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REQUEST FOR PROPOSALS
                                                                                         RFP NO.: 20-119
                         CHILD SUPPORT SERVICES
Sealed proposals for CHILD SUPPORT SERVICES for the El Paso County Department of Human Services will be received by the Contracts and Procurement Division, 15 E Vermijo Ave, Colorado Springs, CO 80903, until 1:00 PM (MT), Tuesday, September 8, 2020.
No pre-proposal meeting is required for this RFP.  

All questions regarding this Request for Proposals (RFP) should be directed to Becky Schaffstein, Procurement Specialist, beckyschaffstein@elpasoco.com. Do not contact any other individual regarding this solicitation.  Final questions are due no later than 1:00 PM(MT), Friday, August 28, 2020 submitted in writing via Rocky Mountain E-Purchasing System.

PLEASE USE THE ROCKY MOUNTAIN E-PROCUREMENT WEBSITE & LOG ONTO

 www.rockymountainbidsystem.com TO DOWNLOAD DOCUMENTS.
EL PASO COUNTY CONTRACTS & PROCUREMENT DIVISION WILL NOT BE HELD RESPONSIBLE 

FOR MISINFORMATION RECEIVED FROM PRIVATE PLAN HOLDERS. 

It is the responsibility of all proposers to make sure that they have obtained all 
solicitation documents and addendums, and to include signed copies of each addendum 

signature page with their proposal.
     All interested firms are invited to submit a proposal in accordance with the terms and conditions stated in this Request for Proposal.

BOARD OF COUNTY COMMISSIONERS

EL PASO COUNTY
/s/EILEEN GONZALES
CONTRACTS AND PROCUREMENT MANAGER
	PUBLICATION DATE
	        

	FOUNTAIN VALLEY NEWS:
	August 19, 2020
August 26, 2020


RFP NO.:  20-119                                                 
                                                                               DUE DATE: September 8, 2020
EL PASO COUNTY
CONTRACTS & PROCUREMENT DIVISION
RESPONSE CHECKLIST 
FOR

CHILD SUPPORT SERVICES 
     The firm submitting this proposal is required to submit those items listed below in full as a part of the proposal package.

Failure to submit any of the documents listed below with your proposal, or failure to acknowledge any addendum, or submitting your proposal with any limitation, condition or provision not requested, may be cause for rejection of your proposal.

THIS CHECKLIST SHALL ACCOMPANY YOUR PROPOSAL PACKAGE
Please check each item indicating compliance.
	The following items shall be submitted through Rocky Mountain E-Procurement Website. 

See Proposal Submission section for details.  

	
	Response Checklist

	
	Addendum Acknowledgement

	
	Project Approach/Plan (page limit 25)

	
	Outcomes/Reporting Approach (page limit 5)

	
	Required Plans:

	
	Customer Service Plan (page limit 10)

	
	Quality Assurance Plan (page limit 5)

	
	Disaster Recovery Plan (page limit 5)

	
	Security and Confidentiality Plan (page limit 5)

	
	Staffing Plan (page limit 10 plus additional for job description attachments and resumes of key personnel)

	
	Training Plan (page limit 5)

	
	Turnover Plan (page limit 5)

	
	Exceptions if any

	
	Copies of requested Insurance Certificate

	
	Fee Proposal (separate file)


PLEASE READ THE “INSTRUCTIONS FOR SUBMITTING PROPOSALS” INCLUDED IN THIS PACKAGE.

	COMPANY
	

	ADDRESS
	

	E-MAIL
	

	TELEPHONE NUMBER
	

	AUTHORIZED REPRESENTATIVE (PRINT)
	

	AUTHORIZED SIGNATURE
	

	DATE


	


RFP NO.: 20-119                                                                                                                                  DUE DATE: September 8, 2020
EL PASO COUNTY

CONTRACTS & PROCUREMENT DIVISION

 GENERAL SPECIFICATIONS

FOR

CHILD SUPPORT SERVICES 
1.     SCOPE OF SERVICES
Contractor shall manage and operate the El Paso County Child Support Services Office and Program under this contract. The legal basis for the Child Support Enforcement Program can be found in Part D of Title IV of the Social Security Act and the implementing Federal Regulations contained in Title 45 of the Code of Federal Regulations, Subpart B, Chapter III, parts 300-305,, and the Colorado Child Support Enforcement Act contained in Colorado Revised Statutes Title 26-13-101 et seq.as amended. Additional Colorado statutes are located at the following cites: C.R.S. §19-1-308, C.R.S. §14-13.7-310, C.R.S. §19-4-101 et seq., C.R.S. §25-1-122.5, C.R.S. §24-72-201 et seq., C.R.S. §14-5-101, et. seq., C.R.S. §14-10-115, §C.R.S. 14-14-105 et seq., and C.R.S.§ 5-12-101., C.R.S. §5-16-101 et seq, , and C.R.S. §13-93-101 et seq.
DEFINITIONS

a. ACSES: Automated Child Support Enforcement System

b. CCCAP: Colorado Child Care Assistance Program

c. CSS: Child Support Services 

d. County:  El Paso County, Colorado

e. Department: El Paso County Department of Human Services

f. FSR: Family Support Registry, Colorado’s central support payment processing unit

g. FTI: Federal Tax Information

h. IV-A: Refers to the section of the Social Security Act which authorizes the TANF program

i. IV-D: Refers to the Child Support Enforcement Program and the section of the Social Security Act that authorizes it

j. NCP: Non-Custodial Parent

k. POP: Parent Opportunity Program, a Department designed initiative to enable NCP’s to obtain employment which will result in full and on-time payment of their child support obligation 

l. State:  State of Colorado  

m. TANF: Temporary Assistance for Needy Families
A.    CONTRACTOR RESPONSIBLITIES 
1.  The Contractor shall be responsible for performing all Child Support Services program services (with the exception of IV-E and non-IV-E foster care collections) in accordance with the Colorado Department of Human Services Staff Manual Volume 6, available on-line at www.sos.state.co.us (9 CCR 2504-01 Rule Manual Volume 6, Child Support Services Rules).
2.  Contractor shall perform all required case functions, to include intake, paternity establishment where necessary, order establishment, ongoing case management, garnishment and medical coverage assignment, enforcement (to include civil and criminal remedies), modification and adjustment, locate, and interstate.
3.  Currently, the Department does not exercise its option of referring Low-Income Child Care Assistance recipients to child support services. The Department reserves its right to exercise this option at any time during this contract period, with a 30-day written notice provided to the Contractor notifying the Contractor of the change.
4.  Services, at the time of signing, shall be provided through a hybrid in-office and remote access model. This is necessary to meet space and occupancy restrictions as a result of the COVID-19 pandemic. Should this change, parties are authorized to amend this section in writing per mutual agreement.
5.  Contractor shall provide all necessary staff, equipment, technology and information systems and supports, and office supplies to operate the program. All equipment purchased under this contract is the property of the Department. Contractor shall maintain an inventory log of Government owned equipment and submit said inventory annually to the Department. Contractor shall purchase and implement any software required by the State or Federal Government in order to maintain access to Government controlled interfaces. The Department will provide physical office space and sponsor the Contractors staff access to the State-administered child support system - currently ACSES, and necessary associated systems as appropriate (see Department Responsibilities).
6.  Contractor shall provide the Department with a personnel roster and contact information for each worker. When staff changes occur, the Department shall be provided an updated roster within three (3) working days.
7.  Contractor shall assist the Department with the completion of the State required Annual Program Plan. Contractor shall provide the Department with a draft of the proposed Annual Program Plan for review and approval. Once the plan is approved by the Department the Contractor shall submit the Plan to the State.
8.  Contractor shall develop and maintain professional relationships as appropriate with 4th Judicial Court, local hospitals and facilities providing childbirth services, Department of Corrections facilities, El Paso County Sheriff’s Department, and the District Attorney’s office.
9.  Contractor shall cooperate with the District Attorney’s office as appropriate regarding child support services, to include criminal prosecution for non-support.
10.  Contractor shall operate the Department’s Parent Opportunity Program (POP). This program is a Department designed initiative to enable NCP’s to obtain employment which will result in full and on-time payment of their child support obligation.
11.  Contractor shall assist the Departments Children Youth and Family Services division with absent parent location services as requested by the Department. The assistance shall consist of the Department requesting the Contractor review their files and ACSES to see if they have an address entry for the requested party, and if so, providing that information to the requestor.
12.  Contractor shall collect child support application fees and transfer those funds to the County Finance Division. Requests for a fee waiver on any case shall be made to the Department on an individual case basis.
13.  Contractor shall meet all described outcomes and performance measures (see Outcomes and Performance Measures).
14.  Contractor shall participate on state and local workgroups and decision-making teams as deemed appropriate by the Department.
B.    PROGRAM ADMINISTRATION

1.  Contractor shall observe every specification included herein as mandatory unless it is clearly indicated otherwise.
2.  Contractor shall be responsible for full, current, and detailed knowledge of, and compliance with, the pertinent requirements of Federal and Colorado Child Support Law and the implementation of regulations and guidelines promulgated there under, and shall enact all new Federal and State laws and their implementing regulations that may be enacted during the term of the contract. Contractor shall comply with the Colorado Fair Debt Collection Practices Act.
3.  Contractor shall ensure the program requirements are administered equitably to all customers, regardless of whether they currently receive public assistance, have received public assistance in the past, or have never received public assistance.  Furthermore, the Contractor must ensure the child support services are provided with a high degree of respect for the customer(s), sensitivity to their circumstances, with delivery that provides for high quality customer service.
4.  The Contractor will ensure employees who have access to IRS documents have passed a current background check and will check for criminal involvement on an annual basis.
5.  The Contractor will ensure employees who work remotely will safeguard confidential information appropriately in order to lower risk of persons who do not have permission to have access to the documents may not see, copy or photograph the documents.
6.  The Department is committed to providing highly efficient and accurate level of customer service to internal and external customers. It is expected as the Contractor representing the Department, the Contractor shall support and enforce these standards within the CSS office and program. The Department may select to conduct a customer service survey to receive opinion as to the quality of the child support services provided to clients and may require the Contractor to provide the Department with client contact information.
7.  Contractor may develop and implement a customer service survey, independent to the one developed by the Department, and it must be available to all clients.
8.  The Contractor is operating this program under the purview of the Department. Contractor shall, at a minimum, provide CSS services in accordance with the Department operating schedule. The Department’s current business hours are Monday through Friday from 7:30 A.M. to 5:00 P.M. The Department reserves the right to change its operating schedule at any time during this contract. As services will also be provided through a remote service model, the Contractor may elect to provider services outside of the operating hours stated herein.
9.  For issues or concerns with the County provided space, the Contractor shall contact the assigned Contract Specialist who will request work orders or other assistance as deemed appropriate and necessary by the Department. Contractor shall not initiate a work order or other service to County Facilities or County Information Technology independently of the Department.
10.  The space and equipment provided by the County Department shall only be utilized for the operation of the El Paso County Child Support Program. The space and equipment shall not be utilized to operate programs or provide services under contract or agreement with other counties or entities.
11.  Contractor shall be responsible for all telecommunication charges associated with the operation of the offices, including but not limited to, line services, basic services, special services, data line into the State General Government Computer Center (also known as a T-1), long distance charges, taxes, and maintenance. The telephone system shall include voice mail capability and conference call capability. The system shall have the capability to provide data on the number of calls, time on hold, abandonment, and other data deemed important to the Department.
12.  Contractor shall provide interpreter services when necessary for interviews, appointments, and negotiation conferences, and shall bear the costs of such services.
13.  Contractor shall be responsible for selecting a laboratory through a competitive procurement process for the purposes of genetic testing. The laboratory must be accredited by and utilize genetic testing procedures approved by the American Association of Blood Banks, which may include blood testing and/or buccal swabs. It is the responsibility of the Contractor to review and approve the charges. Invoices for genetic testing costs shall be paid by the Contractor and submitted to the Department with the service invoice for reimbursement.
14.  Contractor shall provide the Department with all forms that need to be completed by client applicants, or for ongoing processes, such as an order modification request. Forms must be in a PDF fillable format that is also readable by assisted devices.
15.  Contractor shall fully cooperate with any other contractors that may be engaged by the Department to work in or with the CSS program.
16.  Contractor recognizes and agrees that any and all work performed outside the scope of the contract or without consent of the Department shall be deemed by the Department to be gratuitous and is not subject to charge by the Contractor.
17.  Contractor shall meet with the assigned Department staff on a regular basis.
18.  Individuals designated by the Department shall be permitted access to the Contractor’s operations.  Such individuals may include, but not be limited to:  Federal program officials or Federal auditors; State officials or employees; approved researchers; and visitors approved by the Department.  Officials of prospective proposers during the turnover phase of the contract shall be provided access to the Contractor’s facilities under procedures established by the Department.  Such visits shall not unreasonably interfere with the Contractor’s performance.
19.  Compliance with Applicable Law
The Contractor shall at all times during the execution of this Contract strictly adhere to, and comply with, all applicable federal and state laws, and their implementing regulations, as they currently exist and may hereafter be amended, which are incorporated herein by this reference as terms and conditions of this Contract. The Contractor shall also require compliance with these statutes and regulations in subcontracts and subgrants permitted under this contract. The federal laws and regulations include:

Age Discrimination Act of 1975, as amended

Age Discrimination in Employment Act of 1967

Americans with Disabilities Act of 1990 (ADA)

Clean Air Act

Equal Employment Opportunity

Equal Pay Act of 1963

Immigration Reform and Control Act of 1986

Section 504 of the Rehabilitation Act of 1973, as amended

Title VI of the Civil Rights Act of 1964, as amended

Title VII of the Civil Rights Act of 1964
State laws include:

Civil Rights Division

                                Section 24-34-301, CRS, et seq.

20.  The Contractor also shall comply with any and all laws and regulations prohibiting discrimination in the specific program(s) which is/are the subject of this Contract. In consideration of and for the purpose of obtaining any and all federal and/or state financial assistance, the Contractor makes the following assurances, upon which the State relies.
2.20.1 The Contractor will not discriminate against any person on the basis of race, color, national origin, age, sex, religion or handicap, including Acquired Immune Deficiency Syndrome (AIDS) or AIDS-related conditions, in performance of Work under this Contract.

2.20.2 At all times during the performance of this Contract, no qualified individual with a disability shall, by reason of such disability, be excluded from participation in, or denied benefits of the service, programs, or activities performed by the Contractor, or be subjected to any discrimination by the Contractor.

The Contractor shall take all necessary affirmative steps, as required by 45 C.F.R. 92.36(e), Colorado Executive Order and Procurement Rules, to assure that small and minority businesses and women’s business enterprises are used, when possible, as sources of supplies, equipment, construction, and services purchased under this Contract.
C.    PARENT OPPORTUNITY PROGRAM
1. Contractor is required to operate the Parent Opportunity Program (POP) as a requirement of the contract.

2. POP is a strength-based program designed to assist non-custodial parents who live in El Paso County. The program is designed to serve NCP’s who are willing to engage in employment services but are struggling to improve their employment situation on their own. The objective of this program is for NCP’s to obtain sufficient employment which will result in full and on-time payment of their child support obligation. NCP’s that do not actively engage in program activities shall be removed from the program.

3. Contractor shall conduct a basic TANF eligibility screening for NPC’s referred to POP. The participant must live in a household with an annual income less than $75,000, be lawfully present in the United States of America, and have a child under the age of 18 that they need to pay child support for.

4. Case management and program coordination services shall be provided to participants. Contractor shall refer participants to community programs for program components, such as job search, resume writing, interview skills.

5. POP shall be capped at no more than 200 cases at any one time.

6. Contractor shall provide POP services to include:


    6.1 Individualized case management and community resource referrals – the POP case managers shall work one-on-one with participants to evaluate their needs and help them set personal, educational, or career development goals, and refer them to community resources as needed to obtain employment and employment related skills.

   6.2 Develop a participant’s knowledge of and ability to successfully use community resources, so that they can successfully become their own case manager. These resources may address and assist with issues that hinder full employment, including but not limited to, lack of housing, food, or medical insurance coverage; educational needs; domestic violence prevention; parenting skills; substance abuse rehabilitation; and/or mental health needs.

   6.3 Transportation assistance through bus passes, gas cards, and work clothes will be provided to POP NCPs who are actively participating in the program.  Other incentives may be offered in the future.

   6.4 Monitoring clients’ progress and maintain case specific client information, including data entry of information for tracking, outcome reporting, and reimbursement purposes.

  6.5 Referring clients to the Department’s Center on Fathering program for parenting supports, conflict resolution services, and parenting classes if needed.

  6.6 Assistance with establishing or improving visitation/parenting time, to include coaching on self-advocacy skills.

  6.7 Referral to mediation services.

  6.8 Mental Health/Substance abuse referrals.

  6.9 Legal referrals and guidance - the El Paso County 4th Judicial District Court has a self-help kiosk at the courthouse to help guide participants through the process of filing court actions independently (Pro Se). POP may refer to this resource.

  6.10 Case Record Documentation.
D.    DEPARTMENT RESPONSIBILITES 

1. The Department shall monitor Contractor performance through regular review of the State reports, the Contractor’s monthly reports, State audits, Contractor quality assurance reports, meetings, and other regular contacts.
2. The Department shall assign a Contract Specialist to the contract for the duration of the contract.

3. The Department shall provide Contractor with required IT access to State IT systems as requested by the Contractor.

4. Department shall provide the Contractor with a list of recognized County holidays on an annual basis.

5. The Department shall provide the Contractor with space to operate the program from the Citizens Service Center. Suite 1107 is set up for child support operations (floor plan attached), taking into account a hybrid model. There is an additional office space located in downtown Colorado Springs, in close proximity to the El Paso County Courthouse that is available. A floor plan for this location is attached.
6. Garage or reserved parking is available on a space available basis and for a fee. No-cost parking is available in an open          lot in close proximity to the building. The current fee is $19.50 per month and is subject to change.
        7. All janitorial services will be provided by the Department, through County Facilities.
8. The Department shall facilitate Contractors use of County mailroom facilities for CSS postal needs and shall pay all associated costs. This is for regular mail only; special mailings such as FedEx, UPS or other non-USPS service shall be considered an office expense and be managed and invoiced as appropriate.

9. The Department shall develop and maintain a webpage on the Department of Human Services website for El Paso County Child Support Services. The Contractor shall not develop or maintain a website for El Paso County Child Support Services separate from the County site.

10. Program Oversight - Staff from the Department, County, State, or Federal OCSE, are authorized to perform reviews and audits relating to the services rendered by the Contractor and any subcontractor. These include, but are not limited to, the following:

10.1     Reviewing the Contractor’s CSS office functions, organization, policies, procedures and practices, operating efficiency, facility, and backup procedures;

10.2
Auditing activity transactions to determine that all regulations have been satisfied, that functions have been performed correctly, and that any system or regulation change provide sufficient audit trails;

10.3
Analyzing activities and processes to determine the cause of errors which have been brought to the Contractor’s attention by the Department;

10.4 
Using special purpose audit programs to generate audit modules in a real-time mode to support the need for random or spot quality control audits on all activity processing;

10.5
Occasional processing of data to determine that the system and procedures are operating properly;

10.6 
Reviewing the Contractor’s compliance with contract terms, systems specifications, pertinent Federal, State and Local laws and regulations, administrative directives, and program documentation; and

10.7 
Reviewing any phase or aspect of the CSS office functions for any purpose related to the audit;

In order to properly perform the audit and review function, the Contractor shall comply with the following:

10.8
Access to files, documentation and Contractor personnel: The identified staff shall be given access by the Contractor to all Contractor personnel and facilities. Contractor shall provide read-and-copy access to all the files which are used. Such files shall include, but are not limited to, the inventory control files, case management files, procedure files, and any other file related to the operation of the CSS office;

10.9     Data retrieval requirements: Contractor shall provide the personnel and resources necessary for the automated and/or manual sampling of the CSS office operation and case management information, or other data maintained by the Contractor, including historical data and any necessary follow up, that may be required to meet any performance or audit review requirements.
E.    INTERNAL REVENUE SERVICE REQUIRED CONTRACT LANGUAGE

1. PERFORMANCE

In performance of this contract, the Contractor agrees to comply with and assume responsibility for compliance by its employees with the following requirements:

1.1         All work will be performed under the supervision of the Contractor or the Contractor’s responsible employees. 

1.2         Any Federal tax returns or return information (hereafter referred to as returns or return information) made available shall be used only for the purpose of carrying out the provisions of this contract.  Information contained in such material shall be treated as confidential and shall not be divulged or made known in any manner to any person except as may be necessary in the performance of this contract. Inspection by or disclosure to anyone other than an officer or employee of the Contractor is prohibited.

1.3         All returns and return information will be accounted for upon receipt and properly stored before, during, and after processing. In addition, all related output and products will be given the same level of protection as required for the source material.

1.4         No work involving returns and return information furnished under this contract will be subcontracted without prior written approval of the IRS.

1.5        The Contractor will maintain a list of employees authorized access. Such list will be provided to the agency and, upon request, to the IRS reviewing office.

1.6         The agency will have the right to void the contract if the Contractor fails to provide the safeguards described above.

       2. CRIMINAL/CIVIL SANCTIONS

2.1
Each officer or employee of any person to whom returns or return information is or may be disclosed shall be notified in writing by such person that returns or return information disclosed to such officer or employee can be used only for a purpose and to the extent authorized herein, and that further disclosure of any such returns or return information for a purpose or to an extent unauthorized herein constitutes a felony punishable upon conviction by a fine of as much as $5,000 or imprisonment for as long as five (5) years, or both, together with the costs of prosecution. Such person shall also notify each such officer and employee that any such unauthorized future disclosure of returns or return information may also result in an award of civil damages against the officer or employee in an amount not less than $1,000 with respect to each instance of unauthorized disclosure. These penalties are prescribed by IRC Sections 7213 and 7431 and set forth at 26 CFR 301.6103(n)-1.

2.2
Each officer or employee of any person to whom returns or return information is, or may be disclosed, shall be notified in writing by such person that any return or return information made available in any format shall be used only for the purpose of carrying out the provisions of this contract. Information contained in such material shall be treated as confidential and shall not be divulged or made known in any manner to any person except as may be necessary in the performance of this contract. Inspection by or disclosure to anyone without an official need to know constitutes a criminal misdemeanor punishable upon conviction by a fine of as much as $1,000.00 or imprisonment for as long as one (1) year, or both, together with the costs of prosecution. Such person shall also notify each such officer and employee that any such unauthorized inspection or disclosure of returns or return information may also result in an award of civil damages against the officer or employee [United States for Federal employees] in an amount equal to the sum of the greater of $1,000.00 for each act of unauthorized inspection or disclosure with respect to which such defendant is found liable or the sum of the actual damages sustained by the plaintiff as a result of such unauthorized inspection or disclosure plus in the case of a willful inspection or disclosure which is the result of gross negligence, punitive damages, plus the costs of the action. The penalties are prescribed by IRC Sections 7213A and 7431.

2.3
Additionally, it is incumbent upon the Contractor to inform its officers and employees of the penalties for improper disclosure imposed by the Privacy Act of 1974, 5 U.S.C. 552a. Specifically, 5 U.S.C. 552a(i)(1), which is made applicable to contractors by 5 U.S.C. 552a(m)(1), provides that any officer or employee of a CONTRACTOR, who by virtue of his/her employment or official position, has possession of or access to agency records which contain individually identifiable information, the disclosure of which is prohibited by the Privacy Act or regulations established there under, and who knowing that disclosure of the specific material is so prohibited, willfully discloses the material in any manner to any person or agency not entitled to receive it, shall be guilty of a misdemeanor and fined not more than $5,000.

2.4
Granting a Contractor access to FTI must be preceded by certifying that each individual understands the agency’s security policy and procedures for safeguarding IRS information. Contractor’s must maintain their authorization to access FTI through annual recertification. The initial certification and recertification must be documented and placed in the agency's files for review. As part of the certification and at least annually afterwards, Contractor’s should be advised of the provisions of IRC Sections 7431, 7213, and 7213A (see Exhibit 6, IRC Sec. 7431 Civil Damages for Unauthorized Disclosure of Returns and Return Information and Exhibit 5, IRC Sec. 7213 Unauthorized Disclosure of Information). The training provided before the initial certification and annually thereafter must also cover the incident response policy and procedure for reporting unauthorized disclosures and data breaches. (See Section 10) For both the initial certification and the annual certification, the Contractor should sign, either with ink or electronic signature, a confidentiality statement certifying their understanding of the security requirements.

       3. INSPECTION

The IRS and the Agency shall have the right to send its officers and employees into the offices and plants of the Contractor for inspection of the facilities and operations provided for the performance of any work under this contract. On the basis of such inspection, specific measures may be required in cases where the Contractor is found to be noncompliant with contract safeguards
F.    OUTCOMES AND PERFORMANCE MEASURES 

1. Child Support Services - Contractor shall meet or exceed all identified performance measures on this contract. These measures include federal and state goals, along with state focused goals, known as C-Stat. In the event the Contractor does not meet the identified targets, as captured on the State-issued Monthly Monitoring Report and the Quarterly Monitoring Report, the Department may require a plan from the Contractor to outline how the goal target will be attained, along with the anticipated timeline for accomplishing the goal.

2. Parent Opportunity Program – Contractor shall provide a monthly data report regarding program outcomes. The report shall be provided prior to each monthly meeting with the Department. In addition to the identified outcomes, the report shall contain information on the current support obligation for the POP participant NCP’s (group data), the amount owed and paid in the prior month, as well as the total arrears balance owed, along with the arrears owed and the amount paid for the prior month.

3. The outcomes for POP are as follows:

3.1  Within 4 months of beginning POP, 90% of program participants shall be paying some amount towards their child support obligation each month

3.2  Unless already employed, 40% of program participants shall obtain employment within 4 months of entering the program

3.3  60% of program participants shall be paying full child support within 6 months of obtaining employment

3.4  40% of NCP’s in POP should be paying their monthly arrears obligation, in conjunction with their current support obligation, within 12 months of entering POP

     4.  Contractor shall provide a Monthly Project Report prior to each monthly meeting with the Department. The report shall contain, at a minimum: 
4.1  Summary of monthly accomplishments;

4.2  Summary of actions taken during the month (customer service, caseload activity, collections);

4.3  Summary of issues requiring resolutions/policy clarifications;

4.4  Staffing (total staff allocated to projects, staff hired, staff reassigned, key staff changes, part-time staff assigned to projects); and

4.5  Summary of other activities (training or other initiatives). 

G.    REIMBURSEMENT

1. This is a cost reimbursement contract. All items submitted for reimbursement must align with the accepted contract fee proposal submitted by the Contractor and accepted by the Department as part of the RFP process. All costs must be allowable under 2 CFR 200.  POP services must be invoices separately from the general child support operations.

2. Reimbursement under this contract will be allowed up to the contract amount as specified in the contract budget. Contractor shall bill for services provided and actual expenditures under this contract on a monthly basis.  An itemized invoice (organized by the categories specified in the contract budget), with back-up documentation to include itemized receipts, payroll, invoices, cancelled check records or copies, ACH receipts and so forth (with an index identifying the backup documentation page number to the charge) will be submitted on or before the 10h calendar day of each month or earlier if requested by the Department. The invoice shall request reimbursement for the actual costs paid by the contractor in the month prior. If insufficient backup documentation is provided the assigned Contract Specialist will request the documentation via email and the Contractor will have 3 business days to provide the information. If the information is not provided, or the information is insufficient, the items concerned will not be approved for reimbursement and the invoice will be short paid.

    3. The invoice must reference the Purchase Order number, and each invoice must have a unique invoice number, index, and pages must be numbered.  Submission of invoices after the specified time will be paid at the Department’s discretion. 

MAIL INVOICES TO:


                  OR
                                         
EMAIL INVOICES TO:

El Paso County Finance Division                                             



fininvoice@elpasoco.com       

Accounts Payable Section

P.O. Box 2007

Colorado Springs, CO  80901

H.    REQUIRED PLANS

Contractor shall develop and maintain the following plans for the duration of the contract. Services shall be delivered in accordance with each plan. The Department reserves the right to require adjustments and updates to the plans as the Department deems necessary.
     1. Customer Service Plan 

1.1  Contractor shall develop and submit a Customer Service Plan to the Department for review and approval.  The Plan shall be submitted as part of the RFP response and shall be updated as required by the Department. Excellent customer service is a requirement of this contract. The Plan must, at a minimum, address the following items: how high level customer services will be provided to citizens; complaint processing and resolution procedure; assignment of personnel; access to case information; training on appropriate customer service responses; procedure to ensure customers and callers are responded to timely (within one (1) working day); and how problems will be resolved in a timely, accurate, and effective manner.

1.2  CSS customers and callers are to receive a response to their contact within one (1) working day. CSS customers include, but are not limited to, custodial, non-custodial and alleged parents, grandparents or other family members of a child, law enforcement, judicial officials, and Federal, State, and Department employees.

1.3  Contractor shall ensure that brochures, pamphlets, notices, and/or press releases state that the El Paso County Department of Human Services is responsible for the child support office and that any complaints, suggestions, or recommendations be reported to the El Paso County Department of Human Services through the Department’s Quality Assurance telephone line.

1.4  Contractor’s Customer Service Plan shall include periodic sampling of the customer base through surveys, quality assurance calls, and other appropriate means. This structure shall include procedures for referring calls to specialists, supervisors, office administration, corporate administration, the FSR, and County and State related customer services. Contractor shall maintain a comprehensive complaint resolution process and reporting system and shall document the number and types of complaints received and the time frames in which they are responded to and resolved. Contractor shall maintain documentation of the number and types of compliments they receive. The CSS customer base shall be sampled periodically, not less than annually.

1.5  Contractor shall provide a live telephone response after a pre-recorded general information message.

1.6  The Department may develop a customer satisfaction survey instrument which will be utilized periodically through the term of the Contract to assess Contractor performance in this area and to determine the effectiveness of the Contractor’s customer service process. A copy of the survey instrument will be provided to the Contractor for informational purposes only.

2. Quality Assurance Plan
2.1  Contractor shall develop and submit a Quality Assurance Plan to the Department for review and approval.  The Plan shall be submitted as part of the RFP response and shall be updated as required by the Department. The Plan must, at a minimum, address the following items: CSS office functions, organization, policies, procedures, and practices, operating efficiency, facility, staff training, and backup procedures.
2.2  Contractor shall provide its own internal audit and quality assurance to ensure the integrity of the CSS office functions. Contractor shall provide semi-annual reports to the Department of the internal quality control audits completed by Contractor.
2.3  If a program review or audit conducted by Federal, State or Local offices results in the issuance of a report requiring a Corrective Action Plan, Contractor shall write the Plan and submit it to the Department for approval. Once the Plan has been approved, Contractor shall implement the plan to correct the deficiencies identified within the time frames set forth by the Corrective Action. Contractor shall provide a progress report to the Department as required.
  3. Disaster Recovery Plan
3.1 Contractor shall develop and submit a Disaster Recovery Plan to the Department for review and approval.  A plan outline shall be submitted with the RFP response and the final draft shall be submitted to the Department for review within ninety (90) days of the contract start date.
3.2 The Contractor is a co-located partner in the County Citizen Service Center and will be providing services in an in-office setting as well as from remote settings. The plan should address approaches for each setting. As a co-located entity, the Contractors on-site operations will likely be influenced by the Department or County approach to any given disaster.

3.3 The Disaster Recovery Plan shall address how quickly the resumption of Contractor’s activities under this Contract will resume after any given disaster.  It is expected that most services will resume within a week or less.  The Plan should also address the methods that would be used for notifying customers and clients about the disaster and when services are expected to resume.  The plan should include written procedures for handling various types of disaster, the individuals responsible for implementing/activating the Plan, and a test schedule.  The Contractor’s Disaster Recovery Plan shall require approval by the Department with respect to the services and clients served under this Contract.

3.4 Contractor shall notify the Department immediately upon learning of any situation that might reasonably be expected to adversely affect the CSS office operation.  Within one (1) business day Contractor shall provide a written description of the situation and include a recommendation for resolution whenever possible.

3.5 Contractor shall immediately notify the Department of any emergency requiring the initiation of the Disaster Plan.

4. Security and Confidentiality Plan

4.1 Contractor shall develop and submit a Security and Confidentiality Policy and Plan to the Department for review and approval. The Plan shall be submitted as part of the RFP response. The Plan must, at a minimum, address the following items and all items in this section:

4.1.1.1  How the Contractor will identify staff and their relatives, prior to hire and during the course of employment, who have open child or pending child support cases;

4.1.1.2  How the confidentiality of such staff/relative child support cases will be maintained;

4.1.1.3  Who will handle such cases; and

4.1.1.4  What procedures are in place, or will be put in place, to ensure that contractor’s staff cannot access their own case or that of their relatives in automated systems or hard copy files.

4.2 Contractor shall maintain the confidentiality of all information through secure facilities, software, and documentation.
4.3 Contractor shall maintain a secure area during and after business hours for the storage of case files and other documents requiring protection in accordance with good business practice.

4.4 Contractor shall be responsible for ensuring only authorized personnel are permitted access to the operations and file areas.  Access to ACSES and associated systems shall be governed by security procedures established by the Contractor, Department, and State.
5. Staffing Plan

5.1 Contractor shall develop and submit a Staffing Plan to the Department for review and         approval. The Plan shall be submitted as part of the RFP response. The Plan must, at a minimum, address the following items.

5.2 Contractor shall maintain a dedicated staff sufficient for the Contractor to discharge its contractual responsibilities. This contractual obligation shall require the Contractor to maintain staff that shall be directly accessible to Department staff.  The Department shall be notified in writing and in advance of any changes to leadership staff (when reasonably possible) or when staff are being shared between the Contractor’s other projects and this contract. It is the Departments preference that staff on this contract are fully committed to this contract and are not shared with other programs or contracts.

5.3 Contractor shall provide the necessary legal services through staff attorneys or subcontracted legal services. Legal services shall be limited to specific child support cases and shall not include any general legal advice or representation of the Contractor or employees. Such attorneys shall be licensed to practice law in the State of Colorado and be a member in good standing with the Colorado Supreme Court. In addition, Contractor and attorneys shall strictly adhere to the Colorado Rules of Professional Conduct and abide by any and all Federal, State and Local regulations and statutory provisions governing the operation of the CSS Program. Such attorneys may be designated as Special Conflict County Attorneys for the purpose of conducting CSS work.

5.4 Explain the Contractors approach to ensure that adequate staff is recruited and retained to perform the functions required under this contract. The Contractor is responsible for all staffing, to include front line workers, administrative supports, legal and legal supports, and program key personnel/leadership. The Plan shall include how the Department will be notified of the departure of key personnel, and how operations will continue until the position is filled. Plan shall also include sequential steps to cancelling remote access to data bases in a timely manner.

5.5 Include job descriptions for each position and wage or salary detail representative of reasonable market wages for the geographical area (El Paso County or other regional data if positions are outsourced to other locations within the United States).

5.6 Provide information on any services that may be sub-contracted under this contract.

5.7 Acknowledgement that the Contractor shall be responsible for all Human Resource functions related to the staff, to include employee selection, termination, training, and supervision.

5.8 Contactor shall ensure that they obtain and maintain adequate bonding for any staff member who, as a regular part of his/her employment, receives, disburses, handles or has access to, or control over funds collected under the Child Support Services Program.

5.9 Contractor shall have at least one (1) staff member who is approved under the requirement of the Colorado Fair Debt Collection Practices Act as a Collection Manager.

5.10 Contractor shall ensure that an adequate number of staff is certified notaries public.

5.11 The Contractor or the Department may determine that one or more of the Contractor’s attorneys has a conflict of interest which may prevent the Contractor from fulfilling or completing all the terms of this agreement. Upon such a determination, the Department is authorized to hire a “special conflict” attorney to fulfill and complete such duties. The special attorney shall act under the same powers as the Contractor hired under this agreement. The special attorney shall receive payment for services from the Contractor and will incur no additional charges to the Department.

     6. Training Plan 

6.1 Contractor shall develop and submit a Training Plan to the Department for review and approval. A plan outline shall be submitted with the RFP response and the final draft shall be submitted to the Department for review within ninety (90) days of the contract start date.

6.2 The Training Plan shall explain the Contractor’s actions to ensure all personnel are properly trained for successful execution of all operational requirements. Contractor shall be required to provide or secure training of all personnel on an on-going basis to ensure the successful execution of operational and programmatic requirements.

6.3 Contractor shall take advantage of the training offered by the State to include ACSES on-line training, New Worker Training, and workshops offered.

6.4 Contractor shall require all new staff hired during the term of the contract to attend both New Worker and ACSES on-line training offered by the Colorado Department of Human Services Division of Child Support Enforcement, as soon as possible, but no later than three (3) months from date of hire.

6.5 Contractor shall monitor and document all training offered to and completed by staff.
7. Turnover Plan

7.1 Contractor shall deliver to the Department a preliminary plan to describe the turnover process to be used to end the operations of the El Paso County CSS Program. The initial plan shall be submitted within ninety (90) days of the contract start date.

7.2 The Turnover Plan shall apply to any of the following circumstances: end of the contract term, loss of funding, or other termination by the Department. Contractor is required to provide a plan to achieve an orderly shutdown of the program or transition to the Department.

7.3 Contractor shall minimize any disruption of CSS services provided to all customers.

7.4 Contractor shall maintain the program and contractual requirements and effectiveness during the turnover process.

7.5 Contractor shall make the following available during the turnover process, a copy of the Turnover Plan, availability of operational resources for training and testing scheduled outside normal hours, access to operating systems for testing and training during normal working hours, reasonable access to office support, space, equipment, one (1) month’s supply of forms and operational notices.

7.6 If turnover occurs, the Contractor shall transfer all software and equipment with title, leasing or license rights thereto, to the extent the Contractor possesses the same, to the Department. Similarly, Contractor shall transfer all system software, data files, application programs and documentation to the Department.

7.7 Contractor shall cooperate in all respects to assure a smooth turnover including, but not limited to, transfer of management and control.

7.8 Contractor shall maintain constant and adequate staff during turnover to perform all required business activities.

7.9 The Department will oversee transfer of all lease rights, fixed assets, materials, supplies, forms, and records as appropriate.

2.  FEE PROPOSAL

Please refer to Fee Proposal Instructions-Cost Reimbursable attachment. 
3.  RFP GENERAL INFORMATION, PROCESSES AND SUBMISSION REQUIREMENTS

A.   INQUIRIES

Questions related to this Request for Proposals (RFP) shall be directed to Becky Schaffstein, Procurement Specialist, Contracts & Procurement Division at 719-520-6675. All questions shall be submitted via Rocky Mountain E-Purchasing System.  If needed, written responses to 
those questions shall be published as an addendum after the final questions are due.  All final questions 
are due no later than 1:00 PM (MT), Friday, August 28, 2020. Do not contact any other individual regarding this 
RFP other than the Procurement Specialists listed above.   
B.  
PRE-PROPOSAL CONFERENCE
There is no pre-proposal conference for this RFP. 

C. 
PROPOSAL RESPONSE REQUIREMENTS

Vendor proposal shall contain the following information in the order listed: 

1)  The Response Checklist (form included in this RFP package). This Response Checklist shall be included in the proposal and signed by an authorized company representative.

2) 
Each Addendum acknowledgement signed for each addendum issued.  The Addendum content does not need to be attached, just the acknowledgement page.
3)  Project Approach/Plan

4)  Outcomes/Reporting Approach 

5)  Required Plans: Customer Service Plan, Quality Assurance Plan, Disaster Recovery Plan, Security and Confidentiality Plan, Staffing Plan, Training Plan, and Turnover Plan. 

6) 

Any exceptions to the requirements in this document or a standard contract attached.  Please clearly indicate your exceptions with a requirement number or a contract paragraph number. If none, state none.

7) 

Copies of requested insurance certificates. 

8) 
Fee Proposal (separate file).
D. 
PROPOSAL SUBMISSION 

Proposals shall be submitted through Rocky Mountain E-Procurement System by no later than 1:00 PM, TUESDAY, September 8, 2020  www.rockymountainbidsystem.com. 
Proposers shall submit three .pdf files:  The County prefers the .pdf files to be searchable. Proposers shall follow the naming convention as described below. 


Technical Proposal:  Company Name RFP # Tech.  Example (ABC Cleaning 19-001 Tech)

 
Fee Proposal: Company Name RFP # Fee. Example (ABC Cleaning 19-001 Fee)  


Public Copy: Company Name RFP # Public.  Example (ABC Cleaning 19-001 Public)

Public Copy will be 
available for public inspection and should not contain any information that the proposer deems confidential 
and proprietary.  

Proposals shall be signed by an authorized representative of the proposer.  Failure to submit the information requested may result in the El Paso County Contracts & Procurement Division requiring prompt submission of missing information and/or giving a lower evaluation of the proposal. The Contracts & Procurement 
Division may reject proposals that are substantially incomplete or lack key information.

By submitting a proposal, you represent that you have (1) thoroughly examined and become familiar with the scope of services outlined in this RFP, and (2) are capable of performing quality work to achieve the County’s objectives.  

E. 
ORAL PRESENTATION/INTERVIEWS 

Vendors submitting proposals in response to this RFP may be required to give an oral presentation of their proposal in an interview session with the Evaluation Committee.  Additional information may be requested from any firm by the Evaluation Committee prior, during or after the interview for clarification purposes, but in no way will change the original proposal submitted.  Interviews are at the option of the Evaluation Committee and may or may not be conducted.
F. 
RFP ESTIMATED TIMETABLE 

NOTE:  THE BELOW ITALICIZED DATES ARE APPROXIMATE, ARE NOT BINDING AND ARE SUBJECT TO CHANGE.

	RFP NOTICE ADVERTISED
	 August 19 &26

	PRE-PROPOSAL CONFERENCE
	NA

	FINAL RFP QUESTIONS DUE
	Friday, August 28, 2020 at 1:00PM (MT)

	PROPOSAL DUE DATE
	Tuesday, September 8, 2020 at 1:00PM (MT)

	EVALUATION OF PROPOSALS
	WEEK OF September 8, 2020

	INTERVIEWS (IF APPLICABLE)
	WEEK OF September 14, 2020 

	NOTICE OF INTENT TO AWARD
	September 2020

	RECOMMENDATION OF AWARD TO BOCC 
	September 2020


G. 
TERM OF CONTRACT 

Issuance of this RFP and receipt of proposals does not commit the County to award a contract. The County reserves the right to postpone opening, to accept or reject any or all proposals received in response to this 
RFP, or to negotiate with other than the highest ranked proposer should negotiations with the highest ranked 
proposer be terminated, or to cancel all or any part of this RFP.  

Any contract awarded between El Paso County and the successful Contractor(s) will consist of a Services Contract (a copy of which is included in this RFP package) signed by both parties, this RFP and any addenda, the submitted proposal, all negotiation documents and the resulting Purchase Order and original certificates of insurance.  

The initial contract period is estimated to be from September 30, 2020 through September 30, 2021. The contract may
 be renewed for four (4) optional one-year terms upon satisfactory performance by the Successful Contractor 
and at a negotiated rate agreed to in writing at least ninety (90) days prior to the contract expiration date.  
Renewal is contingent upon on the funding availability and approval. Failure to negotiate an agreed-upon rate for the 
forthcoming year will result in non-renewal of the contract.  
If proposer does not agree with any terms or conditions of the County’s standard Contract or any items in this document, the proposer shall present its exceptions with its proposal.  If no concerns are expressed by proposer, the County shall consider that all terms and conditions of the standard contract will control.  El 
Paso County reserves the right to reject proposals based upon exceptions to its standard contract 
terms and 
conditions.

A proposal shall be disqualified and rejected by the County if the price in the proposal was not arrived at independently without collusion, consultation, communication, or agreement as to any matter relating to such prices with any other proposer, County employee, or any competitor.

The Proposer is prohibited from submitting multiple proposals in a different form (i.e. as a prime Contractor and as a sub-Contractor to another prime Contractor). Submittal of multiple proposals in different form may 
result in the disqualification of all Proposers associated with a multiple proposal.

Should any such prohibited action Stated above in this section be detected any time during the term of the Contract, such action shall be considered a material breach and grounds for Contract termination.

By submitting their proposal, the Proposer certifies that they are not currently debarred from submitting bids or proposals for contracts by any agency of El Paso County, Colorado and/or the State of Colorado, nor are 
they an agent of any person or entity that is currently debarred from submitting bids or proposals on 
contracts by El Paso County, Colorado or the State of Colorado.

H. 
INSURANCE REQUIREMENTS 

For proposal purposes, proposers shall submit copies of its Certificates of Insurance for its’ buildings, auto, general liability and workers’ compensation.  The Successful Contractor shall provide original certificates prior to commencing services, at its own expense, naming El Paso County as additional insured and as a certificate holder, with a thirty (30) day cancellation notice and maintain such coverage for the duration of 
the contract.

I. 
EVALUATION AND AWARD PROCESS 

The Evaluation Committee will evaluate all proposals received for completeness, and the proposer’s ability to meet or exceed all specifications as outlined in this RFP. The committee may then short list for interviews the specific firms whose proposals best meet or exceed all of the criteria required. The negotiations and award process will follow the procedures as outlined in the Instructions for Submitting Proposals. 
The County reserves the right to award one or more contracts or no contracts at all in response to any proposals submitted and to the entire RFP process.  In the event that more than one contract is awarded, it is expected that each vendor will collaborate with the County and with any other vendors who receive a 
contract under this RFP, as necessary for proper and efficient performance of all contract 
responsibilities.  

J. 
OVERALL SELECTION CRITERIA  

The Evaluation Committee will evaluate responses based on the following criteria at minimum (not listed in order of priority):
1)   Proposal responsiveness: completeness of and compliance with the RFP as outlined in the “RFP 


Response Requirements” section.

2)  Relevant experience & likelihood of meeting or exceeding the requirement (past performance references).

3) 
Completeness and quality of project approach and plans.

4) 
All other information requested in this solicitation.  
K. 
ATTACHMENTS AND OTHER DOCUMENTS INCLUDED FOR REVIEW OVERALL 

1)   2020 DHS Services Special Provisions 
2)  General Services Contract

3)  Instructions for Proposals

4)  Fee Proposal-Cost Reimbursable 
5)  Floor Plan 1
6)  Floor Plan 2 

Any questions regarding this RFP should be directed to Becky Schaffstein, Contracts & Procurement Division at 719-520-6392 or beckyschaffstein@elpasoco.com 

	
	Becky Schaffstein

	
	Becky Schaffstein 

Procurement Specialist I
Contracts & Procurement 






