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Amendment 001
Questions from Bidder Conference — February 5, 2013
Question 1:

Would the successful bidder be able to take on the existing team members or would they have to staff
from scratch?

Answer 1:

The successful bidder’s transition plan could take into account the existing team members. These team
members are not employees of Service Canada; they are employees of the current contractor. It would be
the responsibility of the successful bidder to make arrangements with the current contractor with regard to
the existing team members.

Question 2:

Is the successful bidder required to provide any IT infrastructure?

Answer 2:

No additional IT infrastructure is required. The software, infrastructure and telecommunications required to
operate and deliver the services in the proposed requirement is provided. If contractor requires something
specific for their management team then the contractor is responsible and we would need to work with this
as part of the transition as we cannot combine and link the two networks together. The contractors
software and IT infrastructure is independent of the Service Canada infrastructure.

Question 3:

Do you record all calls?

Answer 3:

Recording of calls is not performed. Only silent monitoring.

Question 4:

Can you elaborate on the silent monitoring?

Answer 4:

Performed by individuals within the teams. Dual headsets are provided. Feedback is provided to the
information officer.

Question 5:

Verent and Nortel Call Centre Mgmt and Centrex. Are these available from the incumbent or does the
successful bidder bring their own systems? Who does the maintenance?

Answer 5:

These are available to the successful bidder. Government provides the maintenance.
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Question 6:

Call forecasting plans. Is that done in-house?
Answer 6:

Call forecasting is done by Service Canada and then provided to the Contractor to manage. The work is
authorized through resource requests which identify the forecasted resource requirements.

Question 7:

When are resource requests provided to the Contractor?

Answer 7:

During the transition period in as a new Contractor, the resource requirements would be provided one to
three months (at minimum) prior to start of contract and the Contractor would be provided with all the
information. In advance of each Fiscal year, the Contractor is provided with the estimated resource
requirements for the year for 1-800 O Canada, existing business and new business that would be coming
for the upcoming fiscal year. On an ongoing basis and for ad-hoc requirements, as much lead time as
possible is provided. Advance notice can sometimes be limited

Note: See section 2.5 and 4.3 of the statement of work.

Question 8:

What is the expected turnaround time for a new Program?

Answer 8:

This will vary depending on the requirement and resources required. In some cases it can be extremely
quick and in other cases there is time for planning.

Note: See section 2.5 and 4.3 of the statement of work.

Question 9:

Regarding the 1550 Carling location. What is difference between that location and 47 Clarence?
Answer 9:

The operation is the same with additional capacity for 1-800 O Canada or for new projects.
Question 10:

What is the capacity at 47 Clarence?

Answer 10:

The combined capacity with 1550 Carling and 47 Clarence is 3.5 M calls annually. Number of seats is
346 at 47 Clarence and 64 at 1550 Carling. This includes the Information Management Centre Team.
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Question 11:

Is the Contractor responsible for managing both sites?

Answer 11:

Yes. Right now there is 47 Clarence, 1550 Carling and there may be future sites.
Question 12:

Is there an office available for the Contractor at 1150 Carling?

Answer 12:

Yes if required.

Question 13:

What is the timing and location for a potential third site? If the Contractor finds the space, would the
Contractor be responsible for the cost?

Answer 13:

We should be confirming a third site within the next few months. The space is managed by PWGSC. The
Contractor is not responsible for finding or paying for the cost for any site locations.

Question 14:
Would that mean more resources for a 3 location?
Answer 15:

Projects could be moved. In most cases it is to accommodate additional requirements for additional
projects. Could be a combination of both new resources and moving of existing resources.

Question 16:

What is the Contractors responsibility for IT security?

Answer 16:

There is no IT security requirement in the RFP. The security requirements are for personnel only. Service
Canada manages their own systems and is responsible for their own IT security. The Contractor is
responsible for their systems.

Question 17:

What is the ratio of full time to part time staff within the 170 employees currently?
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Answer 17:

That is on 1-800 O Canada’s side only. At present it is approximately 60% full time and 40% part time.
Note that Service Canada is not responsible for Contractors staff. It is up to the Contractor to staff to
meet the requirements.

Question 18:

What is the average tenure of staff?

Answer 18:

Service Canada is not responsible for Contractors staff. This is proprietary information of the incumbent.
Question 19:

Bill 139. How is this risk managed? For notice and severance. Will Service Canada pay severance?
Answer 19:

Service Canada is not responsible for Contractors staff.

Question 20:

What is the average length of training for a new agent?

Answer 20:

It depends on the program. 1-800 is 2 weeks of in class with an additional 2 weeks of lab work. Other
training is dependent on the nature of the project, tools required and subject matter. For example,
customer service training is 1 day. Training for tools could be .5 days. Subject matter training varies
depending on the service to be delivered.

Note: See Section 5.0 of the statement of work

Question 21

Is the training billed back?

Answer 21:

Yes there is a trainee-billing rate. See Annex B, section B2.

Question 22:

Training for in-house systems, is that training done by SC or is that the contractor responsibility?

Answer 22:

SC provides training material but the supplier delivers training.

Page 5 of - de 8



Solicitation No. - N° de l'invitation Amd. No. - N° de la modif. Buyer ID - Id de I'acheteur

(G9420-120003/B 001 cy007
Client Ref. No. - N° de réf. du client File No. - N° du dossier CCC No./N° CCC - FMS No/ N° VME
G9420-12-0003 cy007G9420-120003

Question 23:

Rates of pay. Do those include benefits?
Answer 23:

The minimum rates of pay as outlined in Annex C are the minimum hourly wage rates payable to the
employee(s).

Question 24:

What is the ratio of staff to supervisor?

Answer 24:

Depends on level of complexity could be 10 to 15 per supervisor which is generally standard.
Question 25:

What is the language volume split?

Answer 25:

All staff are currently bilingual.

Question 26:

What is the split in volume of calls for each language?

Answer 26:

For 1-800 O-Canada, the split is 75% English and 25% French.
Question 27:

Is service level measured by language or overall?

Answer 27:

Overall

Question 28:

Is service level managed by interval, day, month week etc.
Answer 28:

It is measured by interval, day, month and by year. Standard is by month. Reports are monthly. The key
public indicator is done on a yearly basis.

Page 6 of - de 8



Solicitation No. - N° de l'invitation Amd. No. - N° de la modif. Buyer ID - Id de I'acheteur

(G9420-120003/B 001 cy007
Client Ref. No. - N° de réf. du client File No. - N° du dossier CCC No./N° CCC - FMS No/ N° VME
G9420-12-0003 cy007G9420-120003

Question 29:

If SC was to provide an Integrated Voice Response (IVR) option, is that for the contractor to decide or is
that for SC to decide?

Answer 29:

That would be through SC. It is not a requirement for this solicitation.
Question 30:

Social media monitoring — is that a tool for the contractor to provide?
Answer 30:

No SC provides it. Itis media monitoring rather than social media monitoring.
Question 31.:

Who is responsible for background checks for new hires?

Answer 31:

Contractor. The employees are the contractors employees.

Question 32:

Rates of pay do not indicate what is included. Are benefits included?
Answer 32:

See answer 23.

Question 33:

Non-performance credits. Is there a ceiling? Is it cumulative and does it apply to the monthly
management fee only?

Answer 33:

There is no ceiling. It is cumulative and applies to the monthly management fee.
Question 34:

Would you consider extending the closing date?

Answer 34:

No.

Question 35:

What is the process for asking questions?
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Answer 35:

Email the contracting authority at susan.Westall@pwgsc.gc.ca
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Introduction

This is a solicitation for telephone referral/contact centre services for
the Canada Enquiry Centre

Purpose of the Bidders Conference is to provide bidders with an
understanding of the requirements with the opportunity to ask
questions

Purpose of the Site Visit is to provide an overview of the operational
environment

This Bidders Conference is being recorded

Round table introduction, role call for teleconference attendees H
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Contract Situation

= Since 1982, the Canada Enquiry Centre (CEC) has been managing a
private-public service delivery arrangement by following the competitive
processes through PWGSC’s Procurement Services. The competitive
process is followed, on average, every five years to ensure best value
for the crown and the appropriate service delivery standards.

= CEC'’s service delivery contract is a flexible mechanism used to meet
fluctuating service delivery requirements on demand. There are no set
thresholds or commitments against this contract.
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Services

1 800 O-Canada

= Acts as the first point of contact for information on Government of Canada (GC) programs,
services and initiatives

=  Supports key GC advertising and communication activities
=  Supports GC communication needs in crisis situations

Customized Information Services:
=  Provides turnkey communication solutions for GC organizations
= Supports GC communication strategies

Information Management Centre:

= Responsible for maintaining the extensive information holdings that support the 1 800 O-
Canada and CIS services, as well as the Web and In-Person channels

= Responsible for ensuring linguistic quality of material produced by the IMC and providing
editing and translation services to internal clients

.mom:3ma_mo:mam__<cmmmmﬁo;mém:mb.%mﬁmme_io_,:,_mzo::o_%:@mm:%o::m::m
generate calls '<
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1 800 O-Canada Initiatives

In 2011-2012 the 1 800 O-Canada service supported over 20 GC
communication initiatives including:

= Apprenticeship Grants = Healthy Pregnancy
= Budget 2011 = |mmigration Fraud
= Be Aware and Declare = Jobs & Growth

= Canada Education Savings Plan = Jobs of Tomorrow

= Canadian Air Transportation
Security Authority

= Canadian Wheat Board
Division of Aging and Seniors

National Anti-Drug Strategy

A Parent's Guide to Immunization
Radon Campaign

Registered Disability Savings Grant

= ecOENERGY = Secure Certificate of Indian Status

= Elder Abuse 2011 & 2012 = Services for Seniors Guide

= Emergency Preparedness = Services to Newcomers

= Food Safety = Speech from the Throne

= Growing Forward 2 = Your Crop, Your Choice (o

= Hazardcheck ——__§
Bl Qocvorom Temoewiee Canada

Canada Canada
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Service Delivery Business Model

CSB / Integrated Channel Management Directorate

Canada Enquiry Centre WEB In-Person

CONTACT CENTRE OPERATIONS INFORMATION MANAGEMENT » My Service » Functional direction
= 1800 O-Canada: first point of CENTRE Canada Account and support to

contact regarding GC programs, » Management of extensive = Canada Site regional points of

services, initiatives information holdings of over4,500 « Service Canada services
+ Customized Information Services: GC programs, services, and Site

specialized contact services for initiatives  Intranet

other GC departments

» Functional Direction » Resource and Service Fulfillment
* Service Levels » Adherence to Standards
» Resource Demand » Reports, Invoices

Contractor Operations Management Team (OMT)

CONTACT CENTRE RESOURCES: INFORMATION MANAGEMENT CENTRE RESOURCES:
= 1800 O-Canada Service » Information Management Services (IMS)
» Customized Information Services (CIS) - Editing and Linguistic Services (ELS)
» Training Team = Distribution
« Operations Support Unit (OSU)

Contractor Resources H
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Service Quality Measures

1 800 / CIS Quality Measures

=Quantitative: ._._BQ__:mmmq_>oom.wm5=:<
=Qualitative: = Courtesy, Responsiveness, Accuracy, Caller Satisfaction

Information Management Centre Quality Measures
*Email responses

=Yearly information update

=Call-backs

=[nformation maintenance

=Editing and translation

=|nternet and media monitoring

i+l
- * - Public Works and Travaux publics et Ombm-gm
Govemnment Services Services gouvemementaux

Canada Canada



epeue) epeue)

.m .m xnejusswaanob seoies SE0IAIBS JUBWILIBAOD)
: -HV qmo 18 sonand xneaesL pue SHIOM dMlqnd - * -
L

a)ey 10415 3210AU|
suoljel}oadxg asuew.oliad
BuLiojiuoO\ aA3RMEND
Bunoday Ajpwi
AjjigejieAy 921n0Say
ajey JaAouun |
JUBWIINIODY

slojedipu| aduewaopdd Aoy




Current Technology

Tools

*\Work Force Management (WFM) tools: Verent's WFM v11
=Information Retrieval tools: IMPACT, in-house developed application
*Information Management tools: IMS, in-house developed application

*Monitoring tools: Electronic Monitoring System, in-house developed
application

Infrastructure

»Telecommunications: Nortel's Call Centre Management Information
System v6.0

»Telephone Network: Centrex
»Teletype Writer (TTY): Nxi's NTS
*Intravision
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IMPACT - Canada Enquiry Centre
Flle Edt Tools Distribution Action Window Help

les|z|ln=|v 2l

&

1 1 800 D-Canada - Transaction (New 1) i
moﬂn.._qﬁmﬂas _ g_ga_g_nmg_ Extenal Comment ] Internal Comment _

e ]

Look For information containing Keyword(s):

— | [FodD RECALL

| FooD RECALL

In this Language:

| @Engish OpFrench

Within this Scope:

General

Keyword

Program / Organization
MP Name

MP Riding

MP Responsibility
Foreign Representative

I

Search Cear

m;w Canadian Food Inspection Agency (CFIA)
& food supply, safety, recalls, animal health, consumers rights
& Office of Complaints and Appeals

& food, safety
& recalls, allergies, health hazards, alerts, warnings, list, on-line notifications, Web site
%5 Office of Food Safety and Recall
& recalls, allergy alerts, warnings, e-mail notifications, subscription, Web site
& recalls, warnings, reporting, on-line resources, links, Web site
(% Food Safety
& health
& safety, food, consumer products, vehicles, travel, advisories, warnings, recalls, Web site
% Healthy Canadians

3 Canadian Food Inspection Agency
3 Office of the President
&3 Operations
3 Office of Food Safety and Recall
[ office of Food Safety and Recall

YA

AR otal Transactions for Today: 0
w_um& T fﬁa LARISSA.DUNN ] ..wgqsﬁﬁ.npoﬁhdg i _gg _[e013-02:08 9:15:01AM
_ﬁ@.ru |_5§ ~Mabox - Dun _Uﬁmsansﬁ_éa __*aizu ‘Canada Eng... @cogi&:qg _ oﬂ.aousall__l_&uﬁrz_ .
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view - Lines 1-31 of 76

s Help

AAA-OCAN - ACD Group Performance
Interval Report

Date: 62765713 Time: 18:54:48
‘ A1l Day: B82/61/13

INTUL SRU  CALLS CALLS CALLS NUM CALLS CALLS AUG NUM TOTAL AUG

LUL OFFRD ACCPT DFLCT NS ANSWD ABAND ACD RCU DN AGT
4 CALLS TALK RAN CALLS
TIHE
SEC
199 86:15 108 a 8 a8 8 8 8 8 8 a 2
86:38 160 1 1 ¢} 8 1 8 8 8 8 3
86:45 160 a a 8 8 8 8 8 8 8 4
87:88 10840 15 15 8 8 15 B 146 8 8 6
87 :15 188 11 11 8 8 11 8 138 8 8 6
87:308 168 19 19 8 8 19 8 282 8 8 8
87:45 1080 28 28 8 8 28 8 168 8 a 9
68:0868 1080 77 77 8 8 77 8 164 8 8 34
g8:15 100 183 163 8 8 183 8 216 8 1 48
68:38 1080 186 186 8 8 186 8 237 8 8 43
88:45 160 139 139 8 8 139 8 238 8 8 58
g2:86 186 146 146 8 8 146 8 268 8 8 67
g9:15 160 151 151 8 8 158 1 369 8 3 69
§9:38 180 178 178 8 8 178 8 268 8 B 76
g9:45 180 191 191 a 8 191 8 275 8 1 74
16:08 1080 286 286 a 8 285 1 283 8 1 889
18:15 180 289 289 a 8 289 8 268 8 1 84
16:38 160 286 286 a g 206 8 269 ) 1 MM
18:45 180 287 286 a 5] 284 2 275 8 8 87
11:80 168 255 256 a8 8 252 4 2889 8 1 99
11:15 188 251 251 (§] 8 251 8 236 8 g 1684
11:38 168 274 274 a 8 274 8 249 8 1 118
11:45 1686 227 227 a8 a8 226 1 287 8 g 118
12:080 168 272 272 (§] 8 271 1 243 8 1 1685
12:15 83 385 363 <} (S 388 3 252 4y 2 95
12:30 160 238 238 <} ¢ 238 8 233 g 1 89
12:45 166 211 211 (¢] 8 218 1 276 8 8 96
13:60 166 239 239 ¢] 8 238 1 278 8 1 183
13:15 188 254 254 ({] [{} 254 8 261 8 1 183
13:38 186 252 251 a 8 258 1 279 8 8 185
a g 3 9 a

13:45 96 285 268
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Site Visit Rules

NO talking during the tour;

NO questions to Quantum employees or to the guide;
NO papers, food, drinks can be taken into the work area;
NO business cards are to be distributed; and,

NO mobile electronics or camera usage allowed (voice, pictures,
video, text)

NO interaction with anyone will be permitted during the tour.

oo =

Anyone not respecting the rules will be asked to leave the tour and will
be escorted back to the Conference room.

Questions will be addressed back in the Conference room.

Bidders teleconferencing in are reminded to call again at xxx after ﬁ_,_mH
__ site visitfor the Q&A session. —

i+l
- * - Public Works and Travaux publics et Ogm..mm.
Govermnment Services Services gouvernementaux

Canada Canada
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