondent’s (Respondent) overall capabili�es and approaches for providing, managing, 
and accomplishing the services specified herein.    
  
The Respondent must include a descrip�on of the organiza�onal structure and 
management style established and the methodology to be used to control cost, ensure 
reliable services and to maintain schedules; as well as the means of coordina�on and 
communica�on between the organiza�on and the Tax Collector’s office (TCO). 
 
Informa�on about the company’s experience shall be submited including company 
profile, experience, and years in business.  Provide detailed informa�on regarding the 
current financial condi�on and outlook of the organiza�on, including ra�ngs, 
memberships or lis�ngs regarding or affec�ng the financial well-being of the organiza�on.  
Respondent shall provide any informa�on regarding any current or poten�al li�ga�on, 
bankruptcies, sale, mergers or acquisi�ons that could affect the financial condi�on or 
outlook of the organiza�on.  
 

B. Staff Management 
Respondent shall (1) fully describe its resources and ability to provide staff con�nuity for 
the project, (2) specifically address processes and procedures for staff hiring and 
reten�on, as well as turnover and replacement during an ongoing project, and (3) 
describe the no�fica�on process for staff turnover and replacement during an on-going 
project. 
  

C. Projects of Similar Size and Scope  
The Respondent shall fully describe experience with projects within the last three (3) years 
of similar size and scope as the project specified herein.  Respondent shall include any 
projects that involved regula�on or licensing applica�ons.  
  

D. Government En�ty Experience  
The Respondent shall fully describe experience and projects with governmental en��es, 
including any state, local or federal en��es and describe any differing management or 
approaches between government and private sector projects.  
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Tab II-  Technical Proposal and Project Management Plan (120 Points Maximum)  
  

A.  Technical Proposal (70 Points Maximum)  
  

The Respondent is required to provide comprehensive narra�ve that fully describes its 
technical proposal for a CRM solu�on. The TCO requires informa�on regarding the 
flexibility/portability of the solu�ons to adapt to the ever-changing technology landscape.   
  
Proposals shall include details about data ownership, management, and u�liza�on 
outside of normal government opera�ons. Details of what to expect at the end of the 
contract period shall be provided to clarify what atributes of the system are property of 
the TCO, how they will be transferred back to the TCO’s possession and the approximate 
�meframe to do so.   The Respondent’s narra�ve shall address in detail the mandatory 
qualifica�on items set forth below under the appropriate headings and tabs.   
  
1. Objec�ves   
Describe how the Respondent’s proposed CRM solu�on shall, at a minimum, provide the 
following objec�ves:  

  
A. The CRM solu�on shall be integrated with exis�ng systems of record and 

replace currently deployed systems. This will replace the TCO’s off the shelf 
incident management systems and internally developed correspondence. 

B. The CRM solu�on shall exceed all of the current TCO system’s capabili�es.  
C. The CRM solu�on shall also provide online offerings (apply, renew, take 

payments, upload atachments, create accounts, file a complaint, 
miscellaneous transac�ons, etc.), Omni-channel communica�on func�onality, 
robust database search func�onality, mul�-language func�onality, and a 
wizard assistant (to guide customers through various transac�ons when 
interac�ng with the agency).  

D. The system shall be robust enough to incorporate exis�ng business rules, 
handle new business requirements and be suitable to be the system of record 
for the agency.  

E. The CRM solu�on shall be a No Code/Low Code solu�on.   
F. The CRM solu�on shall be able to display correspondence from the 

Department as well as the status of the applica�on; Meaning the system 
should have enough intelligence to show all customer inquiries and their 
statuses to the agent handling the request. 

• Example: 
o John Doe calls the contact center and the agent answers the 

call. 
o The system should reverse lookup the number or be able to 

manually search for the client record. 
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o Once accessed, the client record should iden�fy major 
informa�on points and ALL prior correspondence, including 
email, call history, social media chat or men�on, etc. 

  
2. Outcomes  
Describe how the Respondent’s proposed CRM solu�on shall produce and deliver the 
following outcomes:  

A. Shall improve overall customer experience by providing a modern user 
interface (UI) to the current func�onality.   

B. Reduce the Customer Contact Center call volume for self-service 
administra�on func�ons.  

C. Shall manage the CRM solu�on replacement costs by using exis�ng 
middleware applica�ons and accessing an exis�ng library of in-house 
developed func�ons.  

D. Shall provide a “wizard” type automated process to reduce work required by 
agency staff to perform rou�ne daily tasks.  

E. Shall provide increased flexibility for configura�on updates in the CRM solu�on 
administra�on interface that does not require custom code development by 
either the CRM solu�on vendor or through in-house development staff.  

F. Shall provide a modern rules engine(s) to automate and integrate current 
manual workflow processes, including form logic, valida�on, and repor�ng.  
• These rules should be capable of being applied globally AND for each 

business unit for workflow and automa�on. 
G. Shall provide the capability for customers to submit inquiries, create and self-

manage an account, submit complaints, make payments, upload large 
atachments, etc.  

 
3. So�ware, Hardware, and Technology Solu�on(s)  
Provide narra�ve that describes the Respondent’s so�ware, hardware, and technology 
solu�on(s) that shall be used to administer and support the services required in this ITN.  

  
A. Describe the CRM solu�on the Respondent is proposing to implement 

including all modules and details of the func�onality each module provides.   
B. Describe how the Respondent’s proposed solu�on shall maintain and support 

the CRM solu�on, including so�ware, hardware, and technology.    
C. Describe the enhanced value of the so�ware, hardware, and technology the 

Respondent proposes, including the Respondent’s reasons for proposing them.   
D. Describe the process for receiving, valida�ng, priori�zing, and es�ma�ng level 

of effort for requested enhancements to the proposed CRM solu�on.   
E. Describe the proposed solu�on’s ability to deliver the services requested in this 

ITN at the scale required to serve the customers of the TCO.    
F. Describe how the proposed solu�on’s ability to evolve to meet the expanding 

needs of the TCO’s customers.  Provide the technology roadmap for the 
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Respondent’s proposed solu�on detailing planned upgrades to func�onality 
that shall be made available to the TCO and included in the Respondent’s Cost 
Reply.   

G. Describe the Respondent’s plan to ensure the proposed solu�on is responsive 
to and able to incorporate technological innova�ons in governmental 
regula�on and administra�on of professional and occupa�onal licensing.   

H. Provide all available documenta�on (feature descrip�ons, use cases, demos, 
user guides, technology leveraged, etc.) regarding the verifiable func�onality 
to be delivered by the proposed solu�on and included in the Respondent’s 
Cost Reply.   

I. Provide a complete list of all individually licensed products that the proposed 
solu�on requires (e.g., product type, name, and func�on).    

J. Describe the nature of the proposed solu�on (e.g., So�ware as a Service (SaaS) 
- cloud specific, SaaS - cloud agnos�c, cloud hybrid, or other).   

K. Detail the available licensing models for each proposed product in the solu�on 
(e.g., subscrip�on, perpetual/maintenance).   

L. Detail the license pricing units (e.g., number of uses, sessions or API calls), cost 
of each and forecast annual and/or monthly volumes.  

M. Describe the way the proposed solu�on is resilient and portable in a situa�on 
where it becomes necessary to change cloud service providers in the future.  

N. Describe a typical departure from the proposed pla�orm. What aspects of the 
solu�on as configured are possessions of the TCO, and in what format would 
the data be returned to the TCO? By what medium are the digital assets 
transferred, and how long does that process take to complete (es�ma�on 
based on extrac�on speed per unit of storage is acceptable)?  

O. Detail all possible use of the TCO’s data outside of TCO opera�ons by the 
proposed solu�on. For each product in the proposed solu�on, indicate if the 
underlying cloud service provider reserves any and all rights to process TCO 
data for its own purposes, commercial, technical or otherwise. Please indicate 
each product in the proposed solu�on that reserves any and all rights to 
process metadata for its own purposes, commercial, technical or otherwise.  

  
4. System Migra�on/Transi�on Services  
Provide narra�ve that describes the Respondent’s approach to providing the following 
System Migra�on/Transi�on Services.  

  
A. Configura�on of CRM solu�on.  
B. Migra�on of data from exis�ng systems CRM.   
C. Migra�on of content from exis�ng TCO systems and pla�orms to the CRM 

solu�on. 
D. Deployment to produc�on of the CRM solu�on and all configura�on and 

integra�on items.  
E. Development of licensing applica�ons to be rebuilt in the new pla�orm.  
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F. Development of CRM escala�ons, search func�onality, ability to take 
payments, and update customer informa�on and interac�ons.  

G. Post-implementa�on transi�on services shall include support for opera�ons 
and ongoing maintenance of the CRM solu�on as needed.  

H. Provide what connec�vity infrastructure would need to be procured to enable 
the success of the proposed solu�on.  

  
5. Implementa�on Services  
Provide narra�ve describing the Respondent’s proposed approach to implementa�on of 
the CRM solu�on including system func�onality, �melines, and milestones. The project 
management plan shall at a minimum address all the following services and tasks:  

  
A. Respondent shall provide sufficient staff, tools and templates, methods and 

frameworks, mentoring and training, and other capabili�es to deliver the 
services required to ensure that implementa�on of the CRM Solu�on is 
successful. The responsibili�es for all project ac�vi�es are to be delineated in 
a separate RACI document between the Respondent and the TCO and 
documented as such. Such documenta�on is due within a nego�ated number 
of days a�er Contract execu�on.  

B. Respondent shall develop strategies prior to the execu�on of implementa�on 
services. These strategies shall promote a unified and consistent approach for 
project management, staffing, processes, and based on business requirements 
iden�fied and approved by the TCO. Such strategies are due within a 
nego�ated number of days a�er Contract execu�on.  

C. Respondent shall be responsible for planned and scheduled communica�on to 
related Business Units and other TCO stakeholders on progress of project 
�meline and milestones.  

D. Respondent shall assist the TCO in developing communica�ons to the general 
public and current user base prior to release of the CRM solu�on.  

  
6. Interface/Integra�on Services  
Provide narra�ve that details the Respondent’s approach to migra�ng exis�ng 
interfaces/integra�ons, including ancillary applica�ons (if any). Describe all an�cipated 
interfaces that shall be inbound to and outbound from the Respondent or subcontractor 
for success of the proposed solu�on. This plan shall include at a minimum the following 
elements:   

  
A. File name (technical and common)    
B. File descrip�on    
C. Name of en�ty the file is sent to or received from    
D. Timing and intervals of the interface    
E. File layout and detailed build/load specifica�ons  
F. For outbound files, where the file is generated from, and   
G. For inbound files, where the file is to be loaded.   
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H. Configura�on changes to exis�ng middleware applica�ons to integrate 
with the new CRM system.  This could include middleware applica�on 
version updates as required.  

I. Configura�on change or minor modifica�ons to exis�ng library of in-house 
developed code to integrate with new CRM system in conjunc�on with 
internal staff.  

 
7. Systems Architecture Services  
Provide narra�ve that includes the Respondent’s proposed approach to managing all 
system architecture components, including at a minimum, talent management, 
hardware/infrastructure, and so�ware/applica�ons. This plan must also address the 
following elements:  

  
A. Respondent shall provide and maintain up-to-date, adequate system 

documenta�on, documen�ng applica�ons specifics, architecture informa�on, 
systems security, and configura�on.   

B. Respondent shall maintain a posi�ve rela�onship with TCO staff and work 
collabora�vely to ensure proper performance and availability of all CRM 
solu�on applica�ons.   

C. Respondent shall work with the Department's project team to es�mate, 
design, develop, test, and implement configura�ons/customiza�ons.  

D. Respondent shall comply with sec�on 508 of the Rehabilita�on Act of 1973, as 
amended and           29 U.S.C. s. 794(d), including the regula�ons set forth under 
36 C.F.R. part 1194. Sec�on 282.601(1), F.S., states that “state government 
shall, when developing, compe��vely procuring, maintaining, or using 
electronic informa�on or informa�on technology acquired on or a�er July 1, 
2006, ensure that State employees with disabili�es have access to and are 
provided with informa�on and data comparable to the access and use by State 
employees who are not individuals with disabili�es.”   

E. Respondent shall be engaged to proac�vely monitor system health and report 
any issues to the Department within �meframes described in the Service Level 
Expecta�ons to be included in any Contract resul�ng from this ITN.  

F. If hosted, the Respondent shall provide:  
1. Server management, including opera�ng system, system 

u�li�es, security, and opera�ng systems (OS) patches, and 
monitoring health and availability;  

2. Database system management administra�on and business 
database administra�on;   

3. Web server and applica�on server support and configura�on;   
4. Firewall and other switch support and configura�on;   
5. Applica�on delivery and load balancer support and configura�on;   
6. Storage management; and  
7. Disaster recovery site and replica�on support.   
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8. Tes�ng and Quality Services  
Provide narra�ve that describes the Respondent’s proposed approach for providing 
Tes�ng and Quality Services. The por�on of the plan related to Tes�ng Services shall 
address developing test scripts, managing tes�ng ac�vi�es, tes�ng roles and 
responsibili�es, environment/technical approach (unit, integra�on, system, user 
acceptance tes�ng, regression), and the tools needed to test system changes before 
release to produc�on. The por�on of the plan related to Quality Services shall include the 
Respondent’s proposed approach to managing and monitoring the quality of services, 
so�ware, and opera�ons of the CRM solu�on. This plan must also address how the 
Respondent shall sa�sfy the following elements:  

  
A. Respondent shall perform full system tes�ng of the CRM solu�on base 

capabili�es.  
B. Respondent shall perform full system tes�ng in accordance with current TCO 

change management processes.  
C. Respondent shall support full user acceptance tes�ng of the ready-to-deploy 

integrated system.  
D. Respondent’s applica�on management team shall provide func�onal tes�ng 

and performance/tuning needed to support related batch jobs and reports for 
the CRM solu�on.   

E. Provide a monitoring tool to ensure compliance with any nego�ated Service 
Level Expecta�on related to applica�on response �me, i.e., how long it takes 
for a screen to return a�er a user clicks a buton) for transac�ons that are of 
highest volume within the CRM solu�on.   

F. If hosted, provide a system monitoring program to ping the produc�on and test 
environments on a regular basis to ensure maximum system up�me.     

G. The system shall be configured to provide alerts of outages of the CRM 
solu�on. These alerts shall be sent automa�cally to the TCO’s contact of choice.   

H. If hosted, upon resolu�on of system outage, the Respondent shall conduct a 
root cause analysis and provide the analysis to the Department within five 
Business Days.  

I. Respondent shall use the development and system tes�ng environments to 
support applica�on development and configura�on ac�vi�es. This shall enable 
coding changes to be implemented in a controlled environment where they are 
tested for confirma�on of intended func�onality and shall allow the TCO to 
validate that the changes do not nega�vely impact online response �me or 
exis�ng func�onality.   

J. Respondent shall establish a system fix/change review process with the TCO 
for reviewing and priori�zing system development efforts.   

K. Respondent shall provide and maintain comprehensive tes�ng documenta�on, 
including detailed procedures and tes�ng scripts, which are updated on a 
regular basis for system enhancements.   
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L. Respondent shall support troubleshoo�ng of performance issues and tes�ng 
solu�ons to these issues.   

M. Respondent shall incorporate extensive quality assurance prac�ces in system 
development and configura�on management, including complete system 
quality checks a�er every code release which prevents interrup�ons to 
business processing.   

N. Respondent shall prepare design documenta�on and es�mates for Change 
Requests submited by the TCO or iden�fied by the Respondent. The 
Respondent shall be responsible for tracking all change requests.  

O. Respondent shall provide so�ware tools, such as survey so�ware, to gather, 
manage, and measure sa�sfac�on of customers and poten�al customers to 
inform training needs and system enhancements related to the CRM solu�on.  

P. Respondent shall proac�vely communicate events, issues, and changes that 
may impact customer (end-user) interac�on with the CRM solu�on.   

   
9. Training Services  
Provide narra�ve that describes the Respondent’s proposed approach to any methods for 
training, including training users in use of its proposed CRM solu�on and training internal 
staff suppor�ng the solu�on. This plan must also address how the Respondent shall sa�sfy 
the following elements:  

  
A. During the dura�on of the project, Respondent shall provide and maintain a 

training environment of the CRM solu�on to be used for tes�ng and training 
opera�ons. All training environments must be refreshed periodically, at a 
frequency agreed upon with the TCO.   

B. Respondent shall support the distribu�on of training communica�ons to the 
TCO staff for the CRM solu�on.    

C. The Respondent shall create and maintain performance reports, as iden�fied 
and developed in coopera�on with the TCO. These reports must be easily read 
and understood with the purpose of assis�ng analysis related to customer 
experience and providing iden�fica�on of possible training points.   

D. Respondent shall work closely with the TCO to champion change management 
efforts that lead to full acceptance of the CRM solu�on.    

E. Respondent shall support, provide materials for, and par�cipate if requested 
in TCO mee�ngs. The Respondent shall assist with developing presenta�on 
materials, present on specific topics as requested, provide administra�ve 
support during the mee�ngs, record and distribute mee�ng minutes, follow-
up on technical issues that are raised, and assist in answering ques�ons. This 
includes par�cipa�ng in debriefing mee�ngs with the TCO to discuss any ac�on 
items iden�fied.   

F. Respondent shall, upon request, provide designated TCO staff with training, at 
the TCO's or Respondent’s facili�es, regarding the func�onality of the CRM 
solu�on.   
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G. The system shall display a welcome message for new customers (end-users) 
upon crea�on of the user profile.   

H. Provide training links and other informa�on to help support full use of the CRM 
solu�on for end-users.   

I. Respondent shall develop online training in a way that provides a consistent 
online delivery format. All online training must be provided in a format suitable 
for the TCO’s public facing website and for agency learning management 
systems for internal development staff.     

  
10. Security Management Services  
Provide narra�ve that includes the Respondent’s proposed approach to managing and 
monitoring the security of its proposed systems and services and iden�fying security risks. 
This plan must also address how the Respondent shall sa�sfy the following elements:   

  
A. Respondent shall maintain and track a roll-on/roll-off checklist to confirm 

appropriate security access and controls for people working on the CRM 
solu�on, suppor�ng state audit inquiries.   

B. Respondent shall implement data privacy standards across project opera�ons, 
including but not limited to, comple�ng random security walkthroughs to 
confirm proper handling of client data.   

C. Respondent shall develop and maintain a compliance tracking tool (e.g., a 
compliance tracking workbook) that documents conformity with the required 
func�ons and risk assessment as outlined in Rule 60GG-2, Florida 
Administra�ve Code. The Respondent must update this compliance tracking 
tool at least annually, upon Contract anniversary.  

D. If hosted, the Respondent shall ensure that an independent third-party audit 
is conducted on security controls at least annually and shall correct deficiencies 
iden�fied in this audit within the Department’s iden�fied �meframes.   

E. Contract shall adhere to iden�ty management requirements as outlined in 
Rule 60GG-5, Florida Administra�ve Code.  
  

11. Disaster Recovery & Business Con�nuity Services  
Provide narra�ve that describes the Respondent’s proposed approach, methodology, and 
�melines associated with business con�nuity in the event of a disaster or major system 
outage. At a minimum, the plan shall address the following:   

  
A. Respondent shall develop within sixty (60) days of contract execu�on and 

update annually.  
B. Upon contract anniversary, the Respondent must deliver a disaster recovery 

plan that ensures system availability in the case of a disaster.   
C. If hosted, the Respondent must perform an annual test of the Disaster 

Recovery Plan and present the results to the Department.   
D. Respondent’s Disaster Recovery Plan must sa�sfy the following requirements:   
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E. A plan of ac�on for any unexpected interrup�on of business opera�ons that is 
beyond the scope of daily opera�ng response procedures.   

F. Maintenance of backup systems for all state employment files and produc�on 
data maintained on Respondent’s system.   

G. A determina�on of the general nature and poten�al range of adverse events, 
so that the Business Con�nuity Plan adequately addresses the risks.   

H. Procedures to ac�vate an immediate, orderly response to emergency 
situa�ons to protect and/or recover cri�cal assets and func�ons.  

I. Procedures to obtain cri�cal resources necessary for recovery, including 
hardware, so�ware, space, files, power, and finances.   

J. Opera�ons shall automa�cally fail-over to the secondary site in the event the 
primary site is not available and fail-over to the primary site in the event that 
the secondary site is not available.   

K. Procedures to monitor, test, and restore proposed systems and/or services as 
well as those of Respondent’s subcontractors.   

L. Iden�fica�on of key team personnel with established and assigned team 
responsibili�es and training requirements for each team member to perform 
specific du�es.   

M. A methodology and iden�fica�on of current and future cri�cal applica�ons and 
services.  

N. Repor�ng of recovery point objec�ves and actual �mes. 
O. The physical loca�on of the Respondent’s disaster recovery systems and data 

as well as those of the Respondent’s subcontractors.   
P. The recovery �me and recovery point objec�ves shall meet or exceed the 

capabili�es of the underlying systems of record, OnBase and Versa: Regula�on   
 

12. Project Staffing  
The Respondent must provide the names of all key personnel on the Respondent’s team, 
as well as a resume or curriculum vitae (CV) for each individual proposed and a matrix 
which describes the func�ons and responsibili�es of each key person rela�ve to the tasks 
to be performed.  The approximate percent of �me to be devoted exclusively for this 
project and to the assigned tasks shall also be indicated in the matrix.  Respondent shall 
only iden�fy personnel who will be assigned to this project.  

  
13. Project close-out  
Respondent shall ensure that once the project is complete, the project is closed out with 
all deliverables accepted and approved, all TCO data or equipment is secured and/or 
returned to the TCO and all system documenta�on is presented for final payment. 
    

B.  Project Management Plan (50 Points Maximum)  
  
Provide narra�ve that fully describes the Project Management Plan, which includes 
Respondent’s proposed approach to governance and roles and responsibili�es. This plan 
must also address how the Respondent shall sa�sfy the following elements:  
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A. Comple�on of all deliverables as defined in the ITN and any subsequent 
contract.  

B. Communica�ons plan for all aspects of the project.  
C. Project schedule management.   
D. Tracking tool monitored by the Respondent’s Project Manager to ensure 

all deliverables are completed.   
E. Tracking tool monitored by the Respondent’s Contract Manager to ensure 

all deliverables are completed.   
F. Quality assurance process plan to ensure deliverables are acceptable to the 

Department.   
G. Oversight, including resource planning, risk management, change control, 

budget control, and quality assurance, for the CRM solu�on.  
H. Change management for requests made by the TCO.   
I. Document collabora�on site for both the TCO and Respondent teams to 

communicate and collaborate on program-related documenta�on 
including, but not limited to, training materials, SLEs and deliverable 
documenta�on, ad-hoc reports, and other suppor�ng documenta�on 
related to the CRM solu�on.  
and deliverable documenta�on, ad-hoc reports, and other suppor�ng 
documenta�on related to the CRM solu�on.   

J. Opera�ons Plan which comprehensively covers the processes performed, 
performance metric management, tools u�lized, and resources deployed 
to support the CRM solu�on.    

K. Periodic mee�ngs to be held with the TCO.  Such mee�ngs shall be 
scheduled with at least five (5) days advance no�ce. These mee�ngs shall 
include, but may not be limited to:    

L. System release mee�ngs to discuss the success and lessons learned of the 
most recent system release as well as discussion on future Change 
Requests. The Respondent shall be responsible for maintaining the log of 
Change Requests. The TCO shall have final approval on what is contained 
on the monthly mee�ng log, which approval shall not unreasonably be 
withheld or delayed.    

M. A quarterly business review mee�ng to review and discuss various 
opera�onal issues.    

N. A quarterly execu�ve leadership mee�ng to review status of ongoing tasks, 
schedules, changes, challenges, and such other maters as appropriate 
(among other things, the Respondent shall include informa�on on 
strengths, poten�al areas for improvements and related improvement 
plans, cost reduc�on proposals, and other maters such as changes in 
industry best prac�ces).    

O. The Respondent shall also coordinate and par�cipate in quarterly business 
review mee�ngs between any subcontractors and the TCO to review and 
discuss various opera�onal issues, if applicable.   

P. Bi-weekly Project Management review mee�ngs with the TCO.   
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Q. Bi-weekly Communica�on and Training mee�ngs with the TCO (which may 
be combined with bi-weekly Project Management review mee�ngs).  

  
Respondent shall ensure that once the project is complete, the project is closed out with 
all deliverables accepted and approved, all TCO data or equipment is secured and/or 
returned to the TCO and all documenta�on is presented for final payment.    

  
Tab III- Func�onal and Technical Ques�onnaire Exhibit C (70 Points Maximum)  

 
The Respondent shall complete and submit Exhibit C, the Excel spreadsheet �tled 
“Func�onal and Technical Ques�onnaire.”.  Based on the CRM’s services or solu�on 
proposed, the Respondent shall complete and submit Exhibit C, Func�onal and Technical 
Ques�onnaire (Excel Document) as part of the Technical Reply. 

 
Tab IV- Past Performance/References Exhibit D (10 Points Maximum)  

  
Respondents shall submit Exhibit  D, “Reference Form” under Tab IV as the final part of 
Respondent’s Technical Reply. The Respondent must list all the names under which it has 
operated during the last three (3) years from the issuance date of this solicita�on.   
  
Also, in the spaces provided on Exhibit D, the Respondent must provide the required 
informa�on for a minimum of four (4) separate and verifiable clients. The Respondent’s 
work for the clients listed must be for work that is the same as that specified in this 
solicita�on.  Confiden�al clients shall not be included. Do not list the TCO as a client 
reference.  
 
The same client may not be listed for more than one (1) reference (for e.g., if the 
Respondent has completed a project for the Florida Department of Transporta�on – 
District One and one project for the Florida Department of Transporta�on – District Two, 
only one of the projects may be listed because the client, the Florida Department of 
Transporta�on, is the same).  
  
Firms that are currently parent or subsidiary companies to the Respondent will not be 
accepted as Past Performance references under this solicita�on.  
  
In the event that the Respondent has had a name change since the �me work was 
performed for a listed reference, the name under which the Respondent operated at the 
�me the work was performed must be given at the end of the project descrip�on 
provided on Exhibit D.  
  
In the event that Respondents submit a reply as a joint venture, at least one (1) past 
performance client must be listed for each member of the joint venture.  However, the 
total minimum number of clients to be listed remains four (4).  
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References should be available to be contacted during normal working hours.  At its own 
discre�on, the TCO shall choose three (3) of the Respondent’s references to contact to 
complete the evalua�on ques�onnaire provided in Exhibit E.    
  
The TCO will atempt to contact each selected reference by phone up to three (3) �mes.  
In the event that the contact person cannot be reached following the specified number of 
atempts, the Respondent shall receive a score of zero (0) for that reference evalua�on. 
The TCO will not atempt to correct incorrectly supplied informa�on and will not select a 
replacement for a non-responding reference.  

  
Failure to provide the required informa�on for a minimum of four (4) separate and 
verifiable clients in the spaces provided on Exhibit D or failure to provide the required 
informa�on for each reference shall result in the Respondent receiving a score of zero 
(0) for the Past Performance sec�on of the evalua�on criteria.  

  
Tab V- Cost Reply Workbook Exhibit F (35 Points Maximum)  

 
Each Respondent shall use the excel template provided as Exhibit F, “Cost Reply 
Workbook” to provide rates for the services requested in this solicita�on.  This Tab, 
Respondent’s “Cost Reply Workbook, shall be packaged and sealed separately from their 
Technical Response and other materials.  Failure to comply with this requirement shall 
result in the reply being deemed non-responsive and therefore, the reply will be 
rejected. 
 
TCO is seeking pricing that will provide the best value; therefore, Respondents must 
submit a Cost Reply Workbook u�lizing the Cost Reply Workbook form provided as Exhibit 
C.  Respondents are encouraged to submit their Cost Reply Workbook in such a manner 
as to offer the most cost effec�ve and innova�ve solu�on for services and resources the 
Respondent can offer, as cost efficiency for the TCO will be a considera�on in determining 
best value. Respondents shall provide the Cost Reply Workbook according to the 
instruc�ons provided in the ITN.  
  
The rates provided shall include the cost of all things necessary to accomplish the services 
requested in this ITN, including, but not limited to Respondent’s furnishing the necessary 
personnel and labor, supplies, equipment, services, insurance, travel and incidental 
expenses, miscellaneous expenses, and the applica�on of all mul�ples (i.e., overhead, 
fringe benefits, etc.).   
  
Failure by the Respondent to provide Exhibit F: Cost Reply Workbook shall result in the 
reply being deemed non-responsive and therefore, the reply will be rejected.  
Footnotes, nota�ons, and excep�ons made to Exhibit F shall not be considered. 
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Tab VI Virtual Presenta�on (25 Points Maximum) 
 

Respondents will have the opportunity to provide a virtual presentation or virtual 
demonstration of the proposed solution and services that they included in their Reply, 
along with an opportunity to showcase their qualifications and experience with similar 
projects. 
 
The TCO will provide Respondents an opportunity to make a thirty-minute virtual 
presentation for the evaluators following receipt of the Replies. Links for the virtual 
presentation along with an agenda for the presentation will be provided to those 
Respondents deemed responsible and responsive. 

 
Tab VII Addi�onal Items  

  
Replies to this ITN must include the following documents and cer�fica�ons:  

  
o Disclosure Statement/Conflict of Interest Disclosure  
o Cer�fica�ons and Assurances Form 
o Affidavit – No�ce of Trade Secret, if applicable.   
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