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Exhibit A 
 Proposer Questions Form 

(A Word version of the Proposer Questions Form is “paper clipped” to this 
Exhibits file for ease of completion.)  

 



CSC Ops Staffing & Customer Contact Tech RFP                                                                                                                                                 Exhibit A - Proposer Questions Form 

 

North Carolina Turnpike Authority (NCTA)                                                                                                                                                   Exhibits A, Page 1 of 1 

Proposer Questions Form 
Proposers are to submit questions using this form. Insert more rows as necessary.  
 

# Page Section Section 
Description Proposer Question NCTA Response 

1.       

2.       

3.       

4.       

5.       

6.       

7.       

8.       
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Exhibit B-1 
 Acknowledgement of Receipt of Addenda  

(A Word version is “paper clipped” to this Exhibits file for ease of completion.)  
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Acknowledgement of Receipt of Addenda 
 

The Proposer shall acknowledge receipt of each addendum to this Request for Proposal by 
completing this form and including it in the Technical Proposal. 
 
Failure to confirm receipt of addenda may result in rejection of the Proposer’s Proposal. 
 
Note: Fill out both tables below and insert more rows as necessary.  
 
 

Addenda Number Addenda Date Acknowledged By 

   

   

   

   

   

 
Proposer Information and Signature of Acknowledgement 

Legal Name of Proposer: 

Print Name and Title of Signatory: 

Authorized Signature:  

Signed Date:  
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Exhibit B-2 
 HUB Supplemental Vendor Information Form 

(A fillable PDF version is “paper clipped” to this Exhibits file for ease of 
completion.)  
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Exhibit B-2: HUB Supplemental Vendor Information 

RFP Name : __________________________ 

Vendor Name: __________________________ 

Historically Underutilized Businesses (HUBs) consist of minority, women, and disabled business firms that 
are at least fifty-one percent owned and operated by an individual(s) from one of these categories. Also 
included in this category are disabled business enterprises and non-profit work centers for the blind and 
severely disabled. 

Pursuant to G.S. 143B-1361(a), 143-48 and 143-128.4, the State invites and encourages participation in 
this procurement process by businesses owned by minorities, women, the disable, disabled business 
enterprises, and non-profit work centers for the blind and severely disabled. This includes utilizing 
individual(s) from these categories as subcontractors to perform the functions required in this Solicitation.  

The Vendor shall respond to questions below, as applicable. 

PART I: HUB CERTIFICATION 

Is Vendor a NC-certified HUB entity?    Yes     No  

If yes, provide Vendor #: _________________________ 

If no, does Vendor qualify for certification as HUB?   Yes     No 

Vendors that check “yes” will be referred to the HUB Office for assistance in acquiring 
certification. 

PART II: PROCUREMENT OF GOODS - SUPPLIERS 

For Goods procurements, are you using Tier 2 suppliers?   Yes     No 

If yes, then provide the following information: 

Company 
Name 

Company 
Address 

Website 
Address 

Contact 
Name 

Contact 
Email 

Contact 
Phone 

NC HUB 
certified? 

Percent 
of total 

bid 
price 
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PART III: PROCUREMENT OF SERVICES - SUBCONTRACTORS 

For Services procurements, are you using Subcontractors to perform any of the services being procured 
under this solicitation?    Yes     No 

If yes, then provide the following information: 

Company 
Name 

Company 
Address 

Website 
Address 

Contact 
Name 

Contact 
Email 

Contact 
Phone 

NC HUB 
certified? 

Percent 
of total 

bid 
price 

Need more information? 
Questions concerning the completion of this form should be presented during the Q&A period through the 
process defined in the Solicitation document. 

Questions concerning NC HUB certification, contact the North Carolina Office of Historically 
Underutilized Businesses at 984-236-0130 or huboffice.doa@doa.nc.gov 

. 

http://ncadmin.nc.gov/businesses/hub
http://ncadmin.nc.gov/businesses/hub
mailto:huboffice.doa@doa.nc.gov
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Exhibit B-3 
 List of Subcontractors and RS-2 Form 

(PDFs of all forms are presented below. A fillable PDF of the RS-2 Form and a 
Word version of the List of Subcontractors Form are both “paper clipped” to this 

Exhibits file for ease of completion.)  
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List of Subcontractors  
Please duplicate this page as necessary to provide the requested information. 
 

Requested Info. SUBCONTRACTOR SUBCONTRACTOR SUBCONTRACTOR 

Legal Name of Company    

Company’s FEID Number    

Company Contact Name    

Company Address    

City, State, Zip Code    

Company Telephone No.    

Company Fax Number    

Company E-mail address    

Legal Name of Principal(s)    

Address of Principal(s)    

City, State, Zip Code    

Telephone No. of Principal(s)    

Fax Number of Principal(s)    

E-mail address of Principal(s)    

Corporate Number (if 
applicable)    

License Number (if applicable)    

Status of License (if applicable)    
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Requested Info. SUBCONTRACTOR SUBCONTRACTOR SUBCONTRACTOR 

Work to be Performed 

Expected Percentage of Total 
Work 

By: Signature: (1) 
President or Vice President of Proposer  

Attest:  Signature: (2) 
Secretary (or Assistant Secretary) of Proposer 

AFFIX CORPORATE SEAL IN THE SPACE PROVIDED BELOW:  



Subconsultant Form RS-2 REV 1/15/08 

NORTH CAROLINA DEPARTMENT OF TRANSPORTATION 
SUBCONSULTANT   

TO BE USED WITH PROFESSIONAL SERVICES CONTRACT ONLY 
 RACE AND GENDER NEUTRAL 

 TIP No. and/or Type of Work (Limited Services) 

(Consultant/Firm Name and Federal Tax Id) 

(Subconsultant/Firm  Name and Federal Tax Id) 
SERVICE / ITEM DESCRIPTION Anticipated 

Utilization 

TOTAL UTILIZATION: 

SUBMITTED BY: RECOMMENDED BY: 
SUBCONSULTANT: CONSULTANT: 

*BY: *BY:

TITLE: TITLE: 

SPSF 
Status: Yes  No 

 “SUBCONCONSULTANT” (FORM RS-2) 
RACE AND GENDER NEUTRAL 

Instructions for completing the Form RS-2: 

1. Complete a Subconsultant Form RS-2 for each Subconsultant firm to be utilized by your firm.

2. Insert TIP Number and /or Type of Work (Limited Services)

3. Complete the Consultant/Firm name and Federal Tax ID Number for the primary firm information.

4. Complete the Subconsultant/Sub Firm name and Federal Tax ID Number for the sub firm information.

5. Enter Service/Item Description – describe work to be performed by the Sub Firm

6. Enter Anticipated Utilization – Insert dollar value or percent of work to the Subconsultant/Sub Firm

7. *Signatures of both Subconsultant and Prime Consultant are required on each RS-2 Form to be 
submitted with the Technical Proposal to be considered for selection

8. Complete “SPSF Status” section - Subconsultant shall check the appropriate box regarding SPSF 
Status, check Yes if SPSF or No if not SPSF

In the event the firm has no subconsultant, it is required that this be indicated on this Subconsultant 
Form RS-2 form by entering the word “None” or the number “ZERO” and signing the form.  

Exhibit B-3: RS-2 Form

North Carolina Turnpike Authority (NCTA) Exhibit B-3, Page 1 of 1
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Exhibit B-4 
 Non-Collusion Forms 

(Please complete a single form that is applicable to your firm structure. Fillable 
PDFs of each form are “paper clipped” to this Exhibits file for ease of 

completion.)
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Exhibit C 
Proposal Cover Sheet  

(A Word version of the Proposal Cover Sheet is “paper clipped” to this Exhibits 
file for ease of completion.)  
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NORTH CAROLINA TURNPIKE AUTHORITY  

CSC OPERATIONS STAFFING & CUSTOMER CONTACT TECHNOLOGY 
REQUEST FOR PROPOSALS 

Proposal Cover Sheet 
 
EXECUTION: In compliance with this Request for Proposal, and subject to all the conditions 
herein, the undersigned offers and agrees to furnish any or all Services or goods upon which 
prices are offered, at the price(s) offered herein, within the time specified herein. By executing 
this offer, I certify that this offer is submitted competitively and without collusion. 
 
Failure to execute/sign offer prior to submittal shall render Proposal invalid. Late offers are not 
acceptable. 
 
Offer valid for one hundred and eighty (180) calendar days from Proposal Due Date. 

 

Proposer Information  

• Legal Name of Proposer: 

• Street Address:  

• P.O. Box (if applicable):  

• City, State, and Zip Code: 

• Primary Telephone Number:  

• E-mail Address:  

Authorization  

• Print Name and Title of Signatory: 

• Authorized Signature:  

• Signature Date:  

 



CSC Ops Staffing & Customer Contact Tech RFP                                      Exhibit D - Proposer Company Reference Form 

 

North Carolina Turnpike Authority (NCTA)                           Exhibit D 

 
 
 
 
 

Exhibit D 
Proposer Company Reference Form 

(A Word version of the Proposer Company Reference Form is “paper clipped” to 
this Exhibits file for ease of completion.)  
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Proposer Company Reference Form 
INSTRUCTIONS: Duplicate this form for each project contract reference. See further 
instructions in RFP Part IV, Section 1.1.D - Proposal Section 1: Firm Qualifications.  

1. Proposer Details 
Provide a response to each item below for this contract reference.  

 Item Proposer Response 

Proposer’s Name  

Proposer’s Role on the Project (Prime or 
Subcontractor) 

 

2. Primary Reference 
Provide a response to each item below for this contract reference.  

Item Proposer Response 

Reference Company / Agency Name  

City & State  

Project Manager / Owner Reference  

Project Manager / Owner Reference Phone 
Number & Email Address 

 

Start & End Dates of the Contract  

Contract Value  

Proposer’s Contract Project Manager  

Number of Proposer Staff on Contract  

Customer Management System Contractor  

3. Alternate Reference 
Provide a response to each item below for this contract reference.  

Item Proposer Response 

Reference Name  

Reference Phone Number & Email Address  

Reference Role on Reference Project  
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4. Services Provided 
In the text box below, describe the services your firm provided on this contract.   

5. Customer Service Center Operations (CSCO) Experience 
For this contract reference, if Customer Service Center Operations were provided, respond to each item 
below. Use ‘N/A’ if not applicable to this contract reference. 
 

Item Proposer Response 

Staffing Size Total   

Total Number of Agents (Call Center & 
Production) 

 

Number of Team 
Leads/Supervisors/Managers  

 

Call Center Operations (Number of 
Inbound Calls Per Day)   

 

Customer Account Management (Number 
of Registered & Unregistered Accounts)   

 

In-Person Customer Service (Number of 
Persons Serviced Per Day) 

 

Payments & Exceptions Processing (Average 
of the Total Number Processed Per Day) 

 

Financial Reconciliation Experience (Yes or 
No) 
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Item Proposer Response 

Customer Dispute-Case Management 
(Number of Cases Handles Per Day)  

 

Average Agent Tenure Per Year   

PCI Compliance Experience (Yes or No)   

SOC2 Type 2 Experience (Yes or No)   

6. Contact Center Technologies (CCT)  
For this contract reference, if a Contact Center Technology service was provided, respond to each item 
below. Use ‘N/A’ if not applicable to this contract reference.  
 

Item Proposer Response 
CCaaS Platform Name  

Number of Monthly Customer Contacts 
Managed through IVR/Voice 

 

Number of Monthly Customer Contacts 
Managed through Live Chat 

 

Number of Monthly Customer Contacts 
Managed through Chatbot 

 

Call/Contact Containment  

First-Time Resolution Rate/Percentage  

Number of Cases Handled Per Day  

Number of Case Classifications/Categories  

Intakes for Cases: Web / Mobile App (Yes 
or No) 

 

Intakes for Cases: Agent (Yes or No)  

Managed Compliance Standards for PCI-DSS 
(Yes or No) 

 

Managed Compliance Standards for SOC2 - 
Type 2 (Yes or No) 
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Exhibit E 
Bill of Materials  

(A Word version of the Bill of Materials is “paper clipped” to this Exhibits file for 
ease of completion.) 
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Bill of Materials 

The table below is a Bill of Materials template for Proposers to use as a basis. If additional columns or rows are needed, please update the table 
as applicable.  

Sl. 
# 

Core Component Description  
(e.g.: CCaaS, Case, IVR, Chat, AI, 

etc.) 

Purpose of the 
Component Product Name Make/ Model Remarks  

(if any) 

1      
2      
3      
4      
5      
6      
7      
8      
9      
10      
11      
12      
13      
14      
15      
16      
17      
18      
19      
20      
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Exhibit F 
Technology Conformance Matrix 

(An Excel version is “paper clipped” to this Exhibits file for completion.) 

Updated Per Addendum 6 (8/05/26)
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Exhibit G 
Pricing Forms & Instructions 

(An Excel version is “paper clipped” to this Exhibits file for completion.) 

Updated Per Addendum 4 (7/17/26)
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Proposer Questions Form

Proposers are to submit questions using this form. Insert more rows as necessary. 



		#

		Page

		Section

		Section Description

		Proposer Question

		NCTA Response



		1. 

		

		

		

		

		



		2. 

		

		

		

		

		



		3. 

		

		

		

		

		



		4. 

		

		

		

		

		



		5. 

		

		

		

		

		



		6. 

		

		

		

		

		



		7. 

		

		

		

		

		



		8. 
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Acknowledgement of Receipt of Addenda



The Proposer shall acknowledge receipt of each addendum to this Request for Proposal by completing this form and including it in the Technical Proposal.



Failure to confirm receipt of addenda may result in rejection of the Proposer’s Proposal.



Note: Fill out both tables below and insert more rows as necessary. 





		Addenda Number

		Addenda Date

		Acknowledged By



		

		

		



		

		

		



		

		

		



		

		

		



		

		

		







		Proposer Information and Signature of Acknowledgement



		Legal Name of Proposer:



		Print Name and Title of Signatory:



		Authorized Signature: 



		Signed Date: 
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Exhibit B-2: HUB Supplemental Vendor Information 


RFP Name : __________________________ 


Vendor Name: __________________________ 


Historically Underutilized Businesses (HUBs) consist of minority, women, and disabled business firms that 
are at least fifty-one percent owned and operated by an individual(s) from one of these categories. Also 
included in this category are disabled business enterprises and non-profit work centers for the blind and 
severely disabled. 


Pursuant to G.S. 143B-1361(a), 143-48 and 143-128.4, the State invites and encourages participation in 
this procurement process by businesses owned by minorities, women, the disable, disabled business 
enterprises, and non-profit work centers for the blind and severely disabled. This includes utilizing 
individual(s) from these categories as subcontractors to perform the functions required in this Solicitation.  


The Vendor shall respond to questions below, as applicable. 


PART I: HUB CERTIFICATION 


Is Vendor a NC-certified HUB entity?    Yes     No  


If yes, provide Vendor #: _________________________ 


If no, does Vendor qualify for certification as HUB?   Yes     No 


Vendors that check “yes” will be referred to the HUB Office for assistance in acquiring 
certification. 


PART II: PROCUREMENT OF GOODS - SUPPLIERS 


For Goods procurements, are you using Tier 2 suppliers?   Yes     No 


If yes, then provide the following information: 


Company 
Name 


Company 
Address 


Website 
Address 


Contact 
Name 


Contact 
Email 


Contact 
Phone 


NC HUB 
certified? 


Percent 
of total 


bid 
price 
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PART III: PROCUREMENT OF SERVICES - SUBCONTRACTORS 


For Services procurements, are you using Subcontractors to perform any of the services being procured 
under this solicitation?    Yes     No 


If yes, then provide the following information: 


Company 
Name 


Company 
Address 


Website 
Address 


Contact 
Name 


Contact 
Email 


Contact 
Phone 


NC HUB 
certified? 


Percent 
of total 


bid 
price 


Need more information? 
Questions concerning the completion of this form should be presented during the Q&A period through the 
process defined in the Solicitation document. 


Questions concerning NC HUB certification, contact the North Carolina Office of Historically 
Underutilized Businesses at 984-236-0130 or huboffice.doa@doa.nc.gov 


. 



http://ncadmin.nc.gov/businesses/hub

http://ncadmin.nc.gov/businesses/hub

mailto:huboffice.doa@doa.nc.gov



		ATTACHMENT D: HUB Supplemental Vendor Information



		Solicitation: 

		Vendor Name: 

		Is Vendor a NCcertified HUB entity: Off

		If yes provide Vendor: 

		If no does Vendor qualify for certification as HUB: Off

		For Goods procurements are you using Tier 2 suppliers: Off

		Company NameRow1: 

		Company AddressRow1: 

		Website AddressRow1: 

		Contact NameRow1: 

		Contact EmailRow1: 

		Contact PhoneRow1: 

		NC HUB certifiedRow1: 

		Percent of total bid priceRow1: 

		Company NameRow2: 

		Company AddressRow2: 

		Website AddressRow2: 

		Contact NameRow2: 

		Contact EmailRow2: 

		Contact PhoneRow2: 

		NC HUB certifiedRow2: 

		Percent of total bid priceRow2: 

		Company NameRow3: 

		Company AddressRow3: 

		Website AddressRow3: 

		Contact NameRow3: 

		Contact EmailRow3: 

		Contact PhoneRow3: 

		NC HUB certifiedRow3: 

		Percent of total bid priceRow3: 

		For Services procurements are you using Subcontractors to perform any of the services being procured: Off

		No_4: Off

		Company NameRow1_2: 

		Company AddressRow1_2: 

		Website AddressRow1_2: 

		Contact NameRow1_2: 

		Contact EmailRow1_2: 

		Contact PhoneRow1_2: 

		NC HUB certifiedRow1_2: 

		Percent of total bid priceRow1_2: 

		Company NameRow2_2: 

		Company AddressRow2_2: 

		Website AddressRow2_2: 

		Contact NameRow2_2: 

		Contact EmailRow2_2: 

		Contact PhoneRow2_2: 

		NC HUB certifiedRow2_2: 

		Percent of total bid priceRow2_2: 

		Company NameRow3_2: 

		Company AddressRow3_2: 

		Website AddressRow3_2: 

		Contact NameRow3_2: 

		Contact EmailRow3_2: 

		Contact PhoneRow3_2: 

		NC HUB certifiedRow3_2: 

		Percent of total bid priceRow3_2: 
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List of Subcontractors 

Please duplicate this page as necessary to provide the requested information.



		Requested Info.

		SUBCONTRACTOR

		SUBCONTRACTOR

		SUBCONTRACTOR



		Legal Name of Company

		

		

		



		Company’s FEID Number

		

		

		



		Company Contact Name

		

		

		



		Company Address

		

		

		



		City, State, Zip Code

		

		

		



		Company Telephone No.

		

		

		



		Company Fax Number

		

		

		



		Company E-mail address

		

		

		



		Legal Name of Principal(s)

		

		

		



		Address of Principal(s)

		

		

		



		City, State, Zip Code

		

		

		



		Telephone No. of Principal(s)

		

		

		



		Fax Number of Principal(s)

		

		

		



		E-mail address of Principal(s)

		

		

		



		Corporate Number (if applicable)

		

		

		



		License Number (if applicable)

		

		

		



		Status of License (if applicable)

		

		

		



		Work to be Performed

		

		

		



		Expected Percentage of Total Work

		

		

		









By:  					                     		Signature: (1) 					

[bookmark: _DV_M1920]President or Vice President of Proposer					

[bookmark: _DV_M1921]



Attest:  							Signature: (2) 					

[bookmark: _DV_M1922]Secretary (or Assistant Secretary) of Proposer					

[bookmark: _DV_M1923][bookmark: _DV_M1924]

[bookmark: _DV_M1925]

[bookmark: _DV_M1926][bookmark: _DV_M1927][bookmark: _DV_M1928][bookmark: _DV_M1935]AFFIX CORPORATE SEAL IN THE SPACE PROVIDED BELOW:  
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Subconsultant Form RS-2 REV 1/15/08 


NORTH CAROLINA DEPARTMENT OF TRANSPORTATION 
SUBCONSULTANT   


TO BE USED WITH PROFESSIONAL SERVICES CONTRACT ONLY 
 RACE AND GENDER NEUTRAL 


 TIP No. and/or Type of Work (Limited Services) 


(Consultant/Firm Name and Federal Tax Id) 


(Subconsultant/Firm  Name and Federal Tax Id) 
SERVICE / ITEM DESCRIPTION Anticipated 


Utilization 


TOTAL UTILIZATION: 


SUBMITTED BY: RECOMMENDED BY: 
SUBCONSULTANT: CONSULTANT: 


*BY: *BY:


TITLE: TITLE: 


SPSF 
Status: Yes  No 


 “SUBCONCONSULTANT” (FORM RS-2) 
RACE AND GENDER NEUTRAL 


Instructions for completing the Form RS-2: 


1. Complete a Subconsultant Form RS-2 for each Subconsultant firm to be utilized by your firm.


2. Insert TIP Number and /or Type of Work (Limited Services)


3. Complete the Consultant/Firm name and Federal Tax ID Number for the primary firm information.


4. Complete the Subconsultant/Sub Firm name and Federal Tax ID Number for the sub firm information.


5. Enter Service/Item Description – describe work to be performed by the Sub Firm


6. Enter Anticipated Utilization – Insert dollar value or percent of work to the Subconsultant/Sub Firm


7. *Signatures of both Subconsultant and Prime Consultant are required on each RS-2 Form to be 
submitted with the Technical Proposal to be considered for selection


8. Complete “SPSF Status” section - Subconsultant shall check the appropriate box regarding SPSF 
Status, check Yes if SPSF or No if not SPSF


In the event the firm has no subconsultant, it is required that this be indicated on this Subconsultant 
Form RS-2 form by entering the word “None” or the number “ZERO” and signing the form.  


Exhibit B-3: RS-2 Form
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		TIP No andor Type of Work Limited Services: 

		ConsultantFirm Name and Federal Tax Id: 

		SubconsultantFirm Name and Federal Tax Id: 

		SERVICE  ITEM DESCRIPTION, Row 1: 

		Anticipated Utilization, Row 1: 

		SERVICE  ITEM DESCRIPTION, Row 2: 

		Anticipated Utilization, Row 2: 

		TOTAL UTILIZATION: 

		SUBMITTED BY: SUBCONSULTANT:, Row 1: 

		RECOMMENDED BY: CONSULTANT:, Row 1: 

		*BY: 

		*BY_2: 

		TITLE: 

		Status: Off

		SPSF Status: Yes No: 

		Check Box1: Off

		Check Box2: Off








Non-Collusion Affadavit, Debarment Certification, and Gift Ban Certification are required prior to bidding. Rev. 5-19-11 
Submit to the Prequalification Office.  
 


 


 
NON-COLLUSION AFFIDAVIT, DEBARMENT CERTIFICATION AND GIFT BAN CERTIFICATION 


 
CORPORATION 


 


The prequalified bidder being duly sworn, solemnly swears (or affirms) that neither he, nor any official, agent or employee has 
entered into any agreement, participated in any collusion, or otherwise taken any action which is in restraint of free competitive 
bidding in connection with any bid or contract, that the prequalified bidder has not been convicted of violating N.C.G.S. § 133-24 
within the last three years, and that the prequalified bidder intends to do the work with its own bonafide employees or 
subcontractors and will not bid for the benefit of another contractor. 
 


By submitting this non-collusion affidavit, the Contractor is certifying his status under penalty of perjury under the laws of the 
United States in accordance with the Debarment Certification attached, provided that the Debarment Certification also includes 
any required statements concerning exceptions that are applicable. 
 


N.C.G.S. § 133-32 and Executive Order 24 prohibit the offer to, or acceptance by, any State Employee of any gift from anyone 
with a contract with the State, or from any person seeking to do business with the State.  By execution of any response in this 
procurement, you attest, for your entire organization and its employees or agents, that you are not aware that any such gift has 
been offered, accepted, or promised by any employees of your organization. 
 


SIGNATURE OF PREQUALIFIED BIDDER 
 


 
Full name of Corporation 


 
 
 


Address as Prequalified 
 
 
Attest  By  


Secretary/Assistant Secretary  President/Vice President/Assistant Vice President 
Select appropriate title  Select appropriate title 


   
   
   


Print or type Signer's name  Print or type Signer's name 
   


   


  CORPORATE SEAL 
 
 
 


AFFIDAVIT MUST BE NOTARIZED 
 
Subscribed and sworn to before me this the 
 
_____ day of _____________________ 20__. 
 
 


Signature of Notary Public 
 
of ____________________________County 
 
State of ______________________________ 
 
My Commission Expires:________________ 


NOTARY SEAL 
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DEBARMENT CERTIFICATION 
 
Conditions for certification: 
 
1. The prequalified bidder shall provide immediate written notice to the Department if at any 


time the bidder learns that his certification was erroneous when he submitted his debarment 
certification or explanation filed with the Department, or has become erroneous because of 
changed circumstances. 


 
2. The terms covered transaction, debarred, suspended, ineligible, lower tier covered 


transaction, participant, person, primary covered transaction, principal, proposal, and 
voluntarily excluded, as used in this provision, have the meanings set out in the Definitions 
and Coverage sections of the rules implementing Executive Order 12549.  A copy of the 
Federal Rules requiring this certification and detailing the definitions and coverages may be 
obtained from the Contract Officer of the Department. 


 
3. The prequalified bidder agrees by submitting this form, that he will not knowingly enter into 


any lower tier covered transaction with a person who is debarred, suspended, declared 
ineligible, or voluntarily excluded from participation in NCDOT contracts, unless authorized 
by the Department. 


 
4. For Federal Aid projects, the prequalified bidder further agrees that by submitting this form 


he will include the Federal-Aid Provision titled Required Contract Provisions Federal-Aid 
Construction Contract (Form FHWA PR 1273) provided by the Department, without 
subsequent modification, in all lower tier covered transactions. 


 
5. The prequalified bidder may rely upon a certification of a participant in a lower tier covered 


transaction that he is not debarred, suspended, ineligible, or voluntarily excluded from the 
covered transaction, unless he knows that the certification is erroneous.  The bidder may 
decide the method and frequency by which he will determine the eligibility of his 
subcontractors. 


 
6. Nothing contained in the foregoing shall be construed to require establishment of a system of 


records in order to render in good faith the certification required by this provision.  The 
knowledge and information of a participant is not required to exceed that which is normally 
possessed by a prudent person in the ordinary course of business dealings. 


 
7. Except as authorized in paragraph 6 herein, the Department may terminate any contract if the 


bidder knowingly enters into a lower tier covered transaction with a person who is 
suspended, debarred, ineligible, or voluntarily excluded from participation in this transaction, 
in addition to other remedies available by the Federal Government. 







Non-Collusion Affadavit, Debarment Certification, and Gift Ban Certification are required prior to bidding. Rev. 5-19-11 
Submit to the Prequalification Office.  
 


 


DEBARMENT CERTIFICATION 
 
The prequalified bidder certifies to the best of his knowledge and belief, that he and his 
principals: 
 
a. Are not presently debarred, suspended, proposed for debarment, declared ineligible, or 


voluntarily excluded from covered transactions by any Federal department or agency; 
 
b. Have not within a three-year period preceding this proposal been convicted of or had a civil 


judgment rendered against them for commission of fraud or a criminal offense in connection 
with obtaining, attempting to obtain, or performing a public (Federal, State or local) 
transaction or contract under a public transaction; violation of Federal or State antitrust 
statutes or commission of embezzlement, theft, forgery, bribery, falsification or destruction 
of records; making false statements; or receiving stolen property; 


 
c. Are not presently indicted for or otherwise criminally or civilly charged by a governmental 


entity (Federal, State or local) with commission of any of the offenses enumerated in 
paragraph b. of this certification; and 


 
d. Have not within a three-year period preceding this proposal had one or more public 


transactions (Federal, State or local) terminated for cause or default. 
 
e. Will submit a revised Debarment Certification immediately if his status changes and will 


show in his bid proposal an explanation for the change in status. 
 
If the prequalified bidder cannot certify that he is not debarred, he shall provide an explanation 
with this submittal.  An explanation will not necessarily result in denial of participation in a 
contract. 
 
Failure to submit a non-collusion affidavit and debarment certification will result in the 
prequalified bidder's bid being considered non-responsive. 
 
 
 
 
 


Check here if an explanation is attached to this certification. 
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NON-COLLUSION AFFIDAVIT, DEBARMENT CERTIFICATION AND GIFT BAN CERTIFICATION 


 
INDIVIDUAL DOING BUSINESS UNDER A FIRM NAME 


 
The prequalified bidder, being duly sworn, solemnly swears (or affirms) that neither he, nor any official, agent or 
employee has entered into any agreement, participated in any collusion, or otherwise taken any action which is in 
restraint of free competitive bidding in connection with any bid or contract, that the prequalified bidder has not been 
convicted of violating N.C.G.S. § 133-24 within the last three years, and that the prequalified bidder intends to do 
the work with its own bonafide employees or subcontractors and will not bid for the benefit of another contractor. 
 
By submitting this non-collusion affidavit, the Contractor is certifying his status under penalty of perjury under the 
laws of the United States in accordance with the Debarment Certification attached, provided that the Debarment 
Certification also includes any required statements concerning exceptions that are applicable. 
 
N.C.G.S. § 133-32 and Executive Order 24 prohibit the offer to, or acceptance by, any State Employee of any gift 
from anyone with a contract with the State, or from any person seeking to do business with the State.  By execution 
of any response in this procurement, you attest, for your entire organization and its employees or agents, that you are 
not aware that any such gift has been offered, accepted, or promised by any employees of your organization. 
 
 


SIGNATURE OF PREQUALIFIED BIDDER 
 


Name of Prequalified Bidder   
  Individual name 


   


 
Trading and doing business as 


  


  Full name of Firm 


   


 
Address as Prequalified 


 
 


   
Signature of Witness   Signature of Prequalified Bidder, Individually 


   
Print or type Signer's name  Print or type Signer’s name 


   
 


AFFIDAVIT MUST BE NOTARIZED 
 


Subscribed and sworn to before me this the 
 
_____ day of _____________________ 20__. 
 
 


Signature of Notary Public 
 
of ____________________________County 
 
State of ______________________________ 
 
My Commission Expires:________________ 


NOTARY SEAL 
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DEBARMENT CERTIFICATION 
 
Conditions for certification: 
 
1. The prequalified bidder shall provide immediate written notice to the Department if at any 


time the bidder learns that his certification was erroneous when he submitted his debarment 
certification or explanation filed with the Department, or has become erroneous because of 
changed circumstances. 


 
2. The terms covered transaction, debarred, suspended, ineligible, lower tier covered 


transaction, participant, person, primary covered transaction, principal, proposal, and 
voluntarily excluded, as used in this provision, have the meanings set out in the Definitions 
and Coverage sections of the rules implementing Executive Order 12549.  A copy of the 
Federal Rules requiring this certification and detailing the definitions and coverages may be 
obtained from the Contract Officer of the Department. 


 
3. The prequalified bidder agrees by submitting this form, that he will not knowingly enter into 


any lower tier covered transaction with a person who is debarred, suspended, declared 
ineligible, or voluntarily excluded from participation in NCDOT contracts, unless authorized 
by the Department. 


 
4. For Federal Aid projects, the prequalified bidder further agrees that by submitting this form 


he will include the Federal-Aid Provision titled Required Contract Provisions Federal-Aid 
Construction Contract (Form FHWA PR 1273) provided by the Department, without 
subsequent modification, in all lower tier covered transactions. 


 
5. The prequalified bidder may rely upon a certification of a participant in a lower tier covered 


transaction that he is not debarred, suspended, ineligible, or voluntarily excluded from the 
covered transaction, unless he knows that the certification is erroneous.  The bidder may 
decide the method and frequency by which he will determine the eligibility of his 
subcontractors. 


 
6. Nothing contained in the foregoing shall be construed to require establishment of a system of 


records in order to render in good faith the certification required by this provision.  The 
knowledge and information of a participant is not required to exceed that which is normally 
possessed by a prudent person in the ordinary course of business dealings. 


 
7. Except as authorized in paragraph 6 herein, the Department may terminate any contract if the 


bidder knowingly enters into a lower tier covered transaction with a person who is 
suspended, debarred, ineligible, or voluntarily excluded from participation in this transaction, 
in addition to other remedies available by the Federal Government. 
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DEBARMENT CERTIFICATION 
 
The prequalified bidder certifies to the best of his knowledge and belief, that he and his 
principals: 
 
a. Are not presently debarred, suspended, proposed for debarment, declared ineligible, or 


voluntarily excluded from covered transactions by any Federal department or agency; 
 
b. Have not within a three-year period preceding this proposal been convicted of or had a civil 


judgment rendered against them for commission of fraud or a criminal offense in connection 
with obtaining, attempting to obtain, or performing a public (Federal, State or local) 
transaction or contract under a public transaction; violation of Federal or State antitrust 
statutes or commission of embezzlement, theft, forgery, bribery, falsification or destruction 
of records; making false statements; or receiving stolen property; 


 
c. Are not presently indicted for or otherwise criminally or civilly charged by a governmental 


entity (Federal, State or local) with commission of any of the offenses enumerated in 
paragraph b. of this certification; and 


 
d. Have not within a three-year period preceding this proposal had one or more public 


transactions (Federal, State or local) terminated for cause or default. 
 
e. Will submit a revised Debarment Certification immediately if his status changes and will 


show in his bid proposal an explanation for the change in status. 
 
If the prequalified bidder cannot certify that he is not debarred, he shall provide an explanation 
with this submittal.  An explanation will not necessarily result in denial of participation in a 
contract. 
 
Failure to submit a non-collusion affidavit and debarment certification will result in the 
prequalified bidder's bid being considered non-responsive. 
 
 
 
 
 


Check here if an explanation is attached to this certification. 
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NON-COLLUSION AFFIDAVIT, DEBARMENT CERTIFICATION AND GIFT BAN CERTIFICATION 


 
INDIVIDUAL DOING BUSINESS IN HIS OWN NAME 


 
The prequalified bidder, being duly sworn, solemnly swears (or affirms) that neither he, nor any official, agent or employee has 
entered into any agreement, participated in any collusion, or otherwise taken any action which is in restraint of free competitive 
bidding in connection with any bid or contract, that the prequalified bidder has not been convicted of violating N.C.G.S. § 133-24 
within the last three years, and that the prequalified bidder intends to do the work with its own bonafide employees or 
subcontractors and will not bid for the benefit of another contractor. 
 
By submitting this non-collusion affidavit, the Contractor is certifying his status under penalty of perjury under the laws of the 
United States in accordance with the Debarment Certification attached, provided that the Debarment Certification also includes 
any required statements concerning exceptions that are applicable. 
 
N.C.G.S. § 133-32 and Executive Order 24 prohibit the offer to, or acceptance by, any State Employee of any gift from anyone 
with a contract with the State, or from any person seeking to do business with the State.  By execution of any response in this 
procurement, you attest, for your entire organization and its employees or agents, that you are not aware that any such gift has 
been offered, accepted, or promised by any employees of your organization. 
 


SIGNATURE OF PREQUALIFIED BIDDER 
 


Name of Prequalified Bidder  
 Print or type name 


 
 


Address as Prequalified 
 
 


 
 Signature of Prequalified Bidder, Individually 
  
  
 Print or type Signer's Name 
  
  


Signature of Witness  
  
  


Print or type Signer’s name  
 


AFFIDAVIT MUST BE NOTARIZED 
 


Subscribed and sworn to before me this the 
 
_____ day of _____________________ 20__. 
 
 


Signature of Notary Public 
 
of ____________________________County 
 
State of ______________________________ 
 
My Commission Expires:________________ 


NOTARY SEAL 
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DEBARMENT CERTIFICATION 
 
Conditions for certification: 
 
1. The prequalified bidder shall provide immediate written notice to the Department if at any 


time the bidder learns that his certification was erroneous when he submitted his debarment 
certification or explanation filed with the Department, or has become erroneous because of 
changed circumstances. 


 
2. The terms covered transaction, debarred, suspended, ineligible, lower tier covered 


transaction, participant, person, primary covered transaction, principal, proposal, and 
voluntarily excluded, as used in this provision, have the meanings set out in the Definitions 
and Coverage sections of the rules implementing Executive Order 12549.  A copy of the 
Federal Rules requiring this certification and detailing the definitions and coverages may be 
obtained from the Contract Officer of the Department. 


 
3. The prequalified bidder agrees by submitting this form, that he will not knowingly enter into 


any lower tier covered transaction with a person who is debarred, suspended, declared 
ineligible, or voluntarily excluded from participation in NCDOT contracts, unless authorized 
by the Department. 


 
4. For Federal Aid projects, the prequalified bidder further agrees that by submitting this form 


he will include the Federal-Aid Provision titled Required Contract Provisions Federal-Aid 
Construction Contract (Form FHWA PR 1273) provided by the Department, without 
subsequent modification, in all lower tier covered transactions. 


 
5. The prequalified bidder may rely upon a certification of a participant in a lower tier covered 


transaction that he is not debarred, suspended, ineligible, or voluntarily excluded from the 
covered transaction, unless he knows that the certification is erroneous.  The bidder may 
decide the method and frequency by which he will determine the eligibility of his 
subcontractors. 


 
6. Nothing contained in the foregoing shall be construed to require establishment of a system of 


records in order to render in good faith the certification required by this provision.  The 
knowledge and information of a participant is not required to exceed that which is normally 
possessed by a prudent person in the ordinary course of business dealings. 


 
7. Except as authorized in paragraph 6 herein, the Department may terminate any contract if the 


bidder knowingly enters into a lower tier covered transaction with a person who is 
suspended, debarred, ineligible, or voluntarily excluded from participation in this transaction, 
in addition to other remedies available by the Federal Government. 
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DEBARMENT CERTIFICATION 
 
The prequalified bidder certifies to the best of his knowledge and belief, that he and his 
principals: 
 
a. Are not presently debarred, suspended, proposed for debarment, declared ineligible, or 


voluntarily excluded from covered transactions by any Federal department or agency; 
 
b. Have not within a three-year period preceding this proposal been convicted of or had a civil 


judgment rendered against them for commission of fraud or a criminal offense in connection 
with obtaining, attempting to obtain, or performing a public (Federal, State or local) 
transaction or contract under a public transaction; violation of Federal or State antitrust 
statutes or commission of embezzlement, theft, forgery, bribery, falsification or destruction 
of records; making false statements; or receiving stolen property; 


 
c. Are not presently indicted for or otherwise criminally or civilly charged by a governmental 


entity (Federal, State or local) with commission of any of the offenses enumerated in 
paragraph b. of this certification; and 


 
d. Have not within a three-year period preceding this proposal had one or more public 


transactions (Federal, State or local) terminated for cause or default. 
 
e. Will submit a revised Debarment Certification immediately if his status changes and will 


show in his bid proposal an explanation for the change in status. 
 
If the prequalified bidder cannot certify that he is not debarred, he shall provide an explanation 
with this submittal.  An explanation will not necessarily result in denial of participation in a 
contract. 
 
Failure to submit a non-collusion affidavit and debarment certification will result in the 
prequalified bidder's bid being considered non-responsive. 
 
 
 
 
 


Check here if an explanation is attached to this certification. 
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NON-COLLUSION AFFIDAVIT, DEBARMENT CERTIFICATION AND GIFT BAN CERTIFICATION 


 
LIMITED LIABILITY COMPANY 


 
The prequalified bidder, being duly sworn, solemnly swears (or affirms) that neither he, nor any official, agent or 
employee has entered into any agreement, participated in any collusion, or otherwise taken any action which is in 
restraint of free competitive bidding in connection with any bid or contract, that the prequalified bidder has not been 
convicted of violating N.C.G.S. § 133-24 within the last three years, and that the prequalified bidder intends to do 
the work with its own bonafide employees or subcontractors and will not bid for the benefit of another contractor. 
 
By submitting this non-collusion affidavit, the Contractor is certifying his status under penalty of perjury under the 
laws of the United States in accordance with the Debarment Certification attached, provided that the Debarment 
Certification also includes any required statements concerning exceptions that are applicable. 
 
N.C.G.S. § 133-32 and Executive Order 24 prohibit the offer to, or acceptance by, any State Employee of any gift 
from anyone with a contract with the State, or from any person seeking to do business with the State.  By execution 
of any response in this procurement, you attest, for your entire organization and its employees or agents, that you are 
not aware that any such gift has been offered, accepted, or promised by any employees of your organization. 
 


SIGNATURE OF PREQUALIFIED BIDDER 
 
 


Full Name of Firm 
 
 


Address as Prequalified 
 
 


 
 


   
Signature of Witness  Signature of Member/Manager/Authorized Agent 


  Select appropriate title 
   
   


Print or type Signer's name  Print or type Signer's Name 
 


AFFIDAVIT MUST BE NOTARIZED 
 
Subscribed and sworn to before me this the 
 
_____ day of _____________________ 20__. 
 
 


Signature of Notary Public 
 
of ____________________________County 
 
State of ______________________________ 
 
My Commission Expires:________________ 


NOTARY SEAL 
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DEBARMENT CERTIFICATION 
 
Conditions for certification: 
 
1. The prequalified bidder shall provide immediate written notice to the Department if at any 


time the bidder learns that his certification was erroneous when he submitted his debarment 
certification or explanation filed with the Department, or has become erroneous because of 
changed circumstances. 


 
2. The terms covered transaction, debarred, suspended, ineligible, lower tier covered 


transaction, participant, person, primary covered transaction, principal, proposal, and 
voluntarily excluded, as used in this provision, have the meanings set out in the Definitions 
and Coverage sections of the rules implementing Executive Order 12549.  A copy of the 
Federal Rules requiring this certification and detailing the definitions and coverages may be 
obtained from the Contract Officer of the Department. 


 
3. The prequalified bidder agrees by submitting this form, that he will not knowingly enter into 


any lower tier covered transaction with a person who is debarred, suspended, declared 
ineligible, or voluntarily excluded from participation in NCDOT contracts, unless authorized 
by the Department. 


 
4. For Federal Aid projects, the prequalified bidder further agrees that by submitting this form 


he will include the Federal-Aid Provision titled Required Contract Provisions Federal-Aid 
Construction Contract (Form FHWA PR 1273) provided by the Department, without 
subsequent modification, in all lower tier covered transactions. 


 
5. The prequalified bidder may rely upon a certification of a participant in a lower tier covered 


transaction that he is not debarred, suspended, ineligible, or voluntarily excluded from the 
covered transaction, unless he knows that the certification is erroneous.  The bidder may 
decide the method and frequency by which he will determine the eligibility of his 
subcontractors. 


 
6. Nothing contained in the foregoing shall be construed to require establishment of a system of 


records in order to render in good faith the certification required by this provision.  The 
knowledge and information of a participant is not required to exceed that which is normally 
possessed by a prudent person in the ordinary course of business dealings. 


 
7. Except as authorized in paragraph 6 herein, the Department may terminate any contract if the 


bidder knowingly enters into a lower tier covered transaction with a person who is 
suspended, debarred, ineligible, or voluntarily excluded from participation in this transaction, 
in addition to other remedies available by the Federal Government. 
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DEBARMENT CERTIFICATION 
 
The prequalified bidder certifies to the best of his knowledge and belief, that he and his 
principals: 
 
a. Are not presently debarred, suspended, proposed for debarment, declared ineligible, or 


voluntarily excluded from covered transactions by any Federal department or agency; 
 
b. Have not within a three-year period preceding this proposal been convicted of or had a civil 


judgment rendered against them for commission of fraud or a criminal offense in connection 
with obtaining, attempting to obtain, or performing a public (Federal, State or local) 
transaction or contract under a public transaction; violation of Federal or State antitrust 
statutes or commission of embezzlement, theft, forgery, bribery, falsification or destruction 
of records; making false statements; or receiving stolen property; 


 
c. Are not presently indicted for or otherwise criminally or civilly charged by a governmental 


entity (Federal, State or local) with commission of any of the offenses enumerated in 
paragraph b. of this certification; and 


 
d. Have not within a three-year period preceding this proposal had one or more public 


transactions (Federal, State or local) terminated for cause or default. 
 
e. Will submit a revised Debarment Certification immediately if his status changes and will 


show in his bid proposal an explanation for the change in status. 
 
If the prequalified bidder cannot certify that he is not debarred, he shall provide an explanation 
with this submittal.  An explanation will not necessarily result in denial of participation in a 
contract. 
 
Failure to submit a non-collusion affidavit and debarment certification will result in the 
prequalified bidder's bid being considered non-responsive. 
 
 
 
 
 


Check here if an explanation is attached to this certification. 
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NON-COLLUSION AFFIDAVIT, DEBARMENT CERTIFICATION AND GIFT BAN CERTIFICATION 


 
PARTNERSHIP 


 
The prequalified bidder, being duly sworn, solemnly swears (or affirms) that neither he, nor any official, agent or 
employee has entered into any agreement, participated in any collusion, or otherwise taken any action which is in 
restraint of free competitive bidding in connection with any bid or contract, that the prequalified bidder has not been 
convicted of violating N.C.G.S. § 133-24 within the last three years, and that the prequalified bidder intends to do the 
work with its own bonafide employees or subcontractors and will not bid for the benefit of another contractor. 
 
By submitting this non-collusion affidavit, the Contractor is certifying his status under penalty of perjury under the 
laws of the United States in accordance with the Debarment Certification attached, provided that the Debarment 
Certification also includes any required statements concerning exceptions that are applicable. 
 
N.C.G.S. § 133-32 and Executive Order 24 prohibit the offer to, or acceptance by, any State Employee of any gift 
from anyone with a contract with the State, or from any person seeking to do business with the State.  By execution 
of any response in this procurement, you attest, for your entire organization and its employees or agents, that you are 
not aware that any such gift has been offered, accepted, or promised by any employees of your organization. 
 


SIGNATURE OF PREQUALIFIED BIDDER 
 


 
Full Name of Partnership 


 


 
Address as Prequalified 


 


 
 By  


Signature of Witness  Signature of Partner 
 


 
   


Print or type Signer's name  Print or type Signer's name 
 
 


 
 
 


AFFIDAVIT MUST BE NOTARIZED 
 
Subscribed and sworn to before me this the 
 
_____ day of _____________________ 20__. 
 
 


Signature of Notary Public 
 
of ____________________________County 
 
State of ______________________________ 
 
My Commission Expires:________________ 


NOTARY SEAL 
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DEBARMENT CERTIFICATION 
 
Conditions for certification: 
 
1. The prequalified bidder shall provide immediate written notice to the Department if at any 


time the bidder learns that his certification was erroneous when he submitted his debarment 
certification or explanation filed with the Department, or has become erroneous because of 
changed circumstances. 


 
2. The terms covered transaction, debarred, suspended, ineligible, lower tier covered 


transaction, participant, person, primary covered transaction, principal, proposal, and 
voluntarily excluded, as used in this provision, have the meanings set out in the Definitions 
and Coverage sections of the rules implementing Executive Order 12549.  A copy of the 
Federal Rules requiring this certification and detailing the definitions and coverages may be 
obtained from the Contract Officer of the Department. 


 
3. The prequalified bidder agrees by submitting this form, that he will not knowingly enter into 


any lower tier covered transaction with a person who is debarred, suspended, declared 
ineligible, or voluntarily excluded from participation in NCDOT contracts, unless authorized 
by the Department. 


 
4. For Federal Aid projects, the prequalified bidder further agrees that by submitting this form 


he will include the Federal-Aid Provision titled Required Contract Provisions Federal-Aid 
Construction Contract (Form FHWA PR 1273) provided by the Department, without 
subsequent modification, in all lower tier covered transactions. 


 
5. The prequalified bidder may rely upon a certification of a participant in a lower tier covered 


transaction that he is not debarred, suspended, ineligible, or voluntarily excluded from the 
covered transaction, unless he knows that the certification is erroneous.  The bidder may 
decide the method and frequency by which he will determine the eligibility of his 
subcontractors. 


 
6. Nothing contained in the foregoing shall be construed to require establishment of a system of 


records in order to render in good faith the certification required by this provision.  The 
knowledge and information of a participant is not required to exceed that which is normally 
possessed by a prudent person in the ordinary course of business dealings. 


 
7. Except as authorized in paragraph 6 herein, the Department may terminate any contract if the 


bidder knowingly enters into a lower tier covered transaction with a person who is 
suspended, debarred, ineligible, or voluntarily excluded from participation in this transaction, 
in addition to other remedies available by the Federal Government. 
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DEBARMENT CERTIFICATION 
 
The prequalified bidder certifies to the best of his knowledge and belief, that he and his 
principals: 
 
a. Are not presently debarred, suspended, proposed for debarment, declared ineligible, or 


voluntarily excluded from covered transactions by any Federal department or agency; 
 
b. Have not within a three-year period preceding this proposal been convicted of or had a civil 


judgment rendered against them for commission of fraud or a criminal offense in connection 
with obtaining, attempting to obtain, or performing a public (Federal, State or local) 
transaction or contract under a public transaction; violation of Federal or State antitrust 
statutes or commission of embezzlement, theft, forgery, bribery, falsification or destruction 
of records; making false statements; or receiving stolen property; 


 
c. Are not presently indicted for or otherwise criminally or civilly charged by a governmental 


entity (Federal, State or local) with commission of any of the offenses enumerated in 
paragraph b. of this certification; and 


 
d. Have not within a three-year period preceding this proposal had one or more public 


transactions (Federal, State or local) terminated for cause or default. 
 
e. Will submit a revised Debarment Certification immediately if his status changes and will 


show in his bid proposal an explanation for the change in status. 
 
If the prequalified bidder cannot certify that he is not debarred, he shall provide an explanation 
with this submittal.  An explanation will not necessarily result in denial of participation in a 
contract. 
 
Failure to submit a non-collusion affidavit and debarment certification will result in the 
prequalified bidder's bid being considered non-responsive. 
 
 
 
 
 


Check here if an explanation is attached to this certification. 
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NORTH CAROLINA TURNPIKE AUTHORITY 

CSC OPERATIONS STAFFING & CUSTOMER CONTACT TECHNOLOGY REQUEST FOR PROPOSALS

Proposal Cover Sheet



EXECUTION: In compliance with this Request for Proposal, and subject to all the conditions herein, the undersigned offers and agrees to furnish any or all Services or goods upon which prices are offered, at the price(s) offered herein, within the time specified herein. By executing this offer, I certify that this offer is submitted competitively and without collusion.



Failure to execute/sign offer prior to submittal shall render Proposal invalid. Late offers are not acceptable.



Offer valid for one hundred and eighty (180) calendar days from Proposal Due Date.



Proposer Information 

· Legal Name of Proposer:

· Street Address: 

· P.O. Box (if applicable): 

· City, State, and Zip Code:

· Primary Telephone Number: 

· E-mail Address: 

Authorization 

· Print Name and Title of Signatory:

· Authorized Signature: 

· Signature Date: 
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CSC Ops Staffing & Customer Contact Tech RFP	Exhibit D - Proposer Company Reference Form



Proposer Company Reference Form

INSTRUCTIONS: Duplicate this form for each project contract reference. See further instructions in RFP Part IV, Section 1.1.D - Proposal Section 1: Firm Qualifications. 

1. Proposer Details

Provide a response to each item below for this contract reference. 

		 Item

		Proposer Response



		Proposer’s Name

		



		Proposer’s Role on the Project (Prime or Subcontractor)

		





2. Primary Reference

Provide a response to each item below for this contract reference. 

		Item

		Proposer Response



		Reference Company / Agency Name

		



		City & State

		



		Project Manager / Owner Reference

		



		Project Manager / Owner Reference Phone Number & Email Address

		



		Start & End Dates of the Contract

		



		Contract Value

		



		Proposer’s Contract Project Manager

		



		Number of Proposer Staff on Contract

		



		Customer Management System Contractor

		





3. Alternate Reference

Provide a response to each item below for this contract reference. 

		Item

		Proposer Response



		Reference Name

		



		Reference Phone Number & Email Address

		



		Reference Role on Reference Project

		





4. Services Provided

In the text box below, describe the services your firm provided on this contract.  



5. Customer Service Center Operations (CSCO) Experience

For this contract reference, if Customer Service Center Operations were provided, respond to each item below. Use ‘N/A’ if not applicable to this contract reference.



		Item

		Proposer Response



		Staffing Size Total 

		



		Total Number of Agents (Call Center & Production)

		



		Number of Team Leads/Supervisors/Managers 

		



		Call Center Operations (Number of Inbound Calls Per Day)  

		



		Customer Account Management (Number of Registered & Unregistered Accounts)  

		



		In-Person Customer Service (Number of Persons Serviced Per Day)

		



		Payments & Exceptions Processing (Average of the Total Number Processed Per Day)

		



		Financial Reconciliation Experience (Yes or No)

		



		Customer Dispute-Case Management (Number of Cases Handles Per Day) 

		



		Average Agent Tenure Per Year 

		



		PCI Compliance Experience (Yes or No) 

		



		SOC2 Type 2 Experience (Yes or No) 

		





6. Contact Center Technologies (CCT) 

For this contract reference, if a Contact Center Technology service was provided, respond to each item below. Use ‘N/A’ if not applicable to this contract reference. 



		Item

		Proposer Response



		CCaaS Platform Name

		



		Number of Monthly Customer Contacts Managed through IVR/Voice

		



		Number of Monthly Customer Contacts Managed through Live Chat

		



		Number of Monthly Customer Contacts Managed through Chatbot

		



		Call/Contact Containment

		



		First-Time Resolution Rate/Percentage

		



		Number of Cases Handled Per Day

		



		Number of Case Classifications/Categories

		



		Intakes for Cases: Web / Mobile App (Yes or No)

		



		Intakes for Cases: Agent (Yes or No)

		



		Managed Compliance Standards for PCI-DSS (Yes or No)

		



		Managed Compliance Standards for SOC2 - Type 2 (Yes or No)
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Bill of Materials

The table below is a Bill of Materials template for Proposers to use as a basis. If additional columns or rows are needed, please update the table as applicable. 

		Sl. #

		Core Component Description 

(e.g.: CCaaS, Case, IVR, Chat, AI, etc.)

		Purpose of the Component

		Product Name

		Make/ Model

		Remarks 

(if any)



		1

		

		

		

		

		



		2

		

		

		

		

		



		3

		

		

		

		

		



		4

		

		

		

		

		



		5

		

		

		

		

		



		6

		

		

		

		

		



		7

		

		

		

		

		



		8

		

		

		

		

		



		9

		

		

		

		

		



		10

		

		

		

		

		



		11

		

		

		

		

		



		12

		

		

		

		

		



		13

		

		

		

		

		



		14

		

		

		

		

		



		15

		

		

		

		

		



		16

		

		

		

		

		



		17

		

		

		

		

		



		18

		

		

		

		

		



		19

		

		

		

		

		



		20
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Tab 1 Instructions

		Exhibit F:  Instructions for Completing Technology Conformance Matrix



		1) Tab 2: TCM of this workbook covers each of the TECHNOLOGY-related requirements set forth in RFP Part III, Scope of Work and Requirements. *Note: There are gaps in the requirement numbering since the matrix contains only the technology-related requirements from the RFP.*



		2)      Proposers shall not alter the requirements listed in the Technology Conformance Matrix in any way and must use the matrix provided in Tab 2: TCM. The Proposer shall submit both a PDF version AND Excel version of the completed matrix. 



		3)      The following are instructions for completion of the Tab 2: Technology Conformance Matrix:

		a)      There are four (4) columns listed in Tab 2 as follows:

		i.          Requirement No. (Column A): A sequential number that matches the requirement number in the Requirements found in RFP Part III, Scope of Work and Requirements.  

		ii.          Requirements (Column B): A description of each requirement. 

		iii.          Technology Name / Description (Column C): Proposer must list the technology stack name / description for each requirement. 

		iv.          Comments (Column D): If a Proposer is not complying with a particular requirement, this field must be completed to elaborate non-conformance in order to explain why the Proposer is not complying to that requirement. Additionally, a Proposer may leave a comment if it's necessary to elaborate conformance for a particular requirement.
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Tab 2 TCM

		Requirement No. 		Requirements		Technology Name / Description		Comment required if there's a non-conformance, optional otherwise.

		183		The Contractor shall construct a centralized digital library Knowledge Base, to serve as a self-service resource which will assist customers and agents with the following at a minimum:

				a.       Answering customer questions and troubleshooting issues

				b.       Frequently Asked Questions (FAQs)

				c.       Internal procedures, forms and business rules

				d.       Operating policies and escalations

		184		The Contractor shall build a Knowledge Base that will interface with and provide canned solutions to be used for customer facing auto responses through chatbots and Agent assisted chats, emails and Cases.

		185		The Contractor shall build a Knowledge Base that will interface with front end tools, that will provide agent tips for issues reported by the customer through verbal or written communications.

		186		The Contractor shall continuously review, update and organize content to be submitted to NCTA based on Table III-3: Project Documentation & Schedule. This review will ensure that the Knowledge Base is easy to navigate and use and will ensure that it is consistently accurate and up to date as prescribed in the KPIs.

		187		The Contractor shall review all proposed modifications with NCTA stakeholders before publication of updates.

		188		The Contractor shall track usage and engagement of articles, information, canned responses, etc., and will identify gaps for information improvement.

		189		The Contractor shall audit all new updates, applied to the Knowledge Base for accuracy and usability and report the findings of the audit to NCTA for Approval or corrective action.

		190		At least monthly the Contractor shall validate the Knowledge Base against any new operational business rules, policies or terms and conditions, to ensure the material and articles are accurate.

		191		The Contractor will be responsible to maintain the Knowledge Base tools and systems and will provide proof of refresh updates, in accordance with prescribed KPIs.

		192		The Contractor will be responsible for training operations and NCTA staff on the procedures and steps to author, approve and publish new articles, documentation and information into the Knowledge Base.

		193		Any errors or omissions found in the Knowledge Base shall be corrected and updated within three (3) Production Days, as prescribed in the KPI. 

		286		Standard reports shall be categorized as “Critical”, “Urgent”, or “General” in accordance with the system design and operational Requirements. 

		287		The Contractor shall deliver standard system generated reports that include a scheduling tool, and ad hoc reporting capabilities.

		288		The Contractor shall provide secure, role-based access to dashboards and reports.

		289		Based on design:

				a.          Standard reports shall be generated and shall support interval-based, real-time, daily, weekly, monthly, quarterly and annual reporting views. 

				b.          Standard reports shall be generated within one (1) Production Day of the reporting period.  

				c.          On demand/ad-hoc reports shall return requested data in a reasonable time frame as defined during system design and agreed upon by NCTA.   

				d.          A report audit schedule will be developed during the reports workshops as part of the report’s Approval process.

		290		All reports shall follow standard financial and accounting formatting (e.g. data alignment and column justification within a column, consistent use of symbols and accurate decimal placement to ensure readability and consistency.

		291		Reports shall be able to process historical data based on data retention Requirements set by NCDOT data retention specifications.

		292		The Contractor shall ensure data accuracy and reconciliation with all source systems.

		293		The Contractor shall ensure their system shall support the ability to run efficiently without performance issues at least for a year’s worth of data on demand. 

		294		The report solution shall provide out-of-the-box reports covering core WFM operational metrics, including forecasted versus actual contact volumes, required versus scheduled staffing, schedule adherence, agent occupancy, agent utilization, non-productive time, schedule efficiency, and overtime.

		295		Reporting shall be available across multiple dimensions, including contact queue, skill, interaction channel (i.e. Case Management, IVA, email, chat, WICs, and NCQP CSCs), team, site, region, and individual Agent.

		296		The Contractor shall coordinate with NCTA and the BOS contractor to develop a standard monthly reporting package which, at minimum, summarizes all operational activities, KPI performance, monthly invoicing and support and financial reconciliations. The package shall include an overall project status summary that includes, at a minimum, the following:

				a.       NCQP CSCs statistics, 

				b.       IVA metrics,

				c.       Digital channel metrics,

				d.       Case Management metrics,

				e.       WICs metrics,

				f.        Customer experience,

				g.       Workforce and staff management (Forecast vs Actuals),

				h.       KPI compliance,

				i.         QA, and

				j.         Other key metrics. 

		297		Operational dashboards displaying key metrics, as defined by NCTA, shall refresh data at intervals near real-time to ensure that information remains current and accurate for users.   

		298		The Contractor shall implement a daily operational summary to document any factors that affected operations each day. This information will serve as a daily reference for NCTA, a historical record for future review, and information gathering for analysis of operational and system/technology improvements.

		299		Forecasting and Planning Reports

				a.       The Contractor shall produce standardized forecasting reports by channel that include, at a minimum:

				i           Projected contact volumes, 

				ii         Average Handle Time (AHT) forecasts, 

				iii       Service level projections, 

				iv       Staffing requirements (e.g. FTE) by interval, and

				v         Shrinkage assumptions (e.g., breaks, absenteeism, training). 

				b.        Reports shall include comparisons of the following:

				i           Forecasted vs. actual volumes, 

				ii         Forecasted vs. actual AHT, and 

				iii       Forecast accuracy percentages and variance analysis.

		300		Real-Time and Intraday Reporting shall include the following: 

				a.       The solution shall provide near real-time dashboards displaying service performance, speed of answer, staffing levels, schedule adherence, agent occupancy, etc.

				b.       The solution shall support intraday reporting that highlights risks to meeting service commitments.

				c.       The solution shall retain intraday performance data for historical analysis and trend reporting.

		301		Omnichannel and Digital Interaction Reporting

				a.       The solution shall provide channel-specific performance reports that account for concurrency and handling differences across interaction types.

				b.       The solution shall support consolidated reporting across voice and digital interaction channels.

				c.       The solution shall report on automated and virtual assistant interactions and their impact on Agent workload and staffing Requirements where applicable.

		302		Case Management Reporting

				a.       The solution shall provide reporting on Case volumes, backlog, aging, priority, status, and resolution trends.

				b.       The solution shall support reporting on Case lifecycle metrics, including time to first response, time to resolution, Case reopen rates, and compliance with service commitments.

				c.       The solution shall support reporting by Case type, channel of intake, product or service category, customer segment, and assigned Agent or team.

				d.       The solution shall provide visibility into Agent Case workloads and capacity to support staffing and workload balancing decisions.

				e.       The solution shall support linkage between customer Cases and interaction records for end-to-end customer journey reporting.

		303		Custom and Ad Hoc Reporting

				a.       The solution shall provide a configurable report builder for authorized users without Contractor or vendor intervention.

				b.       The solution shall support calculated fields, filters, grouping, and aggregation of reporting data.

				c.       The solution shall support ad hoc analysis for operational, tactical, and executive reporting use cases.

		304		Data Access, Export, and Analytics Integration

				a.       The solution shall support scheduled and on-demand data exports in commonly used spreadsheet and text file formats.

				b.       The solution shall provide programmatic access to reporting data through documented interfaces.

				c.       The solution shall support integration with enterprise business intelligence and analytics platforms.

		305		Governance, Audit, and Security Reporting

				a.       The solution shall maintain audit logs for schedule changes, administrative actions, approvals, and overrides.

				b.       The solution shall govern access to reports and dashboards using role-based access controls.

		306		Operations Compliance Reports Package

				a.       Provide reports on service level performance, open issues, recurring defects, release activity, and patch status for the Case Management platform.

				b.      Provide monthly or as requested by NCTA operational service reviews covering incident metrics, problem trends, maintenance performed, risks, backlog, and recommended improvements.

		307		Technology Reporting

				a.       The Contractor shall provide reports on the performance of all components of the solution including: availability of all components, metrics for all KPIs, performance for interactions between the solutions components, and interactions between the solution and external integrations.

				b.       The Contractor shall submit a Root Cause Analysis (RCA) for any issues that have been identified by either the Contractor or NCTA for NCTA review and Approval.

		308		KPI Reporting- As part of the KPI assessment process, the Contractor shall:

				a.       Establish an ongoing method to monitor, measure, calculate, and report compliance with all KPIs outlined in Part III, Section 7. 

				b.       Any additions thereto that may be agreed upon throughout the O&M and Continuous Improvement Phase of the Contract.

				c.       The frequency and format of KPI reporting will be jointly developed between the Contractor and NCTA during the Implementation & Transition Phase of the Contract. 

		309		KPI Report-The Contractor shall develop and submit a report that will include at a minimum:

				a.       Current KPI results (aka performance evaluations) compared to Requirement;

				b.       All relevant supporting documentation;

				c.       Identification of any KPI violations or risks;

				d.       Root Cause Analysis for missed KPIs; and

				e.       Corrective actions taken or planned.

		629		The solution shall support unified omnichannel capabilities (voice, chat, email, SMS, social, notifications) with a single conversation ID and full interaction tracking linked to customer records.

		630		The solution shall provide advanced routing (skills, proficiency and KPI-based) with load balancing, queue management, overflow handling, and dynamic re-routing.

		631		The solutions shall work together and integrate with TISDSR to automatically provide agents with customer account information in real time, regardless of how the customer makes contact. They shall also ensure consistent customer data, interaction history, and reporting across all channels, providing a single, accurate, and up-to-date view of the customer

		632		The solution shall deliver a unified, accessible Agent desktop with integrated case views, customer profiles, interaction timelines, and streamlined navigation, supporting responsive design across devices and platforms≤ (e.g. 2 clicks to core case data) and compliant to current accessibility Requirements (e.g. WCAG x.x) and keyboard-first operations.

		633		The solution shall support identity and access management, including Single Sign On (SSO) (SAML/OIDC), MFA, privileged/role-based access control (RBAC), role mapping, user provisioning, encryption in transit and at rest, tenant isolation, and cloud hardening.

		634		The solution shall support comprehensive audit logging and integration with SIEM systems, as well as secure API/integration controls (e.g., OAuth2, token management, rate limiting).

		635		The solution shall support data privacy and lifecycle management, including retention policies, legal hold, secure deletion, data portability, and transparency.

		636		The Contractor shall maintain a formal security program aligned with industry standards (e.g., NIST, ISO) and provide independent assurance (e.g., SOC 2 Type 2 and PCI-DSS)

		637		The solution shall support encryption TLS 1.2+ in transit, AES-256 at rest; key management with rotation; configurable retention policies, legal hold, and defensible deletion.

		638		The solution shall provide security controls for all technology solutions and AI components, including encryption in transit and at rest, identity and access management, privileged access control, and environment segregation.

		639		The solution shall maintain operational and audit logging for prompts, responses, model and retrieval events, escalations, failures, and administrative changes (e.g., prompts, models, integrations, and configurations), in compliance with security and privacy controls

		640		The solution shall offer an easy-to-use, low-code or no-code workflow builder that allows users to design and manage processes using clear, visual flow diagrams.

		641		While the Contractor and NCTA shall coordinate on procurement items in support of the implementation of systems and Services, the Contractor shall not be permitted to reuse existing network equipment, telephony equipment, servers, storage, etc. without NCTA’s prior written authorization.

		642		The solution shall support and manage conditions of degraded-mode operation, where one or more technology or Services are unavailable, including connectivity between CCT modules or between CCT and BOS systems. Contractor shall design a process for continuation of service capabilities or enable a workaround to manage inbound contacts and sustained operations. 

		643		The solution shall support forecasting & scheduling across voice, email, chat, social, and outbound using 15–30-minute intervals with seasonality models, constraint-based scheduling that respects HR/union rules, breaks, lunches, training, and meetings.

		644		The solution shall support intraday management with automated reforecasting and dynamic schedule re-optimization and Real-Time Adherence (RTA) latency ≤ 15 seconds.

		645		The solution shall support multi-skill, multi-queue forecasting with shrinkage modeling (AUX, breaks, training, attrition).

		646		The solution shall include reporting and consideration of time & attendance exception handling (late logins, early logouts), and integration with payroll/time-tracking systems; audit trails for paid/unpaid exceptions.

		647		The solution shall include quality/performance dashboards (e.g. AHT, Occupancy, Service Level, Shrinkage), Agent scorecards, and coaching plans.

		648		The solution shall maintain compliance with regional labor rules (overtime thresholds, minors, breaks), role-based or attribute-based access control and immutable audit logging.

		649		The solution shall include cross channel capacity plans capturing non-voice workload from Case and chat systems.

		650		The solution shall support role-based exports (CSV/JSON), BI-friendly APIs, documented data dictionary, AI assistance for forecast explainability and anomaly detection with human-in-the-loop approvals.

		651		The solution shall support what-if scenario planning (campaigns, product launches, outages, marketing spikes).

		652		The solution shall include workflow and queue management tools to manage scheduling and monitoring of contact center Agents' performance and resolve customer inquiries all in one application.  

		653		Multi-skill, proficiency-aware scheduling (primary/secondary skills, proficiency tiers).

		654		The solution shall deliver real-time dashboards for staffing, coverage, and occupancy at configurable intraday intervals.

		655		The solution shall provide centralized exception management with approval workflows for auxiliary status , meetings, training, and coaching.

		656		The solution shall provide a rich, configurable Case Management data model supporting core entities including Cases, parties, interactions, notes, attachments, tasks, KPIs, assignments, tags, and custom fields, as well as hierarchical (parent-child) and associative (linked case) relationships.

		657		The solution shall support the ability to store Case metadata and stable references and on-demand retrieval from systems of record with smart caching (TTLs, invalidation).

		658		 The solution shall include an Agent desktop with the following:

				a.       Inline editing

				b.       Autosave

				c.       Two-click access to frequent actions

				d.       Supervisor views for live queues

				e.       KPI risk

				f.        Escalations

				g.       QA workflows

				h.       Whisper-coaching hooks (where supported)

		659		Shall support observability of the following:

				a.       Chronological Case timeline with filters and immutable audit

				b.       Role-based dashboards

				c.       Aggregates API

				d.       Warehouse connectors without duplicating raw PII

		660		Shall incorporate and support required security: 

				a.       RBAC/ABAC with row/field-level permissions

				b.       Case-level confidentiality flags

				c.       Approval workflows for sensitive actions

				d.       Retention by artifact, legal hold, defensible deletion

		661		The solution shall support creation, tracking, and management of diverse Case types which NCTA will Approve during design, to include but not limited to:

				a.       transponder orders

				b.       disputes

				c.       customer/non-customer requests (across all channels)

				d.       agency issues

				e.       collections-related cases

				f.        undeliverable address research

				g.       inventory requests

				h.       roadway issues

				i.         disposal shipments

		662		Cases shall be created via all channels (web, mobile, phone, email, SMS, mail, in-person), manually by authorized users, or automatically via system triggers and integrations.

		663		Cases shall be creatable from or associated with customer Accounts at any time.

		664		The solution shall capture and manage comprehensive Case attributes which NCTA will Approve during design, to include but not limited to: 

				a.       Case ID

				b.       Type

				c.       Status

				d.       Priority

				e.       Communication channel

				f.        Timestamps

				g.       Initiating user/system

				h.       Customer/account details

				i.         Vehicle/invoice data

				j.         Agency

				k.       Notes

				l.         Outcomes

				m.     Follow-up activities

				n.       Customer Satisfaction (CSAT)

		665		Case creation shall auto-populate data from source systems (e.g., account information, invoice) and support configurable dropdowns, required fields, and templates by Case type.

		666		The solution shall support dispute capture with defined reasons which NCTA will Approve during design to include but not limited to (e.g., duplicate charge, invalid plate, bankruptcy, deceased owner, vehicle transfer) and affidavit conditions compliant with NC law.

		667		The solution shall support identification of required documentation for dispute processing

		668		The solution shall support document and attachment uploads with full lifecycle linkage to the Case.

		669		The solution shall associate all related communications (calls, recordings, emails, chats, texts, documents, scanned items) with the Case.

		670		The solution shall allow Case access via both Case Management views and associated Accounts.

		671		The system shall automatically assign unique Case IDs, timestamps, and initiating user or system identity

		672		The solution shall provide configurable Case Management administration capabilities that allow authorized users to create and manage Case types, templates, workflows, assignment rules, escalation parameters, queue prioritization, required fields, data entry rules, management approval requirements, and other business rules. The solution shall enforce configurable and minimum data entry requirements and approval controls based on Case type, Case status, threshold values, or specific actions, including but not limited to placing Cases on hold, closing Cases, or approving disputes. All Case Management configuration elements shall be reviewed and Approved by NCTA during design.

		673		The solution shall support free-text notes at defined process stages.

		674		The solution shall automatically notify customers upon Case creation and provide ongoing, configurable status updates through Case lifecycle.

		675		The solution shall automatically route open Cases to appropriate queues (by Case type, department, or workgroup) with configurable assignment rules and support manual reassignment.

		676		The solution shall support flexible queue prioritization and sorting, including oldest-first, highest-priority-first, and multi-criteria sorting (e.g., age + priority).

		677		The solution shall ensure no active Case becomes orphaned and shall automatically reassign Cases when users are deactivated (individually or in bulk).

		678		The solution shall provide visibility into all pending Cases with prioritization and enable authorized users to act on assigned queues.

		679		The solution shall support Case lifecycle management, including reopening closed Cases, manual and automated status updates, and configurable roles based editing (individual or bulk).

		680		The solution shall support concurrent access, allowing Cases to be worked by multiple users with controlled edit permissions (single editor, others read-only with visibility of active user)

		681		The solution shall provide workload visibility for tracking of individual users and teams and overall performance, including Case volumes and details.

		682		The solution shall display key customer/Account information within the primary Case view, with direct access to associated Accounts.

		683		The solution shall support linking/unlinking of multiple Cases to a single Account, regardless of Case status.

		684		The solution shall track detailed Case activity history, including creation, updates, reassignment, holds (with resume dates), follow-ups, closure, awaiting customer action, and CSAT.

		685		The solution shall support follow-up tracking, including required actions, activity recording, and Case filtering based on follow-up needs.

		686		The solution shall support grouping of Cases for bulk actions and prevent duplicate Case creation from automated system processes.

		687		The solution shall provide configurable alerts when Case volumes exceed defined thresholds for users or resources.

		688		Provide configurable Case workflow and routing with capabilities to define sets of activities or procedures for specified Case types. 

		689		Provide for a workflow that considers activity conditions, in order to properly track and audit time of processing, so that processes tasks cannot be bypassed (i.e.: cannot go from a paused/hold status to a closed status, without first being set to active/open). 

		690		Provide the capability to assign Cases in configurable ways, including but not limited to:  

				a.          manual assignment of a Case to a particular authorized user; 

				b.          automatic assignment by customer or Account criteria;

				c.          automatic assignment by Case type; 

				d.          automatic assignment by status; 

				e.          automatic assignment by severity level; 

				f.           automatic assignment based on staff availability; 

				g.          automatic assignment by role; and 

				h.          skills database for Authorized Users.  

		691		Provide the capability to suggest best Authorized User for a Case according to staff skills. 

		692		Provide the capability to send an operational alert notification when a Case has met the configurable reassignment threshold. 

		693		Provide the capability to send an operational alert notification when an Authorized User has met the configurable number of open Cases. 

		694		Provide the ability to manually re-assign any Case to a new workflow, at any point within that workflow, as new details emerge. 

		695		When changes in workflow are made, provide the ability to individually select, or select in bulk, whether current workflow transactions should follow the previous version of the workflow, or the new version of the workflow. 

		696		Provide the capability to trigger customer satisfaction processes. For example, after the customer has interacted with an Agent about the Case, a “how did we do” email is sent to the customer, with a survey link for customer feedback. 

		697		Provide the capability to send an operational alert notification to the operations staff regarding specific Cases that meet configurable criteria defined by NCTA during design workshops. For example, Cases in "open" status that have not been worked on in "x" number of days. 

		698		Provide the capability to automatically escalate overdue Cases based on configurable rules. 

		699		Provide the capability for thresholds to be defined based on rules that initiate events when exceeded. 

		700		Provide the capability to automatically escalate Cases defined as representing repeated complaints. 

		701		Provide the capability to enforce a Case approval workflow, where a Case type or activity requires CSCO management or NCTA staff Approval in order for an Agent to proceed. Approval workflows will be defined by NCTA during design.

		702		Provide the capability to notify appropriate operations staff on Cases manually or automatically based on configurable criteria. 

		703		Telephony solution shall utilize:

				a.       SIP trunking with redundant trunks, codec support (G.711; Opus where applicable), QoS tagging, and resilience to jitter/packet loss.

				b.       Number management for DID/toll-free procurement/porting, CNAM, international support, and emergency routing/E911/E112.

				c.       Selective/policy-based dual-channel call recording with secure storage and linkage to interactions/cases; real-time/near-real-time transcription with speaker separation and confidence scores. 

				d.       Carrier-level failover, geo-redundant SBCs, automated health checks, and circuit breakers with backoff.

		704		The telephony services shall be sized to accommodate the current contact center call volumes and call handling times, be scalable for future growth both in call volume and Agent seats and tested for 200% of current volume. 

				Note: At no time should inbound calls receive a busy signal. 

		705		The telephony system shall display the inbound DID number used by the caller.

		706		The telephony system shall be configured so that outbound calls are reflected correctly in caller ID, identifying as NC Quick Pass, with the correct associated general-purpose phone number, as specified during design.

		707		The telephony system shall support customer authentication as defined by NCTA, through manual as well as through systematic multi-factor authentication mechanisms depending on configuration and channel.  

		708		 The Telephony system shall have the capability to support coordinated outbound call campaigns as well as customer notifications for configured account events.

		709		The Contractor shall be responsible for the procurement and delivery of equipment and materials, third-party services (e.g. cloud services, telephony services, etc.) to support all telephony and IVA services as required.

		710		The phone system shall provide and support softphone functionality.

		711		The phone system shall provide the capability for an Agent, or other authorized staff member, to call a customer by clicking a customer’s phone number on their Account using softphone technology/functionality. 

		712		The phone system shall manage call lists and track call activity. 

		713		The phone system shall accurately associate Account management activity with the appropriate customer Account.

		714		The phone system shall have the ability to report accurate call wait times to customers and offer them the ability to log their phone number for an automated call back. 

		715		The phone system shall have the ability for customers who select a call back, to leave a message as well as select a next in line call back, or a scheduled call back time, based on the customers requested time. 

		716		The phone system shall include management oversight features, such as call queue management, ACD call routing, call recording and transcription (retention 90-Calendar Days plus current month and 2 years of historical call recording available on request), call monitoring, call transfer, call barge, call playback, etc. 

		717		The phone system shall support the recording of calls automatically and on demand for 100% of calls, and include playback of audio, via a hyperlink, for staff training. Access to recordings shall be role based.

		718		The phone system shall provide web-based dashboard functionality that allows supervisors, managers and other NCTA personnel the ability to login, view real-time contact center call metrics, team quality measurements, and other functionality as defined by NCTA during system design. 

		719		The phone system dashboard shall provide functionality that provides authorized users the ability to drill down into specific metrics displayed on the online dashboard to see additional metric details, as determined by NCTA during the Design & Development Phase. 

		720		The phone system shall provide a real-time call queue dashboard, which shall be available online or with the ability to display on monitors installed on the NCQP CSC(s) walls and shall provide information regarding the number of calls in the different inbound/outbound queues and call waiting time for each queue. The Contractor shall coordinate with NCTA to determine the metrics for the dashboard during system design. 

		721		The phone system shall provide functionality for managers, or other authorized personnel, to generate reports on each Agent individually and all Agents as an aggregate or shift regarding call statistics, such as: calls received by date, by time range, along with wrap-up codes and other items as requested by NCTA. The Contractor shall coordinate with NCTA to determine the call statistics they want to track during system design. 

		722		The phone system shall track customer contacts across all channels for customers who contact a configurable number of times (e.g. 3) within a configurable period of time (e.g. 48 hours) regarding the same wrap-up code. 

		723		The phone system shall identify most frequent customer contacts (within a configurable time period) based on their telephone number or Account number accessed in a trending report or dashboard. 

		724		The phone system shall provide the capability for an Agent, or other authorized personnel, to search for customer call-in details and timelines. 

		725		The phone system shall support real-time quality and accuracy validation of Agent data entry against the customer’s spoken language. This capability is intended to help eliminate inaccurate keystrokes and reduce errors in customer Account Updates during live calls.   

		726		The phone system shall accurately route, queue, and answer all inbound and support the ability to place outbound customer calls.  

		727		The phone system solution shall be built on a cloud-based telephony inclusive of IVR/IVA and ACD functionality.  

		728		The phone system shall have the capability to produce reports that detail performance, in support of KPI tracking, including but not limited to: statistics on first call/interaction resolution, total interactions handled and contained through automation/self-service, Agent performance, quality metrics, total calls handled and operations-related reports (e.g. quality control, IVA, contact center metrics, etc.)  

		729		The solution shall include self-service flows with secure authentication (DTMF with optional voice biometrics), API-based account access, and PCI-DSS-compliant payment processing for credit cards, debit cards, and other electronic payment methods, available through both self-service channels and agent-assisted calls.

		730		The solution shall enable comprehensive self-service account functions via APIs, including vehicle management, demographic updates, Transponder Management, payments, replenishment, HOV declarations, activation of retail Transponders, and location inquiries.

		731		The solution shall support dual-tone (DTMF) and speech-based interactions, multi-language capabilities (IVR, agents, queues), and 24x7 customer access.

		732		The solution shall provide advanced call management, including containment tracking (with configurable correlation windows), call reason logging, routing, hold music, professional voice recording for prompts and customized wait-time announcements, and voicemail-to-text with queue routing

		733		The solution shall include analytics and reporting, including containment rates, abandonment, transfers, sentiment analysis, speech analytics, keyword detection, performance scoring, and parameter-driven reporting across time intervals.

		734		The solution shall support prompt and interaction management, including version control, TTS/recorded prompts, phonetic tuning, real-time transcription, summarization, and interaction logging tied to customer records with unique transaction identifiers.

		735		The solution shall support surveys and customer feedback tools (real-time or batch) and enable IVA-based survey deployment and reporting.

		736		The Contractor shall implement regression testing, pre-production staging, audit-controlled changes with approval, , and fallback mechanisms (e.g., chatbot, callback queues) for all releases. 

		737		The Contractor shall design, monitor, and continuously optimize call flows and routing models to improve self-service efficiency and customer experience.

		738		 The IVR/IVA system shall be designed so that modifications to the IVA system, IVA call tree and/or call scripts can be made and deployed quickly (e.g. via a GUI) without the need for costly or lengthy modifications.

		739		Containment of calls, within the IVR/IVA shall include only those interactions that were serviced completely and closed without duplicating events from the customer through the same or through other channels, which are correlated to the same Account and occurring within configurable time (e.g. 48 hours).

		740		The system shall provide functionality that enables NCTA to develop and publish surveys or other crowd sourcing tools via IVA.

		741		The system shall provide a unique identifier that identifies transactions as being completed via the IVR/IVA. 

		742		The system shall provide parameter-driven contact center reporting related to the IVR/IVA in hourly, daily, date range, weekly, monthly, and annual frequencies.

		743		The solution shall utilize natural language and AI tools to the highest degree possible in order to support better customer experience and satisfaction, faster and more consistent response, faster handle times, higher quality, and Agent retention.  

		744		The solution shall support AI components for Agent assist, customer-facing chat, and IVA / voice self-service as native capabilities or through fully supported integrated components.

		745		The solution shall leverage and include:

				·     Large Language Model (LLM), 

				·     Natural Language Processing (NLP) engines, 

				·     Speech recognition, 

				·     Text to speech,

				·     Intent and classification models, 

				·     Summarization and recommendation engines, 

				·     Knowledge retrieval services, 

				·     Vector stores, and

				·     Orchestration and model management services. 

		746		The Contractor shall clearly identify native vs third-party AI components and associated dependencies within their design for Approval by NCTA.

		747		The solution shall support real-time Agent assistance based on live interaction context, including transcript-aware response suggestions, next-best-action recommendations, knowledge recommendations, summarization, and guided workflows.

		748		The solution shall support multi-turn conversational context management across chat and IVA sessions.

		749		The solution shall support seamless handoff from AI chat or AI IVA to live Agents, including transfer of transcript, detected intent, captured entities, prior prompts, authentication state where applicable, and relevant workflow context.

		750		The solution shall support configurable restrictions so AI-generated outputs may be limited to Approved knowledge, Approved workflows, and Approved business rules.

		751		The solution shall provide configurable prompt management, prompt templates, response templates, guardrails, and orchestration logic for each AI capability.

		752		The solution shall provide role-based administrative controls for AI configuration, prompt changes, routing changes, and conversational model changes, publishing, testing, rollback, and operational support.

		753		The solution shall support version control for prompts, intents, utterances, entities, model configurations, response templates, routing logic, and associated AI policies (Refer to Part V, Section 1.12 Artificial Intelligence Policy).

		754		The solution shall support human review workflows for AI-generated drafts, summaries, recommendations, and suggested responses were configured by the organization.

		755		The solution shall support configurable confidence thresholds for chat and IVA automation, including fallback behavior and escalation rules when confidence is low, including transfer to a live Agent. 

		756		The solution shall support AI knowledge retrieval from structured and unstructured enterprise content sources.

		757		The solution shall enable advanced retrieval capabilities, including semantic and keyword search, synonym handling, relevancy tuning, and metadata filtering.

		758		The solution shall support configurable  AI-enabled IVA to include:

				·       Voice models,

				·       Prompt wording, 

				·       Barge-in behavior, 

				·       Timeout handling, 

				·       confirmation handling, 

				·       No-match / no-input logic.

				·       Real-time transcript generation and retention

				·       Sentiment and customer intent, 

				·       Contextual metadata to improve routing and assistance

		759		The solution shall support comprehensive monitoring and logging of AI services, including availability, performance (latency, response quality), failures (model calls, retrievals, summarization, routing), and API errors.

		760		The solution shall support performance reporting and analytics for AI effectiveness, including metrics such as containment rate, escalation rate, fallback rate, intent accuracy, response quality, and agent adoption.

		761		The solution shall support tuning and optimization of conversational models, intent libraries, prompt logic, routing behavior, and retrieval relevance without requiring full platform redevelopment.

		762		The solution shall support separate test data sets, test utterances, sample conversations, and benchmark scenarios for AI chat, IVA, and agent-assist validation.

		763		The solution shall identify all AI component dependencies required for high availability, failover, disaster recovery, and degraded-mode operations.

		764		The solution shall support masking, redaction, tokenization, or exclusion of sensitive data from prompts, model inputs, logs, transcripts, and outputs where required.

		765		The solution shall support multilingual capabilities where required for AI chat and IVA, including language detection, language-specific responses, and administrative tuning by language.

		766		The solution shall identify any throughput, concurrency, token, latency, storage, or transaction limits that may affect production use of AI capabilities.

		767		The solution shall support learning management with catalogs, role-based assignments, prerequisites, assessments, certifications; SCORM/xAPI support; accessibility aligned to WCAG with captions and transcripts.

		768		The solution shall support integration of QA outcomes and performance KPIs into coaching plans; automated coaching suggestions based on interaction analytics.

		769		The solution shall support generative training aids to draft content, quizzes, and scenario simulations to support Agent training and AI tuning, which shall be approved by authorized staff for use. 

		770		The solution shall support conversation replay for practice using call/chat transcripts with consent awareness and PII redaction.

		771		The solution shall support real-time AI suggestions during live interactions: next-best actions, compliance alerts, empathy prompts, and dynamic KB retrieval with citations; supervisor whisper/assist where allowed.

		772		The solution shall support certification tracking for mandatory modules (e.g., PCI, HIPAA, privacy) with renewal reminders and audit-ready reports.

		773		The solution shall support retraining (in partial or full), re-tuning and refreshing the AI/ML model on new or updated data and include a means to validate these before release.

		774		The solution shall support updating reference data, training datasets or knowledge sources as and when appropriate to ensure the accuracy of responses.

		775		The solution shall provide secure web/mobile chat widgets (SDK) with persistent conversation IDs and file attachments with malware scanning.

		776		The solution shall include proactive chat triggered by user behavior (e.g., exit intent, long dwell time) with consent and throttling.

		777		The solution shall provide a chatbot platform with Natural Language Understanding (NLU) (intents/entities), dialog state, slot filling and graceful handoff to live Agents with full context transfer.

		778		The solution shall provide knowledge retrieval via hybrid search (keyword + embeddings) with citation surfacing, freshness controls, and scoped content by role/team.

		779		The solution shall provide PII-safe prompting and redaction, blocklists, configurable safety filters, human-in-the-loop review for sensitive actions and bot KPIs (containment, deflection, CSAT, ESAT, false-positive rate).

		780		The solution shall provide the incorporation of latency targets: first token ≤ 1.5 seconds and full response ≤ 5 seconds; streaming preferred.

		781		The solution shall support online chat features and functionality through the web and mobile application, allowing customers to perform self-service, service through automated chatbots, and to transfer to chat live with Agents.

		782		The solution shall support customer MFA shall be supported through the chat feature.

		783		The contents of the chat session shall be saved and/or linked to customer Accounts for future reference.

		784		The solution shall provide customers with the option to initiate chat at all times, becoming available after accessing the general website. Refer to Part III, Section 7 KPIs. 

		785		An option to engage in live Agent chat shall be presented to the customer within a configurable number of seconds or minutes, or if the customer chooses manually to do so. Refer to Part III, Section 7 KPIs.

		786		The solution shall save all chats in the system database and make the logs/details of those chats available via hyperlink to the Agent with the appropriate authorization.

		787		The System shall support and the Contractor shall configure automated chatbots to handle self-service to the highest degree possible, aligning with self-service and quality goals. 

		788		The system shall support, and the Contractor shall configure live Agent auto-response entries for commonly asked questions for response to the customer, and to support accuracy and expedite handle times.

		789		Any customer credentials, or details pertaining to the reason for the customer’s engagement that are keyed/entered by the customer shall be passed through to the Agent and to other integrated systems, avoiding duplication of customer entry or response. 

		790		The chat feature shall adhere to all current and future PCI-DSS regulations. 

		791		The chat shall be configured so that electronic payment information keyed by the customer is encrypted, and not shown to the Agent or stored in the database.

		792		The system shall support field validations, upon customer entry, for instance but not limited to, phone number, payment amount,  and email address. 

		793		A live chat Agent shall have access to the same tools (i.e., Knowledge Base tools, tips, hints and guides) as a phone Agent. 

		794		The chat tool shall support survey functionality that allows NCTA to develop and deploy customer surveys, report on survey results (both in accrual or in real-time) and provide other means for customer feedback.

		795		The chat tool, shall provide web-based dashboard functionality that allows supervisors, managers and other NCTA personnel the ability to see and report on chat session metrics, team quality measurements, and other functionality as defined by NCTA during system design.

		796		The chat tool shall include workflow and queue management tools to manage scheduling and monitoring of contact center Agents' performance.

		797		The solution shall support the creation and access to versioned articles, workflows, FAQs, templates, approval flows, tagging, synonyms, relevance tuning, multi-language and RTL layout support were required.

		798		The solution shall include a hybrid search (keyword + semantic) with citations and confidence scores, scoped retrieval by role/team, publish timestamps and decay policies, and reindex KPI ≤ 15 minutes post change.

		799		The solution shall support and integrate agent-assist surfacing with one-click insert into email/chat, linkage to case/interaction records, and SEO-friendly public help center with federated search.

		800		The solution shall provide analytics on article efficacy (view-to-success, abandonment, feedback loops) and A/B testing of article variants.

		801		The Contractor shall integrate with NCTA open APIs to access all required data for operations, workflows, AI, reporting, and support, identifying all necessary APIs across relevant data domains supporting real-time data exchange

		802		The solution shall securely consume APIs using industry-standard authentication, authorization, encryption, and secrets management (e.g., OAuth 2.0, token-based auth, mTLS).

		803		The solution shall support multiple integration patterns (real-time, near-real-time, batch) and RESTful APIs, identifying any required middleware or integration components.

		804		The solution shall support read/write API operations while preserving data fidelity, business context, relationships, and timestamps.

		805		The solution shall support data synchronization (full and incremental), mapping, transformation, validation, normalization, enrichment, and documentation of source-to-target mappings.

		806		The solution shall ensure resiliency through retry logic, error handling, idempotency, duplicate prevention, reconciliation processes, and degraded-mode handling.

		807		The solution shall support API lifecycle management, including schema evolution, versioning, backward compatibility, and migration across all technical environments 

		808		The solution shall ensure secure, compliant use of API data, including for AI functions, and provide access to both historical and real-time data as required.

		809		The solution shall support scalable, maintainable, and extensible API integration architecture aligned with performance limits, rate controls, and future growth.

		810		The Contractor shall identify limitations, dependencies, third-party components, and ensure use of NCTA open APIs over proprietary methods unless otherwise Approved.

		824		All software, hardware, infrastructure, tools and other technical components part of the overall solution shall be licensed through the Contractor in NCTA’s name. 

		825		 NCTA does not have an on-premises hosting environment therefore solutions shall be cloud-hosted and compatible with NCTA’s BOS and TISDSR which is hosted on Microsoft Azure. 

		826		The Contractor shall favor Commercial-Off-the-Shelf (COTS) products and shall minimize customizations and solutions not supported by the COTS vendors.

		838		The Contractor’s solutions shall integrate through NCTA’s APIs.

		842		The Contractor shall ensure that all user interfaces are intuitive, role-based, accessible, and optimized for efficient Case handling, customer interactions, workflow execution, and operational administration.

		843		The Contractor shall develop and maintain detailed user interface concepts, wireframes, mockups, prototypes, and final design artifacts for NCTA review and Approval. All designs shall reflect NCTA branding standards, support a consistent and cohesive experience across channels and functional modules, and clearly demonstrate how the proposed solution will integrate with and consume NCTA’s new Open API-based microservices, including presentation of data, workflow triggers, embedded actions, and real-time interactions enabled through those services.

		844		Data Integrity, Retention, and Audit compliance

				a.       The solution shall ensure end-to-end data integrity, including guaranteed delivery of all data processed and stored data.

				b.       The solution shall support comprehensive auditability of all system activities, including customer and Agent interactions, transactions, and related operational events (e.g. adjustments, credit card transactions, payments, etc.).

				c.       The solution shall include automated support for data retention and legal hold requirements, including capabilities such as automated data migration to lower-tier storage, record deletion, and other retention management functions, as applicable to the proposed Case Management tool.  

		845		System Monitoring and Performance Management

				a.       The solution shall include end-to-end monitoring and tracking of all files, transactions, messages and other data processed through the system, as well as monitoring of all hardware and software components. 

				b.       The system shall support configurable performance monitoring, reporting, and tracking of defined KPIs.

		846		Integration Architecture Principles

				a.    The solution shall be designed and developed to support scalability, high performance and ease of access while accommodating future growth.

				b.   It shall be structured to enable extensibility and Interoperability, including use of autonomous services/APIs, integration with business intelligence and analytic platforms without impacting production performance, and future integration with AI, chat, chatbot, or similar technology.

		847		The Contractor shall provide required input necessary to configure various components of the solution, including but not limited to: system reports, ad-hoc reporting, IVA call tree, call routing (ACD), automated chat, chatbots, Knowledge Base, and other automated or AI tools.

		851		The Contractor shall develop the solution to allow for configurability for related thresholds, values, methods, parameters and/or settings so that they shall not require additional software development and major software testing effort.

		941		The Contractor shall ensure secure, compliant integrations using industry-standard controls (e.g., encryption, token-based authentication, certificate management, least-privilege access).

		942		The Contractor shall support API lifecycle management, including versioning, schema updates, deprecations, and backward compatibility throughout the Contract term.

		954		All systems and solutions provided by the Contractor shall be regularly backed up to prevent loss of information in the event of a system crash or other disaster. The backup and restore process should be tested in accordance with the Approved Disaster Recovery Plan.
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0 - Instructions

		Tab / Title				Definition / Instructions

		GENERAL		All price sheets (Tabs) completed by Proposer		1.  Cells shaded in Yellow on the following tabs require Proposer input. When a valid value has been input, the cell will be shaded blue.

						2.  Cells in shaded in Light Green on the following tabs are formulas and are locked. No Proposer input is required.

						3.  NCTA Approval of documents and plans are defined as NCTA final acceptance of the specified plans, manuals, and documents as described in the RFP.

		Tab 00 - Project Summary		General		This tab represents a roll-up of the Base Contract (Years 1 – 5) and Optional Extensions year costs to NCTA. The Proposer is not required to provide any input to this tab EXCEPT for a signature and signed date in the designated area. 

		Tab 1 - Operations Implementation		NTP 1 Part A (Column C)		For this phase of the Project, the Proposer is to provide a lump sum price for each item that shall include all operational tasks, work, labor and supervision required by Proposer and all initial operational training required from Notice to Proceed (NTP 1: Part A) up to Operational Go-Live.  

				NTP 2 (Column E)		For this phase of the Project, the Proposer is to provide a lump sum price for each item that shall include all operational tasks, work, labor and supervision required by Proposer and all operational training required to transition to TISDSR. Prices shall cover the cost of all applicable documentation and SOP updates, training material changes and staff training on new system.    

		Tab 2 - Technology Implementation		NTP 1 Part B (Column C)		For this phase of the Project, the Proposer is to provide a lump sum price for tasks, work, labor and supervision, any proposed materials, software, initial licenses, interfaces, hardware, and other equipment required by Proposer’s technology solutions to be implemented as part of NTP 1: Part B. The price also includes all implementation efforts of any technology solutions including testing and any initial system training required from NTP 1: Part B to NCTA issuing NTP 2.  

				NTP 2 (Column E)		For this phase of the Project, the Proposer is to provide a lump sum price for tasks, work, labor and supervision, any proposed materials, software, initial licenses, interfaces, hardware, and other equipment required by Proposer’s technology solutions to be implemented as part of NTP 2. The price also includes all implementation efforts of any technology solutions, a Case Management tool and system migration into TISDSR which includes testing and any initial system training required for NTP 2.  

		Tab 3 - Ongoing O&M Fixed Fees		General		For the Ongoing O&M phase of the Project, the Proposer is to provide an annual fixed fee price for each item described below.  The price shall cover all contractor materials, supervision, and all related labor in order to perform all activities required for the areas below in accordance with the RFP requirements, the Proposer's RFP response, the Contract, and approved SOPs.  

				General		The amounts to be entered by Proposers should be the annual price; one twelfth of this price will be invoiced to, and paid by, NCTA each month during Ongoing Operations, subject to Contractor performance.  

				General		Impacts to operations attributable to new roadways, material changes in business policies, introduction of new products, NCTA deletion or reduction of services required of the Contractor, or other material changes resulting in exceptional growth, cancellation of Services, or extraordinary activities requiring changes to the Contractor’s organization, supplemental training requirements, or other justified cost changes, shall be reviewed jointly with NCTA for any adjustments necessary to Fixed Fee pricing.  

				Project Management		Proposer shall provide an annual fixed price for Contractor overhead related to the NCTA project such as insurance, bonding, internal timekeeping, and all other administration functions such as the Contractor’s human resource area administering HR functions for Contractor staff assigned to the CSC Operations Staffing & Customer Contact Technology Contract.

				Required Personnel		Proposer shall provide an annual fixed price to NCTA for each of the five staff positions listed in Tab 3.  In accordance with the RFP, these positions shall be full-time, shall be entirely assigned to the Contract, and shall not work on other Contractor projects.  For each position, the Proposer shall provide a single annual, all-inclusive (e.g.: salary and benefits) price.

				Walk-In Center Staffing		Provide an annual fixed price for staffing and operations for each of the individual Walk-In Centers (Charlotte and Monroe). This price covers all labor and supervision, and all other activities at this site as required by the Contract.

				On-Going Staff Training		a.     Provide an annual fixed price that covers all NCTA and Contractor staff, supervisory, and management training to be conducted throughout each year during the term of the Contract. Training shall include all new staff orientation, BOS and Contractor System familiarization, training in operational SOPs and policies, PCI and PII training, remedial training, quality training, and any regulatory training (if required). This price shall include all training personnel, materials and facilities.

b.     Training costs for NPT2 conversions should NOT be included in this line item. Training costs associated with NTP2 conversions should be included in Tab 1 - Operations Implementation under NTP 2.  

				Quality Management Function		The Proposer shall provide an annual fixed price for a comprehensive Quality Management Function fully capable of carrying out all quality-related requirements of the RFP as well as the Contractor’s own internal QA/QC policies and procedures.  The Quality Management Function price shall include all labor and supervision.

		Tab 4 - Ongoing O&M
Tab 4A - Ongoing O&M (No TISDSR)		General - Pricing Structure		1. The pricing structure in Tabs 4 and 4A has been established to account for the Proposer’s potential technological limitations related to NCTA’s current BOS and Case Management systems. This structure also allows for changes to the TISDSR implementation schedule without requiring pricing adjustments or renegotiation in the event of delays.

2. The TISDSR architecture will enable the implementation of fully integrated technological solutions that may improve operational efficiencies and reduce costs.

				General-Unit Pricing		NCTA has provided estimated average monthly units for the categories listed below. The Proposer will input their unit price for each of the base and optional contract years.
1. A2-A9: Active Registered Accounts (ARA) after the first 800,000 accounts
2. B1: Toll Invoice Accounts, and 
3. C1-C3: QA categories.
The estimates provided are for price comparison purposes only.  The Proposer will invoice actual account numbers during the applicable monthly invoicing period.

				General-Lump Sum Monthly Pricing		The Proposer shall provide their monthly lump sum price for the following categories for each base and optional contract years:
A1: Active Registered Accounts up to 800,000.
D1-D2: Technology Systems Maintenance
The Proposer will invoice the monthly price during the applicable invoicing year.

				Possible Pricing Scenarios for TISDSR Implementation 

				Scenario #1: Transition to TISDSR on Schedule		TISDSR goes live at any time prior to Year 4
The pricing in Tab 4 shall be used for the life of the contract.

				Scenario #2: Transition to TISDSR Delayed		TISDSR Go-Live is delayed past Year 3 
1. The pricing in Tab 4 shall be used through Year 3.
2. The pricing in Tab 4A will be used beginning Year 4 until the month the TISDSR goes live in production.
3. 'Pricing transitioning from Tab 4A back to Tab 4 shall apply beginning in the month following the TISDSR Go-Live and continue for the remainder of the contract term.
(Example provided at the end of this instruction Tab.)

				Scenario #3: No Transition to TISDSR		TISDSR does not go live during this contract life cycle
1. The pricing in Tab 4 shall be used through Year 3.
2. The pricing proposed in Tab 4A will be used from Year 4 through the remaining life of the contract.

		Tab 4 - Ongoing O&M		General		Tab 4 applies to the Ongoing O&M Phase of the Project beginning at Operational Go-Live through Contract Year 3 and after TISDSR go-live.  (If the TISDSR Go-Live occurs after Year 3, refer to the scenarios above.)

The Proposer shall provide ARA pricing for servicing customer Accounts in accordance with the RFP, the Proposer’s RFP response, the Approved SOPs, and the Contract. Pricing must include all labor, supervision, all maintenance of automated tools and features, and other Contractor efforts not covered elsewhere in the pricing workbook.  

The Proposer's prices provided in Tab 4 shall be used for monthly invoicing through Year 3, regardless of when the TISDSR is placed into production during that year.  

				Active Registered Accounts		An Active Registered Account (ARA) shall be defined as all open account types other than Toll Invoice Accounts. Accounts in closed, pending closed, suspended, or inactive statuses shall NOT be included in determining the number of ARAs to be invoiced. The Proposer shall provide two units of pricing:

Tier A1: A single monthly lump sum price covering all services required to manage the first 800,000 ARAs in accordance with the Contract. 

Tiers A2-A9 unit price for management of each ARA exceeding the first 800,000 ARAs. Unit prices shall be provided for each Pricing Tier in Tab 4.  

The number of ARAs used for monthly invoicing shall be the total number of ARAs as of the last day of the applicable invoiced month.  

				Toll Invoice Accounts		B1: Compensation for Toll Invoice Accounts (Including Suspended Accounts) shall be a unit price for each of these account types for which a payment has been made to the account during the invoicing period. This price shall include all costs not otherwise included in the pricing sheets for management of the Toll Invoice Accounts.

				QA		C1 Image Audit - The Proposer shall provide a per unit price for each image reviewed as required in the RFP.

C2 Toll Invoices - The Proposer shall provide a per unit price for each Toll Invoice audited as required in the RFP.

C3 Outgoing Customer Correspondence - The Proposer shall provide a per unit price for each piece of outgoing customer correspondence as required in the RFP.

				Technology Systems Maintenance		D1-The Proposer shall provide a monthly price to cover all costs associated with their technology solutions proposed for this phase. These costs shall include system maintenance, license fees, knowledge base management, IVA and BOT process flow management, etc. 

D2-The Proposer shall provide a monthly price to cover costs associated the technology support staff.

Monthly invoicing for D1 and D2 shall begin upon NCTA Approval Of System Acceptance for all components of NTP1-B.

		Tab 4A - Ongoing O&M (No TISDSR)		General		Tab 4A applies to the Ongoing O&M Phase of the Project should the TISDSR get delayed past Year 3 of the O&M period. (If the TISDSR Go-Live occurs after Year 3, refer to the scenarios above.)

The Proposer shall provide ARA pricing for servicing customer accounts in compliance with the RFP, the Proposer’s RFP response, the Approved SOPs, and the Contract.  Pricing must include all labor, supervision, all maintenance of automated tools and features, and other Contractor efforts not covered elsewhere in the pricing workbook.  

				Active Registered Accounts		An Active Registered Account (ARA) shall be defined as all open account types other than Toll Invoice Accounts. Accounts in closed, pending closed, suspended or inactive statuses shall NOT be included in determining the number of ARAs to be invoiced. The Proposer shall provide two units of pricing:

Tier A1: A single monthly lump sum price covering all services required to manage the first 800,000 ARAs in accordance with the Contract. 

Tiers A2-A9 unit price for management of each ARA exceeding the first 800,000 ARAs.  Unit prices shall be provided for each Pricing Tier in Tab 4A.  

The number of ARAs used for monthly invoicing shall be the total number of ARAs as of the last day of the applicable invoiced month.  

				Toll Invoice Accounts		B1: Compensation for Toll Invoice Accounts (Including Suspended Accounts) shall be a unit price for each of these account types for which a payment has been made to the account during the invoicing period. This price shall include all costs not otherwise included in the pricing sheets for management of the Toll Invoice Accounts.

				QA		C1 Image Audit - The Proposer shall provide a per unit price for each image reviewed as required in the RFP.

C2 Toll invoices - The Proposer shall provide a per unit price for each Toll Invoice audited as required in the RFP.

C3 Outgoing Customer Correspondence - The Proposer shall provide a per unit price for each piece of outgoing customer correspondence as required in the RFP.

				Technology Systems Maintenance		D1-The Proposer shall provide a monthly price to cover all costs associated with their technology solutions proposed for this phase. These costs shall include system maintenance, license fees, knowledge base management, IVA and BOT process flow management, etc. 

D2-The Proposer shall provide a monthly price to cover costs associated the technology support staff.

Monthly invoicing for D1 and D2 shall begin upon NCTA Approval Of System Acceptance for all components of NTP1-B.

		Tab 5 - Staff Hourly Price and Rates		General		The rates provided by the Proposer in this tab shall represent rates to be used for preparing costs to NCTA when/if NCTA requests additional services from the Contractor, such as extra work or change orders. 

				Part A		NCTA has provided generic Call Center and CSC Production job titles for comparability amongst Proposers. This section of pricing requires the following:

(1) For each NCTA job title/position, the Proposer shall provide in Column D the Proposer’s organizational job title for the Proposer’s staff function that most closely matches the NCTA job title from Column C.

(2) In addition to the NCTA job titles, if there are other Call Center or CSC Production Staff in the Proposer’s organization that are not identified by NCTA, the Proposer shall add those roles in Column D.

(3) For each staff role identified in Section 5, Part A (1) and (2) above the Proposer shall provide the fully burdened hourly billing rate for each contract year that the Proposer will charge NCTA for that staff position should that staff position be called upon for extra or additional work. 

(4) For each staff role identified in Section 5, Part A (1) and (2) above, the Proposer shall provide the actual hourly rate for each contract year that is paid by the Proposer to employees in that title/position. The Proposer shall provide hourly wage/rate only and not include benefits or other compensation. 
     (a) 	If there are various rate levels or tiers paid to different staff within the same job title/position (such as a pay differential due to skill level, seniority, tenure, etc.), the Proposer shall provide the most common rate actually paid to employees in that title/position.

(5) Note that Remote/Work-From-Home staff employee pricing is required of the Proposer, however use of this staff will only be allowed with advanced written approval from NCTA. Anticipated use of Remote/Work-From-Home staff will be for work requiring supplemental or overflow staffing efforts, emergency use such as weather-related events, or for special task work (outreach, etc..).

				Part B		The Proposer shall provide overtime and holiday rate differentials for the labor rates identified in Part A above.  
The Proposer shall enter a percentage that will be applied against the wage / rates provided in Part A (for example, 150%).



		EXAMPLE if TISDSR is delayed past Year 3:

		Assumptions

		Contract Years are January through December

		TISDSR goes live June 21st of Year 5

		Monthly Ongoing O&M Pricing to be Used

		The pricing in Tab 4 will be used through Year 3.

		The pricing in Tab 4A will be used from January of Year 4 through June of Year 5.

		The pricing will revert back to Tab 4 from July of Year 5 through the remaining life of the Contract.
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00-Project Summary

		NCTA CSC Operations Staffing & Customer Contact Technology RFP

		Project Cost Summary



		Implementation		NTP 1 Part B		NTP 2

				Total Cost		Total Cost

		Operations Implementation		$   - 0		$   - 0

		Technology Implementation		$   - 0		$   - 0

		Total Implementation		$   - 0		$   - 0

		Ongoing O&M Fixed Fees

				Total Cost

		Base Contract		$   - 0

		Optional Extension Phase (Period 1)		$   - 0

		Optional Extension Phase (Period 2)		$   - 0

		Total Fixed Fees		$   - 0

		O&M (Ongoing) Ops Customer Account Management

				Total Cost (TISDSR Live Prior to Year 4)

		Base Contract		$   - 0

		Optional Extension Phase (Period 1)		$   - 0

		Optional Extension Phase (Period 2)		$   - 0

		Total Account Management		$   - 0

		Total Implementation and Base Contract O&M Cost:		$   - 0

		Total Implementation and O&M Costs With Optional Extensions (Periods 1 & 2)		$   - 0

		Officer Signature:		Date:
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1-Operations Implementation

		Tab 1 - Operations Implementation

		This tab ties to the following 2 Project Phases as outlined in Part V, Section 1.7 of the RFP: Project Planning Phase and Implementation & Transition Phase



						NTP 1 Part A				NTP 2

						Operations				Case Management & Systems Conversion to TISDSR

		Item Description				Milestone Payment				Milestone Payment



		Project Management Planning and Execution: 

		Paid upon Notice to Proceed (NTP)		50%		$   - 0

		Paid upon Operational Go-Live (start of OOP)		50%		$   - 0



		Documentation

		Project Planning and Management Documents

		Paid upon NCTA Acceptance of First Draft of all Documents in this Group		50%		$   - 0

		Paid upon NCTA Final Acceptance of all Documents in this Group		50%		$   - 0

		Operations Documentation

		Paid upon NCTA Acceptance of First Draft of all Documents in this Group		50%		$   - 0				$   - 0

		Paid upon NCTA Final Acceptance of all Documents in this Group		50%		$   - 0				$   - 0

		Post Go Live Operations Support & Maintenance Documents

		Paid upon NCTA Acceptance of First Draft of all Documents in this Group		50%		$   - 0

		Paid upon NCTA Final Acceptance of all Documents in this Group		50%		$   - 0

		Reports

		Paid upon NCTA Acceptance of First Draft of all Reports in this Group		50%		$   - 0				$   - 0

		Paid upon NCTA Final Acceptance of all Reports in this Group		50%		$   - 0				$   - 0

		SOPs (See Note 1)

		Paid upon NCTA Acceptance of First Draft of all SOPs in this Group		50%		$   - 0				$   - 0

		Paid upon NCTA Final Acceptance of all SOPs in this Group		50%		$   - 0				$   - 0



		Initial Training:

		    Paid upon completion of all initial Staff Training		100%		$   - 0				$   - 0



		Other Operational Readiness Costs:

		Recruiting Costs

		   Paid upon Operational Go-Live (start of OOP)		100%		$   - 0



		Relocation Costs for Key Personel

		   Paid upon Operational Go-Live (start of OOP)		100%		$   - 0



		Total Operations Implementation Phase Price				$   - 0				$   - 0



		Operations Implementation Total Price				$   - 0



		Notes:

		1. Payment is based on submittal of modifications to existing SOPs and new SOPs developed by the Contractor
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2-Technology Implementation

		Tab 2 - Technology Implementation

		This tab ties to the following 2 Project Phases as outlined in Part V, Section 1.7 of the RFP: Testing & Acceptance Phase and Design & Development Phase.



						NTP 1 Part B				NTP 2

						Phone System/IVA/CCaaS				Case Management & Systems Conversion to TISDSR

		Item Description				Milestone Payment				Milestone Payment

		Documentation

		Planning & Design Documents

		Paid upon NCTA Acceptance of First Draft of all Documents in this Group		50%		$   - 0				$   - 0

		Paid upon NCTA Final Acceptance of all Documents in this Group		50%		$   - 0				$   - 0

		Technology Documentation (see Note 1)

		Paid upon NCTA Acceptance of First Draft of all Documents in this Group		50%		$   - 0				$   - 0

		Paid upon NCTA Final Acceptance of all Documents in this Group		50%		$   - 0				$   - 0

		Post Go-Live Operations Support & Maintenance

		Paid upon NCTA Acceptance of First Draft of all Documents in this Group		50%		$   - 0				$   - 0

		Paid upon NCTA Final Acceptance of all Documents in this Group		50%		$   - 0				$   - 0

		Reports

		Paid upon NCTA Acceptance of First Draft of all Technology Reports in this Group		50%		$   - 0				$   - 0

		Paid upon NCTA Final Acceptance of all Technology Reports in this Group		50%		$   - 0				$   - 0



		Technology Solution(s)

		Paid upon NCTA Approval Of User Acceptance Testing		25%		$   - 0				$   - 0

		Paid upon NCTA Approval Of System Go-Live		25%		$   - 0				$   - 0

		Paid upon NCTA Approval of Systems Acceptance		50%		$   - 0				$   - 0



		Total Technology Implementation Phase Price				$   - 0				$   - 0



		Technology Implementation Total Price				$   - 0

		Notes:

		1. Excludes Test Reports (UAT & SAT) as these are included under the testing phases.
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3-Ongoing O&M Fixed Fees

		Tabe 3 - O&M Operations Phase: Fixed Fees

		This tab ties to the following Project Phase as outlined in Part V, Section 1.7 of the RFP: O&M and Continuous Improvement Phase.



				Base Contract														Optional Extension Phase (Period 1)										Optional Extension Phase (Period 2)										Base Contract and Optional Extension Phases

				Year 1		Year 2		Year 3		Year 4		Year 5		Total Base				Year 6		Year 7		Year 8		Opt Period 1 Total				Year 9		Year 10		Year 11		Opt Period 2 Total				Grand Total

		Project Management		Annual Price		Annual Price		Annual Price		Annual Price		Annual Price						Annual Price		Annual Price		Annual Price						Annual Price		Annual Price		Annual Price

		Project Management												$   - 0										$   - 0										$   - 0				$   - 0

		Total Project Management Price:		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0





		Required Personnel		Annual Price		Annual Price		Annual Price		Annual Price		Annual Price						Annual Price		Annual Price		Annual Price						Annual Price		Annual Price		Annual Price

		Program Manager												$   - 0										$   - 0										$   - 0				$   - 0

		Business Manager												$   - 0										$   - 0										$   - 0				$   - 0

		CSCO Manager Site A												$   - 0										$   - 0										$   - 0				$   - 0

		CSCO Manager Site B												$   - 0										$   - 0										$   - 0				$   - 0

		Technology Manager												$   - 0										$   - 0										$   - 0				$   - 0

		Total Fixed Required Personnel Price:		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0





		Walk-in Center Staffing & Operation		Annual Price		Annual Price		Annual Price		Annual Price		Annual Price						Annual Price		Annual Price		Annual Price						Annual Price		Annual Price		Annual Price

		Charlotte Walk-In Center												$   - 0										$   - 0										$   - 0				$   - 0

		Monroe Walk-In Center												$   - 0										$   - 0										$   - 0				$   - 0

		Total Fixed Walk-in Center Staffing & Operation Price:		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0





		Ongoing Staff Training		Annual Price		Annual Price		Annual Price		Annual Price		Annual Price						Annual Price		Annual Price		Annual Price						Annual Price		Annual Price		Annual Price

		Ongoing Staff Training												$   - 0										$   - 0										$   - 0				$   - 0

		Total Fixed Ongoing Staff Training Price:		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0





		Quality Management Function		Annual Price		Annual Price		Annual Price		Annual Price		Annual Price						Annual Price		Annual Price		Annual Price						Annual Price		Annual Price		Annual Price

		Quality Management Function												$   - 0										$   - 0										$   - 0				$   - 0

		Total Fixed Quality Management Price:		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0





		Total Ongoing Operations Phase: Fixed Fee Price		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0
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4-Ongoing O&M

		Tab 4 - O&M Operations Phase: Customer Account Management Price: First 3 Contract Years with TISDSR Conversion before Year 4

		This tab ties to the following Project Phase as outlined in Part V, Section 1.7 of the RFP: O&M and Continuous Improvement Phase.



		Operations and Technology



		Monthly & Unit Pricing

								Base Contract														Optional Extension Phase (Period 1)										Optional Extension Phase (Period 2)

								Year 1		Year 2		Year 3 
(Conversion to TISDSR)		Year 4		Year 5						Year 6		Year 7		Year 8						Year 9		Year 10		Year 11

		Estimated Average Monthly Active Registered Accounts						900,000		1,200,000		1,500,000		1,800,000		2,100,000						2,400,000		2,700,000		3,000,000						3,300,000		3,600,000		3,900,000

		Active Registered Accounts Tiers				Maximum Monthly Units		Monthly Price		Monthly Price		Monthly Price		Monthly Price		Monthly Price						Monthly Price		Monthly Price		Monthly Price						Monthly Price		Monthly Price		Monthly Price

		A1 - Total lump sum price per month for the first 800,000 Active Registered Accounts		Lump Sum		1										$   - 0



		Pricing Tiers After 800,000 Active Registered Accounts						Unit Price		Unit Price		Unit Price		Unit Price		Unit Price						Unit Price		Unit Price		Unit Price						Unit Price		Unit Price		Unit Price

		A2 - Unit price for each active account between 800,001 and 900,000		Per Unit

		A3 - Unit price for each active account between 900,001 and 1,000,000		Per Unit

		A4 - Unit price for each active account between 1,000,001 and 1,100,000		Per Unit

		A5 - Unit price for each active account between 1,100,001 and 1,200,000		Per Unit

		A6 - Unit price for each active account between 1,200,001 and 1,300,000		Per Unit

		A7 - Unit price for each active account between 1,300,001 and 1,400,000		Per Unit

		A8 - Unit price for each active account between 1,400,001 and 1,500,000		Per Unit

		A9 - Unit price for each >1,500,000		Per Unit



		Toll Invoice Accounts 				Monthly Units		Unit Price		Unit Price		Unit Price		Unit Price		Unit Price						Unit Price		Unit Price		Unit Price						Unit Price		Unit Price		Unit Price

		B1 - Unit price for each Toll Invoice Account receiving a payment during month		Per Unit		275,000



		QA				Monthly Units		Unit Price		Unit Price		Unit Price		Unit Price		Unit Price						Unit Price		Unit Price		Unit Price						Unit Price		Unit Price		Unit Price

		C1 - Image Audit		Per Unit		800,000

		C2 - Toll Invoices		Per Unit		70,000

		C3 - Outgoing Customer Correspondence		Per Unit		20,000



		Technology Systems Maintenance				Monthly Units		Monthly Price		Monthly Price		Monthly Price		Monthly Price		Monthly Price						Monthly Price		Monthly Price		Monthly Price						Monthly Price		Monthly Price		Monthly Price

		D1 - Ongoing Systems Maintenance, Technology Support Staff and License Fees		Per Month		1

		D2 - Technology Support Staff as Proposed 		Per Month		1





		Yearly Costs

								Base Contract														Optional Extension Phase (Period 1)										Optional Extension Phase (Period 2)										Base Contract and Optional Extension Phases

								Year 1		Year 2		Year 3 
(Conversion to TISDSR)		Year 4		Year 5		Total Base				Year 6		Year 7		Year 8		Opt Period 1 Total				Year 9		Year 10		Year 11		Opt Period 2 Total				Grand Total

		Active Registered Accounts						Yearly Cost		Yearly Cost		Yearly Cost		Yearly Cost		Yearly Cost						Yearly Cost		Yearly Cost		Yearly Cost						Yearly Cost		Yearly Cost		Yearly Cost

		A1 - Total lump sum price per month for the first 800,000 Active Registered Accounts						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		A2 - Unit price for each active account between 800,001 and 900,000						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		A3 - Unit price for each active account between 900,001 and 1,000,000						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		A4 - Unit price for each active account between 1,000,001 and 1,100,000						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		A5 - Unit price for each active account between 1,100,001 and 1,200,000						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		A6 - Unit price for each active account between 1,200,001 and 1,300,000						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		A7 - Unit price for each active account between 1,300,001 and 1,400,000						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		A8 - Unit price for each active account between 1,400,001 and 1,500,000						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		A9 - Unit price for each >1,500,000						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0



		Toll Invoice Accounts						Yearly Cost		Yearly Cost		Yearly Cost		Yearly Cost		Yearly Cost						Yearly Cost		Yearly Cost		Yearly Cost						Yearly Cost		Yearly Cost		Yearly Cost

		B1 - Unit price for each Toll Invoice Account receiving a payment during month						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0



		QA						Yearly Cost		Yearly Cost		Yearly Cost		Yearly Cost		Yearly Cost						Yearly Cost		Yearly Cost		Yearly Cost						Yearly Cost		Yearly Cost		Yearly Cost

		C1 - Image Audit						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		C2 - Toll Invoices						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		C3 - Outgoing Customer Correspondence						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0



		Technology Systems Maintenance						Yearly Cost		Yearly Cost		Yearly Cost		Yearly Cost		Yearly Cost						Yearly Cost		Yearly Cost		Yearly Cost						Yearly Cost		Yearly Cost		Yearly Cost

		D1 - Ongoing Systems Maintenance, Technology Support Staff and License Fees						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		D2 - Technology Support Staff as Proposed 						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0



		Total Yearly Cost						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0
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4A-Ongoing O&M (No TISDSR)

		Tab 4A - O&M Operations Phase: Customer Account Management Price: Pricing For Each Month Before Converting to TISDSR (If TISDSR is Delayed Past Year 3)

		This tab ties to the following Project Phase as outlined in Part V, Section 1.7 of the RFP: O&M and Continuous Improvement Phase.



		Operations and Technology



		Monthly & Unit Pricing

								Base Contract														Optional Extension Phase (Period 1)										Optional Extension Phase (Period 2)

								Year 1		Year 2		Year 3		Year 4		Year 5						Year 6		Year 7		Year 8						Year 9		Year 10		Year 11

		Estimated Average Monthly Active Registered Accounts						900,000		1,200,000		1,500,000		1,800,000		2,100,000						2,400,000		2,700,000		3,000,000						3,300,000		3,600,000		3,900,000

		Active Registered Accounts				Maximum Monthly Units		Monthly Price		Monthly Price		Monthly Price		Monthly Price		Monthly Price						Monthly Price		Monthly Price		Monthly Price						Monthly Price		Monthly Price		Monthly Price

		A1 - Total lump sum price per month for the first 800,000 Active Registered Accounts		Lump Sum		1



		Pricing Tiers After 800,000 Active Registered Accounts						Unit Price		Unit Price		Unit Price		Unit Price		Unit Price						Unit Price		Unit Price		Unit Price						Unit Price		Unit Price		Unit Price

		A2 - Unit price for each active account between 800,001 and 900,000		Per Unit

		A3 - Unit price for each active account between 900,001 and 1,000,000		Per Unit

		A4 - Unit price for each active account between 1,000,001 and 1,100,000		Per Unit

		A5 - Unit price for each active account between 1,100,001 and 1,200,000		Per Unit

		A6 - Unit price for each active account between 1,200,001 and 1,300,000		Per Unit

		A7 - Unit price for each active account between 1,300,001 and 1,400,000		Per Unit

		A8 - Unit price for each active account between 1,400,001 and 1,500,000		Per Unit

		A9 - Unit price for each >1,500,000		Per Unit



		Toll Invoice Accounts				Monthly Units		Unit Price		Unit Price		Unit Price		Unit Price		Unit Price						Unit Price		Unit Price		Unit Price						Unit Price		Unit Price		Unit Price

		B1 - Unit price for each Toll Invoice Account receiving a payment during month		Per Unit		275,000



		QA				Monthly Units		Unit Price		Unit Price		Unit Price		Unit Price		Unit Price						Unit Price		Unit Price		Unit Price						Unit Price		Unit Price		Unit Price

		C1 - Image Audit		Per Unit		800,000

		C2 - Toll Invoices		Per Unit		70,000

		C3 - Outgoing Customer Correspondence		Per Unit		20,000



		Technology Systems Maintenance				Monthly Units		Monthly Price		Monthly Price		Monthly Price		Monthly Price		Monthly Price						Monthly Price		Monthly Price		Monthly Price						Monthly Price		Monthly Price		Monthly Price

		D1 - Ongoing Systems Maintenance, Technology Support Staff and License Fees		Per Month		1

		D2 - Technology Support Staff as Proposed 		Per Month		1







		Yearly Costs

								Base Contract														Optional Extension Phase (Period 1)										Optional Extension Phase (Period 2)										Base Contract and Optional Extension Phases

								Year 1		Year 2		Year 3		Year 4		Year 5		Total Base				Year 6		Year 7		Year 8		Opt Period 1 Total				Year 9		Year 10		Year 11		Opt Period 2 Total				Grand Total

		Active Registered Accounts						Yearly Cost		Yearly Cost		Yearly Cost		Yearly Cost		Yearly Cost						Yearly Cost		Yearly Cost		Yearly Cost						Yearly Cost		Yearly Cost		Yearly Cost

		A1 - Total lump sum price per month for the first 800,000 Active Registered Accounts												$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		A2 - Unit price for each active account between 800,001 and 900,000												$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		A3 - Unit price for each active account between 900,001 and 1,000,000												$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		A4 - Unit price for each active account between 1,000,001 and 1,100,000												$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		A5 - Unit price for each active account between 1,100,001 and 1,200,000												$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		A6 - Unit price for each active account between 1,200,001 and 1,300,000												$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		A7 - Unit price for each active account between 1,300,001 and 1,400,000												$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		A8 - Unit price for each active account between 1,400,001 and 1,500,000												$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		A9 - Unit price for each >1,500,000												$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0



		Toll Invoice Accounts						Yearly Cost		Yearly Cost		Yearly Cost		Yearly Cost		Yearly Cost						Yearly Cost		Yearly Cost		Yearly Cost						Yearly Cost		Yearly Cost		Yearly Cost

		B1 - Unit price for each Toll Invoice Account receiving a payment during month												$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0



		QA						Yearly Cost		Yearly Cost		Yearly Cost		Yearly Cost		Yearly Cost						Yearly Cost		Yearly Cost		Yearly Cost						Yearly Cost		Yearly Cost		Yearly Cost

		C1 - Image Audit												$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		C2 - Toll Invoices												$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		C3 - Outgoing Customer Correspondence												$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0



		Technology Systems Maintenance						Yearly Cost		Yearly Cost		Yearly Cost		Yearly Cost		Yearly Cost						Yearly Cost		Yearly Cost		Yearly Cost						Yearly Cost		Yearly Cost		Yearly Cost

		D1 - Ongoing Systems Maintenance, Technology Support Staff and License Fees												$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0

		D2 - Technology Support Staff as Proposed 												$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0



		Total Yearly Cost												$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0





&9CSC Ops Staffing & Customer Contact Tech RFP		&9Tab 4A - Ongoing O&M (No TISDSR)


&9North Carolina Turnpike Authority (NCTA) 		&9Exhibit G: Pricing Forms




5-Staff Hourly Price & Rates

		Tab 5 - Ongoing Operations Phase: Staff Hourly Rates by Position

										Base Contract																				Optional Extension Phase (Period 1)												Optional Extension Phase (Period 2)

										Year 1				Year 2				Year 3				Year 4				Year 5				Year 6				Year 7				Year 8				Year 9				Year 10				Year 11

		PART A		Item #		NCTA Staff Position/Classification Name		Comparable Proposer Staff Position Name		Fully Burdened / 
Straight Time Billing Rate		Actual Employee Straight Time
 Pay Rate		Fully Burdened / 
Straight Time Billing Rate		Actual Employee Straight Time
 Pay Rate		Fully Burdened / 
Straight Time Billing Rate		Actual Employee Straight Time
 Pay Rate		Fully Burdened / 
Straight Time Billing Rate		Actual Employee Straight Time
 Pay Rate		Fully Burdened / 
Straight Time Billing Rate		Actual Employee Straight Time
 Pay Rate		Fully Burdened / 
Straight Time Billing Rate		Actual Employee Straight Time
 Pay Rate		Fully Burdened / 
Straight Time Billing Rate		Actual Employee Straight Time
 Pay Rate		Fully Burdened / 
Straight Time Billing Rate		Actual Employee Straight Time
 Pay Rate		Fully Burdened / 
Straight Time Billing Rate		Actual Employee Straight Time
 Pay Rate		Fully Burdened / 
Straight Time Billing Rate		Actual Employee Straight Time
 Pay Rate		Fully Burdened / 
Straight Time Billing Rate		Actual Employee Straight Time
 Pay Rate

				1		Call Center Manager				$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				3		Call Center Supervisor				$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				4		Call Center Team Lead				$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				6		Call Center Specialist				$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				8		Call Center Agent				$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				10		Remote/Work-From-Home Supplemental Call Center Agents				$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				11		Production Manager				$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				12		Production Supervisor				$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				15		Production Team Lead				$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				16		Production Specialist				$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				19		Production Agent				$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				20		Remote/Work-From-Home Supplemental Production CSRs				$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				21		Specialty Account Management Supervisor				$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				23		Specialty Account Management Specialist				$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				24		Customer Care Escalation Specialist				$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				26		Financial Analyst				$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				28		Technology Analyst				$   - 0		$   - 0		$   - 0		$   - 0				$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				29		Database Analyst				$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				30		Programmer				$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				31		Business Manager				$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				32						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				33						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				34						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				35						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				36						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				37						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				38						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				39						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				40						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				41						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				42						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				43						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				44						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				45						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				46						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				47						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				48						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				49						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

				50						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

						Use as many rows as necessary to develop Proposer's COMPLETE Staff Listing



		PART B		Overtime and Holiday Rate Differential to be Applied to Billing Rate

						Overtime Rate (% of Straight hourly rate)		0.0000%

						Holiday Rate (% of Straight hourly rate)		0.0000%

















&9CSC Ops Staffing & Customer Contact Tech RFP		&9Tab 5 - Staff Hourly Price & Rates


&9North Carolina Turnpike Authority (NCTA) 		&9Exhibit G: Pricing Forms
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