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Center 
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1.0 INTRODUCTION 

The Delaware River Port Authority (DRPA) is a bi-state authority of the State of New 
Jersey and the Commonwealth of Pennsylvania that owns, operates and maintains four 
long-span Delaware River toll bridge crossings, including the Betsy Ross, Benjamin 
Franklin, Walt Whitman and Commodore Barry Bridges.  In addition, the DRPA owns 
the PATCO High-Speed Line, operated by the DRPA’s transit subsidiary, the Port 
Authority Transit Corporation (PATCO). 

PATCO is in the final stages of implementing a new automated fare collection (AFC) 
system.  The system employs stored value smartcards.  Customers purchase a 
smartcard and then add value to the card as value is depleted through use.  A feature of 
the new AFC system is that customers can register their new smartcard and, thereby, 
establish an account with PATCO.  In order to properly manage its customer base, 
PATCO is establishing a contact center to handle customer inquiries and perform other 
AFC customer interactions. 

1.1 PROJECT DESCRIPTION 
 
The DRPA and PATCO own a Cisco Systems IP phone system.  A key component of 
the phone system is Cisco’s IP Contact Center Express (IPCC) platform.  The Authority 
is undertaking a project to develop a contact center phone application for PATCO to 
manage customer initiated phone call flows.  We are seeking proposals from Cisco 
Certified firms to provide project management and technical resources necessary to 
develop and deploy the contact center phone application for PATCO. 
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1.2 PROPOSAL SCHEDULE 

Proposals, 9 paper copies and 1 electronic copy on CD, are due at DRPA by August 13, 
2007 at 2:00 PM EST to the following address: 

Delaware River Port Authority 
One Port Center 
2 Riverside Drive 
P.O. Box 1949 
Camden, New Jersey 08101 

Attention: Howard Korsen, Manager, Contract Administration 
  7th Floor 

DRPA telephone number to be used for express delivery services is (856) 968-2084. 

Proposals received after that date and time shall not be considered.  It is the 
respondent’s sole responsibility to ensure that adequate lead-time is provided for 
mailing or utilizing delivery services. 

In the event that the DRPA decides to suspend or terminate this RFP, or any 
subsequent negotiations with a respondent(s), it is specifically understood that the 
Delaware River Port Authority will not be responsible for any costs or expenses incurred 
by you in connection with the proposal preparations/negotiations. 

 

1.3 GENERAL SCOPE OF WORK 
 
The selected firm will develop and deploy an IPCC contact center application and the associated 
standard reports.  The system will include: 
 
1) An initial touch tone menu to route the call to the contact center or up to five other extensions. 
2) Authority customizable introductory message to customers who opt to connect with a contact 
center agent. 
3) In the event that an agent is not immediately available, a message will play indicating the 
system derived wait time. 
4) Establish an up to ten agent simple ACD queue with up to three supervisors. 
5) Standard contact center management reports and desktop dashboard components available 
through IPCC.  Reports from the ACD will include at a minimum:  how long callers are waiting 
in queue, abandonment rates, volume of calls received, talk time for each rep, overflow calls that 
have to be forwarded.  The report can be generated on a daily basis with the data summarized by 
hour.  Also the following types of reports are to be generated:  Answered-Call Profile (% of calls 
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answered within x seconds, average time before answer in seconds); System Summary Report 
(total number of calls received and answered, number of people who hung up, length of time on 
hold before hang up, number calls forwarded or transferred, number of calls to voicemail talk 
time staff is on call);  Position Performance Report (number of calls, average times, distribution 
of logged on time, daily calls by extension). 
 
While the Authority will provide internal resources to aid in making the project successful, the 
firm awarded the contract will be expected to complete all tasks independently.  These tasks 
include but are not limited to: 
1) Develop appropriate functional and technical specifications. 
2) Configure Call Manager and IPCC platforms. 
3) Establish agent and supervisor accounts. 
4) Configure contact center IP phones and PCs. 
5) Provide final configuration documentation. 
6) Provide one four hour supervisor training session and four one hour agent training sessions. 
8) Two days of on-our-site support upon implementation. 
9) Real-time phone monitoring between the customer and the customer service representative. 
 
1.4 RFP AS EXCLUSIVE BASIS FOR PROPOSAL 

This RFP provides to all respondents, the scope of services to be performed.  Any 
information or understandings verbal or written, which are not contained either in the 
RFP or in subsequent written addenda to the RFP, will not be considered in evaluating 
proposals. 

As part of the process leading to the selection of the respondent, the DRPA may 
request additions or clarifications to the proposal. 
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The firm submitting the successful proposal shall enter into an Agreement with 
DRPA/PATCO which contains the following standard terms with no exceptions: 

1.5 STANDARD CLAUSES 
 
I.  INSURANCE 
 
 FIRM will be required to provide insurance of the prescribed types and minimum 
amounts as set forth below. 
 
 All insurance policies required shall be maintained in full force until all services 
under this Contract are completed as evidenced by the formal acceptance thereof, in 
writing, by DRPA.  Each policy shall contain the provision that there will be thirty (30) 
days prior written notice given to the DRPA in the event of cancellation or material 
change in the policy. 
 
 FIRM shall furnish to the DRPA within ten (10) calendar days after the execution 
of the Agreement, insurance certificates, in triplicate, evidencing that it has provided the 
required coverages.  FIRM may be required at a later date and upon specific request by 
the DRPA, to furnish certified copies of any or all insurance policies related to protection 
for the work under the Agreement.  The DRPA shall not be liable for the payment of any 
premiums under the foregoing. 
 

The insurance companies indicated in the certificates shall be authorized to do 
business in the Commonwealth of Pennsylvania and State of New Jersey and shall be 
acceptable to the DRPA. 

 
 Neither approval by the DRPA nor failure to disapprove insurance certificates 
furnished by FIRM, shall release FIRM of full responsibility for all liability as set forth in 
the indemnification clause stated in Section II, entitled, "Save and Hold Harmless". 
 
 The minimum requirements of insurance to be carried by the FIRM shall be as 
follows: 
 
 (a) Workers' Compensation and Employer’s Liability Insurance 
 
  Coverage A, Workers' Compensation - Statutory benefits as required by 
the Workers' Compensation Laws of the Commonwealth of Pennsylvania and the State 
of New Jersey, and reference to such compliance made on all certificates of insurance. 
 
 Coverage B, Employer's Liability - Five Hundred Thousand Dollars ($500,000.00) 
or as otherwise required by law. 
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 (b) Commercial General Liability Insurance 
 
  Commercial Liability Insurance in an amount not less than One Million 
Dollars ($1,000,000) combined single limit, or the equivalent, as respects Bodily and 
Personal Injury and Property Damage in any one occurrence; Two Million Dollars ($ 
2,000,000) aggregate.   
 
  FIRM shall name the DRPA and PATCO as an Additional Insureds on all 
Commercial General Liability and Umbrella Liability Policies. 
 
 (c) Business Automobile Insurance 
 
  To provide coverage for all owned, non-owned, hired, leased, and rented 
vehicles and automotive construction equipment:  Liability Insurance in an amount not 
less than One Million Dollars ($1,000,000) combined single limit, in any one occurrence, 
for Bodily Injury and Property Damage.   FIRM shall name DRPA and PATCO as a 
additional insureds on the Business Automobile Policy. 
 
 (d) Professional Liability Insurance 
 
  Professional Liability Insurance in an amount not less than One  Million 
Dollars ($1,000,000) per occurrence/aggregate for claims arising out of Professional 
Services provisions under this Agreement. 
 
 e) Sub-Contractor's/Sub-Consultant's Insurance 
 
  If any part of the work under this Contract is to be performed by a sub-
contractor or sub-consultant, FIRM shall be responsible for each sub-contractor or sub-
consultant maintaining insurance as specified above in Paragraphs (a), (b), and (c).  In 
addition, if a sub-contractor or sub-consultant is required to render any professional 
services, FIRM shall be responsible for each sub-contractor or sub-consultant 
maintaining insurance as specified in Paragraph (d). 
 
II.  SAVE AND HOLD HARMLESS 
 
 FIRM agrees to defend, indemnify, protect and hold harmless the DRPA and 
PATCO, their officers, directors, commissioners, members, agents, servants and 
employees from and against any and all suits, claims, demands or damages, of 
whatsoever kind or nature arising from, out of, or in connection with the performance of 
this Agreement, including, but not limited to, expenditures for and costs of 
investigations, hiring of expert witnesses, court costs, counsel fees, settlements, 
judgments or otherwise.     
 
III. TERMINATION 
 
 It is understood and agreed that DRPA hereby reserves unto itself the right to 
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terminate this Agreement at any time, for any reason whatsoever, upon giving not less 
than thirty (30) prior written notice to FIRM.  In the event of DRPA's exercising such 
right of termination, DRPA shall be without further liability whatsoever to FIRM under 
this Agreement, except that DRPA will pay to FIRM the full amount earned by FIRM to 
the date of said termination.  FIRM agrees that it shall not be entitled to any damages 
whatsoever in the event of such termination other than the aforesaid payments.   
 
IV. WORK PRODUCTS 
 
 All materials, calculations, computations, specifications and drawings developed 
and prepared by FIRM, in the performance of its services herein, shall become the 
property of the DRPA, and shall be turned over to the DRPA at or prior to final payment 
or other termination of this Agreement, or upon written request thereof by the DRPA. 
 
V. SUB-CONTRACTING OR SUB-LETTING 
 
  Prior approval of DRPA is required for subcontracting any services covered by 
this Agreement.  Requests for authorization to subcontract, must be submitted in writing 
to the DRPA's Chief Executive Officer accompanied by a description of the specific work 
to be subcontracted, the total value of such sublet work, and proof that the organization 
which will perform the subcontracted work is particularly equipped and capable to 
perform such work.  The right to qualify, accept or reject any subcontractor is reserved 
expressly to the DRPA. 
 
VI. FIRM - INDEPENDENT CONTRACTOR 
 
 FIRM is an independent contractor and under no circumstances shall it, its 
servants, agents or employees be or become employees of DRPA or PATCO in the 
performance of this Agreement.  FIRM shall have no authority to approve, disapprove, 
accept or consummate any transaction as an agent of DRPA or PATCO. 
 

VII. EQUAL EMPLOYMENT OPPORTUNITY 
 

 FIRM warrants and represents that in carrying out its obligations under this 
Agreement, it will not discriminate against employees or applicants for employment 
because of race, color, religion, national origin, sex, age, or non-job-related disability, 
and will undertake or continue to comply with all existing or future state and federal 
laws, rules and regulations respecting programs of Affirmative Action to ensure that 
minority group members and women are afforded equal employment opportunities 
without discrimination.  For purposes of this Agreement,  affirmative action shall mean 
those activities undertaken during the course of recruitment, employment, job 
assignment, promotion, upgrading, demotion, transfer, layoff or termination, and rates of 
pay or other forms of compensation, to ensure that minority group members and women 
are afforded equal employment and contracting opportunities. 
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VIII. JURISDICTION AND CHOICE OF LAW 
 
 This Agreement shall be construed and interpreted in accordance with the laws 
of the State of New Jersey and any and all claims arising directly or indirectly from or 
out of this Agreement shall be brought in state or federal court in the State of New 
Jersey, USA. 
 
IX. POLITICAL PAYMENTS AND/OR CONTRIBUTIONS 
 
 FIRM warrants to the DRPA that neither the FIRM nor anyone authorized to act 
on FIRM's behalf has made any payment or contribution to any political candidate, 
political committee, public official or any other person or entity, for the purpose of 
influencing the award of this Agreement.  FIRM agrees that if the Executive Committee 
of the DRPA decides, after such hearing as it deems necessary, that this warranty has 
been breached, FIRM shall, within thirty (30) days of this decision, pay to the DRPA 
liquidated damages equal to twenty-five percent (25%) of the face amount of this 
Agreement or order.  The Executive Committee's decision shall be final, unless FIRM 
seeks a review thereof in a commercial arbitration proceeding conducted by the 
American Arbitration Association, instituted by FIRM within fifteen (15) days of receipt of 
the Executive Committee's decision.  FIRM further agrees that it shall be ineligible to 
receive any award of any contract or purchase order  from the DRPA for a period of one 
(1) year from the date of any final decision unfavorable to it. 
 
X. APPLICATION OF LAWS AND REGULATIONS 
 
 By entering into this Agreement, the DRPA and PATCO do not consent, either 
expressly or impliedly, to the jurisdiction or application of any laws, regulations, 
procedures or requirements of any governmental, quasi-governmental or other political 
entity which would otherwise not be applicable to the DRPA or PATCO. 
 
XI.  ASSIGNMENT 
 
 This Agreement and the obligations created hereunder may not be assigned by 
FIRM without the express written consent of DRPA. 
 
XII. NOTICES   
 
 All notices required or permitted to be given hereunder shall be in writing and 
shall be deemed to have been given when mailed by certified mail, return receipt 
requested, addressed to the intended recipient as follows: 
 
  If to FIRM: 
  NAME AND ADDRESS  
    
 
 



D.R.P.A. – Request for Proposal  Page 11 of 17 
 

Delaware River Port Authority  PATCO Contact Center IPCC Application Project 
 

  If to DRPA: 
  Price Brannon, Acting Chief Information Officer 

Delaware River Port Authority 
  One Port Center 
  Two Riverside Drive 
  P.O. Box 1949 
  Camden, New Jersey 08101-1949 
   
  With copy to: 
  Howard Korsen, Manager, Contract Administration 
  Delaware River Port Authority 
  One Port Center 
  Two Riverside Drive 
  P.O. Box 1949 
  Camden, New Jersey 08101-1949 
   
 Any party may from time to time change its address for the purpose of notices to 
that party by a similar notice specifying a new address, but no such change shall be 
deemed to have been given until it is actually received by the party sought to be 
charged with its contents. 
 
XIII. WAIVER 
 
 A waiver by any party of a breach or default by the other party of any provision of 
this Agreement shall not be deemed a waiver of future compliance therewith, and such 
provisions shall remain in full force and effect. 
 
 
XIV. MODIFICATIONS IN WRITING 
 
 It is expressly understood and agreed by and between the parties hereto that this 
Agreement sets forth all the promises, conditions and understanding between them 
relative to this Agreement and that there are no premises, agreements, conditions or 
understandings, either oral or written, between the parties other than are herein set 
forth.  It is further understood and agreed that, no modification, alteration, or other 
change to this Agreement shall be binding unless reduced to writing and signed by the 
duly authorized representatives of the parties hereto. 
 
XV.  ENFORCEABILITY 
 
 If any provision of this Agreement shall be invalid or unenforceable, in whole or in 
part, such provision and this Agreement shall be deemed and construed to be modified 
or restricted to the extent that and in the manner necessary to render the same valid 
and enforceable, or shall be deemed excised from this Agreement as the case may 
require. 
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XVI. RESTRICTIONS ON HIRING EMPLOYEES OF OTHER PARTY 
 
 The parties hereby acknowledge and understand that each has invested 
significant time and resources in training their employees.  DRPA and FIRM hereby 
agree that they will not make offers of employment (either part-time, full-time, or in a 
consulting capacity) to any employees of the other party during the term of this 
Agreement and for a period of six (6) consecutive months after its expiration or 
termination.  If a party breaches this provision, that party must pay to the other party, 
within thirty (30) days, Twenty Five Percent (25%) of the annual salary of the employee 
who has been hired in contravention of this provision. 

1.6 COMMITMENT 

This RFP does not commit the DRPA to award an Agreement, to pay any costs incurred 
in the preparation or presentation of a proposal, or to procure or contract for services.  
The DRPA reserves, in its sole discretion, the right to reject any and all proposals and to 
waive informalities and irregularities in proposals received.  The DRPA reserves, in its 
sole discretion, the right to cancel in part or in its entirety, this RFP.  Award of an 
Agreement is subject to funding availability. 

1.7 QUESTIONS 

All questions relating to the RFP must be submitted in writing via e-mail.  No questions 
submitted by facsimile, mail or telephone will be answered.  If any questions submitted 
make necessary the issuance of an addendum, the addendum will be furnished to all 
parties receiving a copy of the RFP.  Only responses and addenda, which have been 
issued by the DRPA, shall be valid.  All responses to questions will be made available to 
all FIRMs via e-mail distribution list.  All questions relating to the RFP must be 
addressed to Jan Odjemski, at jsodjemski@drpa.org or 856-968-2084. 

Questions must be received no later than August 6, 2007 2:00 PM EST.  Any questions 
received after this date and time will not receive a response. 
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1.8 PROPOSAL SUBMISSION REQUIREMENTS 

All RFP submissions and supporting/subsequent materials will become the property of 
the DRPA and will not be returned. 

Proposals will detail a project plan that identifies specific tasks associated with each of 
the requirements listed in Section 1.3.  The project plan will indicate FIRM and DRPA 
resources necessary to complete each task, task sequencing, task duration, task 
start/completion, and critical path.  Resources will be categorized by skill sets required 
for both FIRM and DRPA resources. 

All pricing must be fully explained and documented in the proposal.  All pricing must 
indicate the number of person-hours and/or person-days by resource type needed to 
complete each task.  Pricing will be summarized by resource type by “deliverable 
module” as set forth in section 1.3 and summarized for the entire project.  Pricing will be 
quoted on an actual time spent basis with a not to exceed cap. 

Resumes or documentation indicating the qualifications and experience will be supplied 
for the specific personnel to be assigned by the FIRM to complete the project.  The 
documentation will indicate resource type. 

Three references will be supplied (form following) from Companies with whom the FIRM 
has engaged in similar work within the past three years.  Each FIRM should assume 
that all references will be contacted.  Therefore, advise your references that they may 
be receiving a call from DRPA as part of the reference check process. 

The FIRM will include information regarding relevant Cisco certifications at the FIRM 
and individual resource level. 
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1.9 CONTRACT AWARD 

Detailed contract negotiations will be conducted with selected FIRM(s).  If a negotiated 
agreement cannot be reached with the selected FIRM(s) within a reasonable time, 
negotiations will be terminated.  In making its selection, the DRPA is not required to 
accept the lowest price and may, in its sole discretion, reject proposals which are not 
responsive to the requirements stated herein, or may elect to waive some or all 
irregularities in any proposal or proposals.  The waiver or non-waiver of any specific 
irregularity will not imply or compel similar treatment of any other irregularity. 

There will be no debriefing reviews for unsuccessful FIRMs. 

Upon successful completion of negotiations, DRPA staff will request Board approval to 
award the contract.  Upon receipt of such approval the contract will be executed and a 
notice to proceed will be issued.  In the absence of Board approval or in the event of a 
veto it is understood that DRPA has no power to proceed and RFP respondents will 
have no claim against DRPA if it fails to proceed in the absence of Board approval and 
expiration of all applicable veto periods. 
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2.0 REFERENCES 

 

Client Name & Address 
Contact 
Person1 

Contact 
Telephone 

Number 
Contract 

Value 

Project 
Completion 
Date�Probl

Problems Encountered with 
Client2 

      

      

      

      

      

NOTES: 
1Contact person should be someone familiar with the work performed at each respective client. 
2Enumerate any difficulties, issues and/or problems you encountered while performing work for each respective client.  Use a separate sheet if necessary. 
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2.1 EVALUATION CRITERIA 

Cisco Systems IP Contact Center Express Application Development Project 
FOR PATCO’s AFC Customer Service Center 

PROPOSAL EVALUATION FORM 

FIRM: 
Reviewer: 

Recommended or Not Recommended 
(Please circle one) 

Points Criteria Max. % Score Comments 

Overall quality, detail and comprehensiveness of proposal 
with regards to requirements outlined in Section 1.3  30    

Pricing  30    

Qualifications and experience of FIRM’s staff  15    

Reference checks  15    

Cisco Certifications  10    

Total:  100%    
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