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1. INTRODUCTION

1.1 PURPOSE AND BACKGROUND

Proposals are being solicited for software to develop and implement a knowledge management solution for the Washington State Department of Retirement Systems (DRS).

DRS is establishing a contact center (call center) to handle the majority of phone calls and correspondence from customers, as well as provide in person one-on-one retirement counseling to customers. Team members in the new contact center will need the ability to quickly access information about all of the retirement systems and plans we administer. As part of this work, DRS would like to implement a comprehensive and simple-to-use knowledge management system (KMS).
DRS recognizes the growing and changing needs of its customers and the team’s ability to successfully meet those needs. DRS would like to implement a KMS to improve our ability to quickly and easily develop, publish and update publications and knowledge articles for use by both our internal team members and external customers; and to improve our ability to search all relevant information to anticipate and respond appropriately to our customers’ information needs. 
DRS also has existing internal sources of knowledge in the form of procedures, policies, forms, publications, brochures, SharePoint sites, and alerts (such as articles added or updated) that would be stored in or accessed from the KMS. 
Therefore, DRS would like to see proposals for implementing a KMS solution.
DRS was established by the Legislature in 1976 to administer state retirement systems. Currently, DRS administers eight statewide public employee retirement systems, including fifteen pension plans. Three of the pension plans are defined benefit plans with a defined contribution component, and the other twelve plans are defined benefit only. The Washington State Investment Board (WSIB) is the trustee of the pension funds and is responsible for the investment of the defined benefit monies. Defined contribution monies are self-directed by the retirement system members through a record keeper contracted by DRS.

DRS also administers a voluntary deferred compensation program (a 457 plan). The participants of the deferred compensation program elect to defer a portion of their salary for the future. Participants self-direct their investments through a second record keeper contracted by DRS. In addition, DRS is responsible for administering the Social Security and Medicare coverage program, also known as the Old Age and Survivors’ Insurance Program (OASI) for all state and local government employers throughout the state of Washington and serves as a facilitator and communication bridge between government employers, the Social Security Administration and the Internal Revenue Service.
DRS’s offices are located in Tumwater, Washington, with 230 employees working in a single location. The organizational structure includes divisions for Retirement Services, Administrative Services (financials and employer reporting), Information Services, Policy and Strategic Initiatives and Executive, which is comprised of Human Resources, Legal and Legislative, Communications and the offices of the director and deputy director. DRS services approximately 500,000 active, inactive and retired members and has close relationships with 1300+ public employers who report money and payroll data. DRS collects approximately $2 billion in contributions and pays out $3+ billion in retirement benefits each year.

DRS participates in annual public pension administration benchmarking with CEM Benchmarking Inc. CEM’s comprehensive benchmarking analysis has consistently identified that DRS administers one of the most complex groups of pension plans in the nation, yet is in the lowest quartile for cost per member. Participation provides a wealth of data on peer comparisons and best practices.
DRS has begun its implementation of lean principles and is building a foundation of experts and talent to continuously improve its business systems, leadership capabilities, customer satisfaction, employee engagement and business processes. DRS has a long standing record of excellent and responsive service to the members of the retirement systems and deferred compensation program. However, in a time of reduced resources, DRS must become sharper in its attention to satisfying customer needs while maintaining the efficiency and talent of its people and processes.
1.2 OBJECTIVE

The KMS will support DRS’s new contact center by providing a tool for quick, easy access to thorough, relevant knowledge and information. A searchable component of the KMS will help the Retirement Services Division (RSD) respond to and anticipate customers’ needs. DRS expects at least two phases to implement the KMS; the first phase will be an internal audience in RSD’s contact center and the future phases will expand the KMS to external audiences and other divisions. When completely implemented, the KMS will also help us manage complex rules and information and ensure the consistent application of knowledge across the entire Department. 
1.3 PERIOD OF PERFORMANCE

The period of performance of any contract resulting from this RFP is tentatively scheduled to begin April 29, or immediately following contract execution.  The software must be installed and available for DRS’s use, including any installation consultation, by June 30, 2013.
The initial term on the contract will be three years, with the right to extend the contract for up to three additional one-year periods. Amendments extending the period of performance, if any, shall be at the sole discretion of DRS.

1.4 DEFINITIONS

Definitions for the purpose of this RFP include:
DRS – The Department of Retirement Systems is the agency of the State of Washington that is issuing this RFP.

Bidder – The firm submitting a proposal in order to attain a contract with DRS.

Contract Manager – The individual designated by DRS to direct work under the contract and act as the approval authority for all things related to this contract.

Contractor – Individual or company whose proposal has been accepted by DRS and is awarded a fully executed, written contract.

Proposal – A formal offer submitted in response to this solicitation.

Request for Proposals (RFP) – Formal procurement document in which a service or need is identified.

2. GENERAL INFORMATION FOR BIDDERS
2.1 BIDDER’S UNDERSTANDING OF THE RFP

In responding to this RFP, the Bidder fully accepts the responsibility to understand the RFP in its entirety, and in detail, including making any inquiries to DRS as necessary to gain such understanding. DRS reserves the right to disqualify any Bidder who demonstrates less than such understanding. Further, DRS reserves the right to determine, at its sole discretion, whether the Bidder has demonstrated such understanding. That right extends to cancellation of award if award has been made. Such disqualification and/or cancellation shall be at no fault, cost, or liability whatsoever to DRS.

2.2 GOOD FAITH STATEMENT

All information provided by DRS in this RFP is offered in good faith. Individual items are subject to change at any time. DRS makes no certification that any item is without error. DRS is not responsible or liable for any use of the information or for any claims asserted therefrom.

2.3 EXISITING TECHNOLOGY ENVIRONMENT

The following is a listing of our current technology environment:

Telephony hardware & software: Avaya (not VOIP)
Multichannel Queue/Routing: Avaya (not VOIP)
Server operating system: Microsoft Windows Server 2008 R2

Authentication/Authorization: Microsoft Active Directory (AD), Active Directory Federated Service (ADFS); Resource Access Control Facility (RACF) 
Client/Server database: Microsoft SQL Server 2008/2012
Desktop operating system: Microsoft Windows 7 Enterprise
Office Productivity Software: Microsoft Office 2010

E-Mail System: Microsoft Exchange Server 2010 – Supports only MS Exchange web services, not POP, MAPI or IMAP for interoperability. Supports SMTP for outbound messages
Enterprise Content Management System: SharePoint 2010 

Web Content Management (WCM) system: Adobe Contribute, Adobe Dreamweaver
Web development tools: Visual Studio – Programming Language: C#

Web server:  Microsoft Internet Information Server (IIS) 7.5 
Mainframe database: Software AG’s ADABAS

Mainframe programming language: Software AG’s Natural Language
Middleware:   IBM Websphere MQ or Software AG’s Entire-X

Imaging system: Open Text Process 360 with custom VB.net application

2.4 MINIMUM QUALIFICATIONS

DRS is soliciting proposals from qualified Bidders possessing the objectivity, experience, knowledge, skills, and abilities to implement KMS software. The Bidder must be licensed to conduct business in the State of Washington and have a verifiable record of successfully providing similar services.  

In addition to the above requirements, the Bidder must meet the following qualifications:

· Have positive references from three (3) successful KMS software implementations, of comparable size to DRS. If the proposal includes multiple parties or vendors, provide references for all parties. Provide references in proposal section 3.5.
· Have the necessary resources to provide any necessary implementation assistance and on-site training as recommended by the Bidder or requested by DRS. Provide statement of resource in Letter of Submittal section 3.1. 
· Hold title, copyright, and other proprietary rights to the proposed software.  Provide statement of ownership or right to sell in proposal section 3.1.
2.5 RFP COORDINATOR
The RFP Coordinator is the sole point of contact in DRS for this procurement. All communication between the Bidder and DRS upon receipt of this RFP shall be with the RFP Coordinator, as follows:
	Name
	Jilene Siegel

	Mailing Address
	P.O. Box 48380

Olympia, WA 98504-8380

	Physical Address
	6835 Capitol Blvd

Tumwater, WA 98501

	Phone Number
	360-664-7291

	Fax Number
	360-753-5397

	Email Address
	jilenes@drs.wa.gov


Any other communication will be considered unofficial and non-binding on DRS. Bidders are to rely on written statements issued by the RFP Coordinator. Communications directed to parties other than the RFP Coordinator may result in disqualification of the Bidder.

2.6 SCOPE OF SERVICES

The minimum scope of services expected to be provided by the Bidder are: 

· Software implementation and/or setup 
· Implementation consultation, if included in negotiated contract
· Department employee training, if included in negotiated contract
2.7 ESTIMATED SCHEDULE OF PROCUREMENT ACTIVITIES

	Issue Request for Proposals
	January 25, 2013

	Questions due
	February 1, 2013

	Answers posted
	February 8, 2013

	Complaints due
	February14, 2013

	Proposals due
	February 22, 2013 

4:00 PM, local time Tumwater, WA

	Evaluate proposals 
	February 25 – March 8, 2013

	Notification of demonstration request 
	March 11, 2013

	Finalist demonstrations (if held)
	March 18 – March 22, 2013

	Apparent Successful Bidder Announcement & notification to unsuccessful bidders
	March 25, 2013

	Last day to request debriefing conference
	March 28, 2013

	Debriefing conferences (if requested)
	March 28 – April 3, 2013

	Protest period
	April 4 - 10, 2013

	Negotiate contract
	March 26 – April 26, 2013

	Begin software installation
	April 29, 2013

	Complete software installation
	June 30, 2013


DRS reserves the right to revise the above schedule.

2.8 QUESTIONS

Specific questions regarding this Request for Proposals must be submitted via email to DRS’s RFP Coordinator by February 1, 2013.  Answers to all submitted questions will be posted to DRS’s public web site and WEBS on February 8, 2013.
DRS shall be bound only to written answers to questions.  An oral response to any question is to be considered unofficial. 
2.9 COMPLAINT PROCEDURE

A potential Bidder may file a complaint regarding the proposal process. Grounds for the complaint may include: 

· The solicitation unnecessarily restricts competition.

· The solicitation evaluation or scoring process is unfair or flawed.

· The solicitation requirements are inadequate or insufficient to prepare a response.
Interested Bidders should note that, if they choose not to file a complaint, they waive their right to file a protest based on the proposal process that could have been raised in a pre-proposal complaint.   

The complaint must be submitted in writing to the RFP Coordinator no later than five business days before the bid response deadline, or February 14, 2013, whichever is later. 


The complaint must contain:

· The complainant’s name, mailing address, telephone number, and e-mail address (if any).

· A clear and specific statement articulating the basis for the complaint.

· A proposed remedy.

DRS will send a written response to the complainant before the deadline for bid submissions. The response will explain DRS’s decision and any steps it will take in response to the complaint. The complaint and the response, including any changes to the solicitation that may result, will be posted on DRS’ website and on WEBS.
2.10 SUBMISSION OF PROPOSALS

All responses to this RFP must arrive via an attachment to an e-mail sent to DRS’s RFP Coordinator by 4:00 p.m. Pacific Standard Time on February 22, 2013. Delivery will be at the Bidder’s sole risk to assure receipt at the designated time. DRS does not take responsibility for any problems in the e-mail.  The Bidder’s name must be entered at either the top or bottom (header/footer) of each page of the response. You will receive e-mail confirmation of receipt of your submission from the Agency’s Contracts Coordinator. If you do not receive confirmation, please call the Agency’s Contracts Coordinator.
Late proposals will not be accepted and will be automatically disqualified from further consideration. All proposals and any accompanying documentation become the property of DRS and will not be returned.

Failure to comply with any part of the RFP may result in rejection of the proposal as non-responsive. DRS reserves the right, however, at its sole discretion to waive minor administrative irregularities.

If submitting multiple solutions, for example SAAS and on-premise, submit each solution in a separate proposal.

2.11 DEMONSTRATIONS
In the selection process, DRS reserves the right to have the top finalists give demonstrations of their proposed software, with data provided by DRS, at DRS’s Tumwater, WA office. Demonstrations by finalists are expected to be held March 18 - 22, 2013. Failure to make oneself available for a finalist demonstration may result in removal from further consideration.
Bidder demonstrations will be scored separately from the written proposals. Commitments made by the Bidder at the demonstration, if any, will be considered binding.  

2.12 PROPRIETARY INFORMATION – PUBLIC DISCLOSURE

DRS complies with chapter 42.56 (the Public Records Act). Materials submitted in response to this RFP become public records as defined by that law. 
All proposals and evaluations are exempt from disclosure until DRS announces the Apparent Successful Bidder. After that announcement, all records related to this procurement are subject to disclosure to the extent provided in the Public Records Act. 
Any information in the proposal that the Bidder clearly designates as proprietary may be exempt from disclosure under the Public Records Act. All Bidder claims of exemption from disclosure under the Public Records Act must be unambiguous and complete, as follows:

· Each page claimed to be exempt must be designated.

· For each claimed exemption, the Bidder must cite the specific exemption in the Public Records Act under which it asserts the exemption claim.

· On each page containing content claimed to be exempt, the Bidder must signify that claim by inserting the word “CONFIDENTIAL,” in 12-point type at the lower right page corner. 
DRS is a public agency. Bidders are expected to understand that fact, and to be reasonable in designating information as exempt from public disclosure. Bidders should not expect exemption claims that are over-broad, vague, or not based on a statutorily-authorized exemption to be afforded exemption under the Public Records Act. Information related to costs and pricing may not be marked as proprietary or confidential.
Marking of the entire proposal as proprietary or confidential will neither be accepted nor honored. 

DRS will comply with the Public Records Act, and it’s Public Records Policy, in responding to all public disclosure requests relating to this procurement process. Any interested Bidder who wishes to receive more information regarding the requirements of this section should contact the RFP Coordinator.

2.13 REVISIONS TO THE RFP

In the event it becomes necessary to revise any part of this RFP, addenda will be published on DRS’s public web site and on WEBS.

DRS also reserves the right to cancel or to reissue the RFP in whole or in part, prior to execution of a contract.

2.14 Americans with Disabilities Act

DRS complies with the Americans with Disabilities Act (ADA).  Bidders may contact the RFP Coordinator to receive this Request for Proposals in an alternate format.

2.15 MINORITY & WOMEN-OWNED BUSINESS PARTICIPATION
In accordance with the legislative findings and policies set forth in chapter 39.19 RCW, DRS encourages participation in all of its contracts by firms certified by the Office of Minority and Women’s Business Enterprises (OMWBE). Participation may be either on a direct basis in response to this solicitation or on a subcontractor basis. However, no preference will be included in the evaluation of proposals and no minimum level of MWBE participation shall be required as a condition for receiving an award. Proposals will not be rejected or considered non-responsive due to the level of MWBE participation. Any affirmative action requirements set forth in federal regulations or statutes included or referenced in the contract documents will apply.
2.16 ACCEPTANCE PERIOD
Proposals must provide ninety (90) days for acceptance by DRS from the date proposals are due to DRS.
2.17 RESPONSIVENESS

All proposals will be reviewed by the RFP Coordinator to determine compliance with administrative requirements and instructions specified in this RFP, as well as to ensure minimum qualifications are met. The Bidder is specifically notified that failure to comply with any part of the RFP may result in rejection of the proposal as non-responsive.

DRS also reserves the right, however, at its sole discretion to waive minor administrative irregularities.

2.18 MOST FAVORABLE TERMS

DRS reserves the right to make an award without further discussion of the proposal submitted. Therefore, the proposal should be submitted on the most favorable terms the Bidder can propose. There will be no best and final offer procedure. DRS does reserve the right to contact a Bidder for clarification of its proposal.

The Bidder should be prepared to accept this RFP for incorporation into a contract resulting from this RFP. Contract negotiations may incorporate some or all of the Bidder’s proposal. It is understood that the proposal will become a part of the official procurement file on this matter without obligation to DRS.

2.19 CONTRACT AND GENERAL TERMS AND CONDITIONS

The Apparent Successful Bidder will be expected to enter into a contract that is substantially the same as the model contract and its general terms and conditions attached as Exhibit 1. In no event is a Bidder to submit its own standard contract terms and conditions in response to this solicitation. The Bidder may submit exceptions as allowed in the Certifications and Assurances section, Attachment A, to this solicitation. DRS will review requested exceptions and accept or reject the same at its sole discretion.
2.20 COSTS TO PROPOSE

DRS will not be liable for any costs incurred by the Bidder in preparation of a proposal submitted in response to this RFP, in conduct of a presentation, or in any other activities related to responding to this RFP.

2.21 NO OBLIGATION TO CONTRACT

This RFP does not obligate the state of Washington or DRS to contract for services specified herein.

2.22 REJECTION OF PROPOSALS

DRS reserves the right, at its sole discretion, to reject any and all proposals received without penalty and not to issue a contract as a result of this RFP.

2.23 COMMITMENT OF FUNDS

The Director of DRS, or delegate, is the only individual who may legally commit DRS to the expenditures of funds for a contract resulting from this RFP. No cost chargeable to the proposed contract may be incurred before receipt of a fully executed contract.

2.24 BILLINGS

The Contractor shall bill DRS at the completion of installation and acceptance testing at the cost agreed upon. DRS will pay the Contractor upon receipt of a properly completed invoice, which shall be submitted to the Contract Manager.  Each invoice must clearly indicate the DRS Contract Number.

Payment shall be considered timely if made by DRS within thirty (30) days after receipt of properly completed invoices. Payment shall be sent to the address designated by the Contractor.

DRS may, in its sole discretion, terminate the contract or withhold payments claimed by the Contractor for services rendered if the Contractor fails to satisfactorily comply with any terms or conditions of the contract.

No payments shall be made by DRS in advance or in anticipation of services or supplies to be provided under the contract.

2.25 INSURANCE COVERAGE 
The Contractor is to furnish DRS with a certificate(s) of insurance executed by a duly authorized representative of each insurer, showing compliance with the insurance requirements set forth below.

The Contractor shall, at its own expense, obtain and keep in force insurance coverage, which shall be maintained in full force and effect during the term of the contract. The Contractor shall furnish evidence in the form of a Certificate of Insurance that insurance shall be provided, and a copy shall be forwarded to DRS within fifteen (15) days of the contract effective date.

Liability Insurance
A. Commercial General Liability Insurance: The Contractor shall maintain general liability (CGL) insurance and, if necessary, commercial umbrella insurance, with a limit of not less than $1,000,000 per each occurrence. If CGL insurance contains aggregate limits, the General Aggregate limit shall be at least twice the “each occurrence” limit. CGL insurance shall have a products-completed operations aggregate limit of at least two times the “each occurrence” limit. CGL insurance shall be written on ISO occurrence from CG 00 01 (or a substitute form providing equivalent coverage). All insurance shall cover liability assumed under an insured contract (including the tort liability of another assumed in a business contract), and contain a separation of insureds (cross liability) condition.
Additionally, the Contractor is responsible for ensuring that all subcontractors provide adequate insurance coverage for the activities arising out of subcontracts.

B. Business Auto Policy: As applicable, the Contractor shall maintain business auto liability and, if necessary, commercial umbrella liability insurance with a limit not less than $1,000,000 per accident. Such insurance shall cover liability arising out of “Any Auto.” Business auto coverage shall be written on ISO form CA 00 01, 1990 or later edition, or substitute liability form providing equivalent coverage.

Employers’ Liability (“Stop Gap”) Insurance
In addition, the Contractor shall buy employers’ liability insurance and, if necessary, commercial umbrella liability insurance with limits not less than $1,000,000 each accident for bodily injury by accident and $1,000,000 each employee for bodily injury by disease.

Additional Provisions
Above insurance policy shall include the following provisions:

1. Additional Insured. The State of Washington, Department of Retirement Systems, its elected and appointed officials, agents and employees shall be named as additional insureds on all general liability, excess, umbrella and property insurance policies. All insurance provided in compliance with this contract shall be primary as to any other insurance or self-insurance programs afforded to or maintained by the State.

2. Cancellation. The State of Washington and DRS shall be provided written notice before cancellation or non-renewal of any insurance referred to therein, in accord with the following specifications.  Insurers subject to 48.18 RCW (Admitted and Regulation by the Insurance Commissioner): The insurer shall give the State advance notice of at least forty-five (45) days prior to cancellation or non-renewal.  If cancellation is due to non-payment of premium, the State shall be given advance notice of at least ten (10) days prior to cancellation.  Insurers subject to 48.15 RCW (Surplus lines): The State shall be given advance notice of at least twenty (20) days prior to cancellation. If cancellation is due to non-payment of premium, the State shall be given advance notice of at least ten (10) days prior to cancellation.

3. Identification. The policy must reference the State’s contract number and the agency name.

4. Insurance Carrier Rating. All insurance and bonds should be issued by companies admitted to do business within the State of Washington and have a rating of A-, Class VII or better in the most recently published edition of Best’s Reports. Any exception shall be reviewed and approved by DRS’ Risk Manager or the Risk Manager for the State of Washington before the contract is accepted or work may begin. If an insurer is not admitted, all insurance policies and procedures for issuing the insurance policies must comply with chapter 48.15 RCW and 284-15 WAC.
5. Excess Coverage. By requiring insurance herein, the State does not represent that coverage and limits will be adequate to protect the Contractor and such coverage and limits shall not limit the Contractor’s liability under the indemnities and reimbursements granted to the State in this contract.

Workers’ Compensation Coverage
The Contractor will at all times comply with all applicable workers’ compensation, occupational disease, and occupational health and safety laws, statutes, and regulations to the full extent applicable. The State will not be held responsible in any way for claims filed by the Contractor or its employees for services performed under the terms of this contract.

3. PROPOSAL CONTENTS

The major sections of the proposal are to be submitted in the order noted below:

1. Letter of Submittal (MANDATORY)
· Proposal description

· Certifications and Assurances (Attachment A)

· Bidder’s Information (Attachment B)

· Statement of Ownership

· Statement of Resources

· Subcontractor Information

2. KMS Solution 
· Features (SCORED)
· Questions (SCORED)
· KMS/CRM Integration (NON SCORED)

3. Technical Solution (SCORED)
4. Bidder Qualifications (SCORED)

5. Bidder References (MANDATORY)
6. Cost Schedule (SCORED) (Attachment C) 
Proposals must provide information in the same order as presented in this document with the same headings. This will not only be helpful to the evaluators of the proposal, but should assist the Bidder in preparing a thorough response.
3.1 
LETTER OF SUBMITTAL (MANDATORY)

The Letter of Submittal and the attached Certifications and Assurances form (Attachment A) must be signed and dated by a person, from each party or vendor, authorized to legally bind the Bidder to a contractual relationship, e.g., the president or executive director if a corporation, the managing partner if a partnership, or the proprietor if a sole proprietorship. 
Along with introductory remarks, the Letter of Submittal is to include: 

· A statement describing the proposed solution including product name, deployment method (SAAS, on-premise)
· Attachment A (Certifications and Assurances)
· Attachment B (Bidder’s Information)
· A statement indicating whether the software is owned by the Bidder or a third party (If the Bidder is not the owner, identify software owner and contact information, owner/Bidder’s licensing terms and the reseller agreement between software owner and the Bidder).
· A statement indicating that the Bidder has the necessary resources to provide any necessary implementation assistance and on-site training as recommended by the Bidder or requested by DRS.  

· The following information regarding any proposed subcontractors:

A. Name, address, principal place of business, telephone number, and fax number/email address of legal entity or subcontractor with whom subcontract would be written. 
B. Name, address, and telephone number of each principal officer (President, Vice President, Treasurer, Chairperson of the Board of Directors, etc.).

C. Legal status of the subcontractor (sole proprietorship, partnership, corporation, etc.) and the year the entity was organized to do business as the entity now substantially exists.

D. Federal Employer Tax Identification number or Social Security number and the Washington Uniform Business Identification (UBI) number issued by the State of Washington Department of Revenue.

E. Location of the facility from which the subcontractor would operate.

F. Identification of any current or former Washington state employees employed or on the subcontractor’s governing board as of the date of the proposal. Include their position and responsibilities within the subcontractor’s organization. If following a review of this information, it is determined by DRS that a conflict of interest exists, the Bidder may be disqualified from further consideration for the award of a contract.

3.2 
KMS SOLUTION SECTION
A. KMS FEATURES (SCORED)
Indicate which of the following features are available and functioning upon installation in the proposed software with no additional cost.
	Software Feature
	Existing Feature?
	Comment/

Description

	1. 1. Search Function – 
2. Ability to search:

· using a word, phrase, partial string, or question;

· using generic (*) and other filters;
· by category or other filters or type of information;

· specific internet and intranet sites, both internal and external;

· multiple native knowledge bases such as current SharePoint sites;
· documents/files outside the KMS such as doc, pdf, rtf, vsd, xml, html etc.; and 
· using additional filters to limit result list or exclude unwanted results.
· Ability to programmatically retrieve data within the KMS with an indexed search and utilize a dynamic website such as rtf, xml, htm
	Yes/No
	

	2. Search Result List – 

Ability to:

· allow administrator to “pin” certain results to the top of the result list;

· prioritize result list based on best match and or most used articles;

· provide a result list that includes both a link to the item and the collateral text surrounding the target search string;

· customize information displayed for each item in the list such as permission groups;

· list all results for internal users only, even if user does not have permission to read the item; and

· save search result lists or use a shortcut to re-find documents.
	Yes/No
	

	3. Authorship and Editorial Controls - Controls within the software for authorship permissions, retention periods, expiration actions, and document auditing settings.
	Yes/No
	

	4. Scalability – Ability to expand the database as content expands and to increase or reduce the number of users as necessary. 
	Yes/No
	

	5. Customer Facing Portal – Ability to provide a customer portal (in addition to the internal portal) on DRS’s Internet site to access knowledge in the KMS or other searchable knowledge which is deemed accessible to the public.
	Yes/No
	

	6. Reporting and Analytics – Ability to give managers a bird’s eye view of activity taking place across multiple features, both customer and agent-facing. For example, analytics can be used to provide a “gap analysis” of where customers/agents are not receiving any relevant articles via specific search terms.
	Yes/No
	

	7. Content Approval Workflow/Routing - 
Ability to: 
· create and submit new or updated content for review; 
· route content for approval; and

· display pending updates and postings for authorized users.
· Ability to search and replace articles/documents easily.
	Yes/No
	

	8. Content Availability – Ability to make content available based on permissions. For example, some content may be available for external customers; some content may only be available for certain internal groups, etc. 
	Yes/No
	

	9. Article Permissions – Ability to designate permission groups and to specify which have access to specific articles within the KMS. 
	Yes/No
	

	10. Content Versioning – Ability to track content and each version, including create, update and posting dates.
	Yes/No
	

	11. Print Function – Ability for users to print content without web and navigation portions of screen.
	Yes/No
	

	12. Update Alerts - Ability to display, update or notify users when articles have been added or updated.
	Yes/No
	

	13. Data Export – Ability to drag, push and/or export data out of the KMS
	Yes/No
	

	14. Email Contact Function – Ability to allow customers to quickly and easily submit questions or comments without accessing an external email application.
	Yes/No
	

	15. Ratings and Commenting – Ability for customers and internal users to rate content and provide feedback on a given piece of content.
	Yes/No
	

	16. Customizable Screen – Ability to adjust screen (e.g. font) for ease of use.
	Yes/No
	

	17. Scheduled Releases - Ability to schedule content releases so that the release is auto-published on a specific date and time.
	Yes/No
	

	18. External Authentication – Ability for external users to create and manage user accounts.
	Yes/No
	


B. KMS QUESTIONS (SCORED)

1. Describe the three (3) best features of your software and how they will benefit DRS. 

2. DRS administers 8 separate retirement systems, which includes 15 separate plans.  The answer to a search question often depends on additional information such as which system and plan the member is in.  For example: Q: When am I vested? For several systems and plans, the answer is the same. For other systems and plans, each will have a different answer.  
a. How would your software accommodate this?  

b. How does your software accommodate multiple follow-up questions? For example: Q: When am I vested? Depends on which system and plan the member is in and when they were first hired.
3. Describe how your software knows that the answer to the search question is in paragraph 2, on page 4 of the LEOFF Plan 1 member handbook (“tagging?” “bookmarking?”)? Describe how it displays that information.
4. DRS has knowledge stored in many diverse locations such as brochures available on DRS’s internet website; documents stored in folders on DRS’s internal network; documents stored in individual internal SharePoint Sites. What steps or process would you propose to move or link to this knowledge into your KMS and ensure that it is easy to find and understand?
5. DRS has compiled a list of frequently asked questions and answers that our contact center will need to quickly access to respond to customers. Most of the answers are also available in various DRS publications. DRS expects that this information would be the beginning entries in our KMS. How would you advise adding the Q&A into the KMS?
6. Describe the process and time needed to convert a 2-page brochure into the KMS. See example brochure in Exhibit 3.
7. DRS’s goal is to have information in only one place to ensure that everyone is using the same information and that all information is always up-to-date. Describe how that can be accomplished using your software.

8. Provide a description of the implementation support you will provide for DRS team members, including users, administrators and technical support.

9. Provide a description of the recommended training you will provide for DRS team members, including users, administrators and technical support.

C. KMS/CRM INTEGRATION (NON SCORED)

1. Describe how your software would integrate with Customer Relationship Management Software.
2. Describe how your software can be used to search for information on our partners’ websites.
3.3 TECHNICAL SOLUTION (SCORED)

A. Provide a statement that your proposed software will integrate with DRS’s environment.

If proposal is a hosted solution:

· Authentication/Authorization: Microsoft Active Directory (AD) – If Single Sign-On then ADFS; Resource Access Control Facility (RACF) for Mainframe
If proposal is an on-premise solution:

· Server operating system: Microsoft Windows Server 2008 R2 (or newer).

· Authentication/Authorization: Microsoft Active Directory (AD) – If Single Sign-On then ADFS; Resource Access Control Facility (RACF) for Mainframe
· Client/Server database: Microsoft SQL Server 2008 (or newer)
· Desktop operating system: Microsoft Windows 7 Enterprise
· E-Mail System: Microsoft Exchange Server 2010 – Supports only MS Exchange web services, not POP, MAPI or IMAP for interoperability.  Supports SMTP for outbound messages.

· Web server:  Microsoft Internet Information Server (IIS) 7.5 

B. Provide a description of the Technical Support you will provide during implementation including any on-premise consultation.  

C. Provide a description of how your product stores data. If proposal is a hosted solution include the location of your data storage and your service level (up-time percentage) delivery. 

D. Provide a statement of your product’s ability to enable internal users to authenticate only once (through DRS’s network portal) to access various systems in the agency.
E. Provide a description of services provided for disaster recovery and/or business resumption. Include roles and responsibilities.
F. Provide a description of the software standards for support and maintenance. Clearly demonstrate adequate problem support and ongoing software upgrade releases.  Describe:

· How often upgrades have been released in the last 5 years.

· The policy on supporting past versions once a new version is released.

· Remote diagnostic support provided.

G. Provide a description of the on-going Technical Support you will provide with the software. At a minimum, this should cover standard business hours, that is, Monday through Friday, 8:00 AM to 5:00 PM PT.

H. Provide a description of the typical internal maintenance requirements to support the proposed software. Indicate the ongoing system management and operational requirements.

I. Provide a description of your software licensing structure. Include available levels and/or tiers, license types, length of licenses, etc. 
J. Describe your software’s expected response times with consideration to DRS’ location.
3.4 BIDDER QUALIFICATIONS (SCORED)

All Bidders included in the proposal must provide the following information in order for their proposal to be considered:

A. A brief outline of the bidding company and service offered, including:

· Full legal name of the company.

· Number of people currently employed.

· Income statement and balance sheet for each of the two most recently completed fiscal years certified by a public accountant.

B. An outline of the product line-up currently supported.

C. A description of your geographic reach and market penetration.

D. An outline of your partnerships and relationships to date.

E. Information on current software clients, including:

· Total number of current clients.

· A list of clients with similar needs using the same software. 

3.5 BIDDER REFERENCES (MANDATORY)

Provide three (3) positive references for each party represented in the proposal, from successful KMS software implementations of comparable size to DRS, including:

· Contact Information

· Nature of reference’s business

· Evidence of size and complexity of installation 
3.6 COST PROPOSAL (SCORED)

It is DRS’s desire to enter into a fixed price contract for a KMS solution. DRS currently has delegated authority to enter into a contract not to exceed $500,000 over the life of the contract.
Using Attachment C: Cost Schedule, provide a Six-Year Total Cost Summary for your proposed solution. If submitting multiple solutions, for example SAAS and on-premise, submit each solution in a separate proposal.

Include any recommended implementation consultation and/or training in your cost proposal; describe what is included in each of your “Costs” following the Cost Summary Chart.
In order to make valid comparisons across cost proposals, please assume the following parameters:
· 3 internal users with administrative rights (ability to grant permissions)

· 10 internal users with permission to approve and post articles, or link to and tag existing items (i.e. publications posted on DRS internet)
· 12 internal users with permission to create and update articles

· 230 internal users with read only access, but with the ability to use all search functions in section 3.2.A.1
· 4000 external page views/month with read only access to public documents

The evaluation process is designed to award this procurement not necessarily to the Bidder of least cost, but rather to the Bidder whose proposal best meets the requirements of this RFP. However, Bidders are encouraged to submit proposals that are consistent with state government efforts to conserve state resources.

Six-Year Total Cost Summary 

For each proposed solution (e.g., hosted on-premise, SAAS), provide a six-year cost summary as displayed in Attachment C using the parameters stated above. Additionally, provide a detailed description for each cost type that applies to your proposal. Include a list of each item or aspect of the cost type.

4. EVALUATION AND CONTRACT AWARD
4.1 EVALUATION PROCEDURE

Responsive proposals will be evaluated strictly in accordance with the requirements stated in the solicitation and any addenda issued. An evaluation team, designated by DRS, will determine the ranking of the proposals.

4.2 
CLARIFICATION OF PROPOSAL

The RFP Coordinator may contact the Bidder for clarification of any portion of the Bidder’s proposal.

4.3 
EVALUATION WEIGHTING AND SCORING

Proposals not meeting the mandatory requirements will not be scored. 
The following weighting will be used to score the written proposals.
· KMS Solution Features
15 percent
· KMS Solution Questions
20 percent

· Technical Solution
25 percent

· Bidder Qualifications
15 percent

· Cost Proposal
25 percent

DRS, at its sole discretion, may elect to select the top scoring Bidders for a demonstration of the proposed software. Bidder demonstrations, if any, will be scored separately from the written proposals. Both the written proposal and the demonstration, if any, will be factors in the final determination. Commitments made by the Bidder at any time during prior to contract execution will be considered binding.  

4.4 
NOTIFICATION TO BIDDERS
Notice of an Apparent Successful Bidder will be posted on DRS’ web site and on WEBS.  Bidders whose proposals have not been selected for further negotiation or award will also be notified by email.
4.5 
DEBRIEFING CONFERENCE
After DRS has notified Bidders of the Apparent Successful Bidder, an unsuccessful Bidder may request a debriefing conference. The RFP Coordinator must receive the request no later than March 28, 2013, or the third business day after notification of the Apparent Successful Bidder, whichever is later. 

DRS will hold the debriefing conference within three business days of the request, unless it extends that time period and explains to the requester the reason(s) for the time extension. The debriefing conference will be scheduled for a maximum of 30 minutes. It may be conducted in person or on the telephone. 

The purpose of the debriefing conference is to give the Bidder insight into how its proposal might have been stronger, and might have better met the RFP requirements. The scope of the debriefing conference will be limited to the Bidder’s proposal, and how that proposal might be improved in any future procurement process. The debriefing conference will not include a comparison to other proposals, or among proposal scores or evaluations. 

Bidders should note that the protest provisions allowed under this RFP are only available to those Bidders who have timely requested and participated in a debriefing conference. A Bidder who fails to do so waives its right to protest.  
4.6 PROTEST PROCEDURE
No protest may be submitted until after DRS has announced the Apparent Successful Bidder. After that announcement, an unsuccessful Bidder who timely requested and participated in a debriefing conference may file a protest.
DRS reserves the right to reject, without consideration, any protest that does not comply with any requirement in this section.
The protest must be filed with the RFP Coordinator within five business days after the completion of the protester’s debriefing conference. 


DRS will only consider a protest if it is factually and unambiguously based on one or more of the following grounds: 

· Errors in the scoring of the protester’s bid.

· Failure to follow RFP procedures.

· Failure to follow applicable law or rule.

· Bias, discrimination, or conflict of interest negatively affecting the protester’s evaluation or interests.

The protest must be written and signed by a person authorized to bind the protester to a contractual relationship. If a protest is submitted electronically, a hard copy, with original signature(s), must be mailed to the RFP Coordinator on the same day of electronic transmission. 

The protest must contain:
· The name, mailing address, telephone number, and e-mail address of the person responsible for submitting the protest.

· A clear and factually specific statement of the ground(s) for the protest.

· A complete and specific statement of the relief or corrective action requested.

Protest process: 


A. A person who was not involved in the solicitation process will objectively review the information submitted by the protester, as well as other relevant facts known to DRS.


B. If a protest directly affects another Bidder’s interests, DRS will give that Bidder an opportunity to submit its views and any relevant information to the RFP Coordinator.
C. DRS will resolve the protest by making appropriate findings and deciding on an appropriate course of action. DRS may find, for example, that: 
· The protest lacks merit, and the procurement process will be upheld.

· Only technical or harmless errors occurred, which had no significant effect on the fairness or legality of the procurement process, and the procurement process will be upheld.

· The protest has merit, and DRS will take corrective action, such as reevaluating all bids, cancelling the RFP, or reissuing the RFP. 

D. DRS will send its written response to the protester within ten business days after receiving the protest, unless it extends that time period and explains the reason(s) for that extension to the protester.

5. RFP ATTACHMENTS AND EXHIBITS

5.1 RFP ATTACHMENTS

Attachment A
Certifications and Assurances Form

Attachment B
Bidder’s Information

Attachment C
Cost Schedule

5.2 
RFP EXHIBITS

Exhibit 1
Model Information Technology Contract for Software 
Exhibit 2
Directions to DRS
Exhibit 3 
Sample Brochure
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