X

Elections Canada

Procurement and Contracting Services
30 Victoria Street

Gatineau, Quebec K1A OM6
proposition-proposal@elections.ca

INVITATION TO QUALIFY

Office of the Chief Electoral Officer File No.:

ECTD-ITQ-16-0192

Title: Date:

Managed Services Contact

November 24, 2017
Centre

Invitation to Qualify Closing Date:

January 3, 2018 at 2:00PM (Gatineau time)

Respondent’s Name:

Address:

Tel No.:

E-mail:

IN WITNESS WHEREOF, the response to this Invitation to
Qualify has been duly executed on behalf of the

Respondent by the hands of its officer duly authorized in
that behalf

signature of authorized signatory

print name of authorized signatory

print title of authorized signatory

Date:

ENQUIRIES - address enquiries to:

Office of the Chief Electoral Officer of Canada
Procurement and Contracting Services

30 Victoria Street

Gatineau QC K1A OM6

proposition-proposal@elections.ca

Attention: Tel No.:

Tiffany Denneny 819-939-1481

RETURN RESPONSES TO:

Elections Canada ITQ Response Receiving Unit

c/o Business Centre
30 Victoria Street
Gatineau QC K1A OM6
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INVITATION TO QUALIFY (ITQ)
FOR THE PROCUREMENT PROCESS FOR
Managed Services Contact Centre

This Invitation to Qualify (“ITQ”) contains the following documents:

PART 1.
PART 2.
PART 3.
PART 4.
ANNEX A:
FORM 1:
FORM 2:
PART 5.
PART 6.
PART 7.
ANNEX A:
ANNEX B:
ANNEX C:
ANNEX D:

GENERAL INFORMATION

RESPONDENT INSTRUCTIONS

RESPONSE PREPARATION INSTRUCTIONS

EVALUATION PROCEDURES AND BASIS OF QUALIFICATION
ITQ MANDATORY EVALUATION CRITERIA

RESPONSE SUBMISSION FORM

PROJECT REFERENCE CHECK FORM

CERTIFICATES

SECURITY

REVIEW AND REFINE REQUIREMENTS INSTRUCTIONS

HIGH LEVEL REQUIREMENTS

ANTICIPATED HIGH LEVEL REVIEW AND REFINE REQUIREMENTS (RRR) PROCESS
DEFINITIONS

PRELIMINARY SECURITY REQUIREMENTS CHECKLIST (SRCL)
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Part 1. General Information
1.1 Code of Conduct for Procurement

1.1.1 To comply with the Code of Conduct for Procurement, Respondents must respond to an
Invitation to Qualify (ITQ) in an honest, fair and comprehensive manner, accurately reflect
their capacity to satisfy the requirements stipulated in the ITQ. By submitting a response, the
Respondent is certifying that it is complying with the Code of Conduct for Procurement. Failure
to comply with the Code of Conduct for Procurement will render the response non-responsive.

1.1.2 Respondents acknowledge that, to ensure fairness, openness and transparency in the
procurement process, the commission of certain acts or offences will render them ineligible to
be awarded a contract. Elections Canada will declare non-responsive any response in respect
of which the information herein requested is missing or inaccurate, or in respect of which the
information contained in the certificates contemplated in this Section 1.1 is found to be
untrue, in any respect, by Elections Canada. If it is determined, after Contract award, that the
Respondent made a false declaration or certification, Elections Canada will have the right to
terminate for default the resulting Contract. The Respondent and any of the Respondent’s
Affiliates will also be required to remain free and clear of any acts or convictions specified
herein during the period of any contract arising from any ensuing solicitation. Elections
Canada may verify the information provided by the Respondent, including the information
relating to the acts or convictions specified herein, through independent research, use of any
government resources or by contacting third parties.

1.1.3 By submitting a response, the Respondent certifies that no one convicted under any of the
provisions under Paragraphs 1.1.3(a) or (b) is to receive any benefit under a contract arising
from any ensuing solicitation. In addition, the Respondent certifies that except for those
offences where a criminal pardon or a record suspension has been obtained or capacities
restored by the Governor in Council, neither the Respondent nor any of the Respondent’s
Affiliates has ever been convicted of an offence under any of the following provisions:

(a) Criminal Code of Canada, R.S.C. 1985, c. C-46:
i. section 121 (Frauds on the government and contractor subscribing to election
fund);
ii. section 124 (Selling or Purchasing Office);
iii. section 380 (Fraud committed against Her Majesty);
iv. section 418 (Selling defective stores to Her Majesty);
v. section 462.31 (Laundering proceeds of crime);
vi. section 467.11 to 467.13 (Participation in activities of criminal organization);

(b) Financial Administration Act, R.S.C. 1985, c. F-11:
i. paragraph 80(1)(d) (False entry, certificate or return);
ii. subsection 80(2) (Fraud against Her Majesty);
iii. section 154.01 (Fraud against Her Majesty);
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(c) Competition Act, R.S.C. 1985, c. C-34:
i. section 45 (Conspiracies, agreements or arrangements between competitors);
ii. section 46 (Foreign directives);
iii. section 47 (Bid Rigging);
iv. section 49 (Agreements or arrangements of federal financial institutions);
v. section 52 (False or misleading representation);
vi. section 53 (Deceptive notice of winning a prize);

(d) Income Tax Act, R.S.C. 1985, c-1:
i. section 239 (False of deceptive statements);

(e) Excise Tax Act, R.S.C. 1985, c. E-15:
i. section 327 (False or deceptive statements);

(f) Corruption of Foreign Public Officials Act, S.C. 1998, c-34:
i. section 3 (Bribing a foreign public official);

(g) Controlled Drugs and Substance Act, S.C. 1996, c-19:
i. section 5 (Trafficking in substance);
ii. section 6 (Importing and exporting);
iii. section 7 (Production of substance).

1.1.4 In circumstances where a criminal pardon or a record suspension has been obtained or
capacities restored by the Governor in Council, the Respondent must provide with its
response a certified copy of confirming documentation from an official source. If such
documentation has not been received by the time the evaluation of responses to this ITQ is
completed, Elections Canada will inform the Respondent of a time frame within which to
provide the documentation. Failure to comply will render the response non-responsive.

1.1.5 Respondents understand that Elections Canada may at its sole discretion pursue a separate
procurement process with a supplier who has been convicted of an offence enumerated
under Paragraphs 1.1.3 (c) to (g), or with an Affiliate who has been convicted of an offence
enumerated under Paragraphs 1.1.3 (c) to (g), when required to do so by law or legal
proceedings, or when Elections Canada considers it necessary to the public interest for
reasons which include, but are not limited to:

(@) only one person is capable of performing the Contract;
(b) emergency;

(c) national security;

(d) health and safety; or

ITQ vl — February 2017 4 of 60


http://laws-lois.justice.gc.ca/eng/acts/C-34/
http://laws-lois.justice.gc.ca/eng/acts/I-3.3/
http://laws-lois.justice.gc.ca/eng/acts/E-15/
http://laws-lois.justice.gc.ca/eng/acts/C-45.2/
http://laws-lois.justice.gc.ca/eng/acts/C-38.8/

1.1.6

1.1.7

1.2

121

1.2.2

1.2.3

124

1.2.5

ECTD-ITQ-16-0192
Managed Services Contact Centre

(e) economic harm.

Elections Canada reserves the right to impose additional conditions or measures to ensure the
integrity of the procurement process.

By submitting a response, the Respondent certifies that neither the Respondent nor any of
the Respondent’s Affiliates have directly or indirectly paid or agreed to pay, and will not
directly or indirectly pay a contingency fee to any individual for this ITQ or any ensuing
solicitation or eventual, Contract if the payment of the fee would require the individual to file
a return under section 5 of the Lobbying Act.

The Respondent acknowledges and agrees that the certifications contemplated must remain
valid during the period of the resulting Contract arising from any subsequent solicitation.

Introduction

This ITQ is the first phase of a procurement process by Elections Canada for Managed Services
Contact Centre. This ITQ process is not a solicitation or tender for proposals. No contract will
be awarded as a result of activities conducted during the ITQ phase. Respondents are invited
to pre-qualify in accordance with the terms and conditions of this ITQ in order to become
Qualified Respondents for any later phases of the procurement process. Only Qualified
Respondents who meet the mandatory ITQ requirements will qualify and be permitted to
participate in any subsequent solicitation issued as part of the procurement process.

Elections Canada may run a second qualification round in accordance with the process
outlined in Section 4.5 if the first round of the ITQ does not, in Elections Canada’s sole
discretion, result in a sufficient number of Qualified Respondents.

This ITQ or the anticipated solicitation may be cancelled by Elections Canada in part or in its
entirety at any time and it may not result in the subsequent procurement process described in
this document. Respondents and Qualified Respondents may withdraw from the ITQ at any
time by providing written notification to the Contracting Authority. Therefore, Respondents
who submit a response to the ITQ may choose not to respond on any subsequent solicitation.

Elections Canada reserves the right to cancel any of the preliminary requirements included as
part of the requirement at any time during the ITQ or any other phase of the procurement
process.

Even though certain Respondents may be pre-qualified by Elections Canada as a result of this
ITQ, Elections Canada reserves the right to re-evaluate any aspect of the qualification of any
Qualified Respondent at any time during the procurement process.
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Background

Summary

The Chief Electoral Officer of Canada (“CEOC”), an agent of Parliament, exercises general
direction and supervision over the conduct of elections and referendums at the federal level.
The CEOC heads the Office of the Chief Electoral Officer, which is commonly known as
Elections Canada.

Elections Canada is commencing a multi-phased, procurement process as part of the
Managed Services Contact Centre.

After the completion of all phases, it is anticipated that the procurement process will result in
the selection of a Contractor for the Managed Services Contact Centre. The Contractor will be
responsible for all aspects of the contracted service including recruitment, training,
forecasting and scheduling of the necessary resources to provide contact center services
within prescribed service levels for the next and subsequent Electoral Events.

Project Background

To meet Elections Canada’s objective and direction, Elections Canada received 1,353,700 calls
during the 2015 general election. Of those callers, about 160,000 used the self-service options
in Elections Canada's voice response system to obtain information without the assistance of a
call agent. National call center agents answered over 254,500 calls while local offices across
the country took another 916,200 calls and agents supporting voting by special ballot handled
17,500 calls.

During an Electoral Event EC provides information to Canadian Citizens and answers any
guestions they may have relative to the electoral event. As outlined below, EC incorporated a
tiered support structure to manage and respond to email and telephone call volumes
throughout the 42" general election;

a) Tier1: EC1 800 toll free line, support is provided by the VRS. Callers in need of
additional information are routed to their local Returning Office (RO) or Tier 2.

b)  Tier 2: Contact Centre services to be provided by the Contractor, will respond to
general or FAQ type questions. The Contact Centre scope of support is regimented
and very well defined which allows for the majority of enquiries being resolved at
Tier 2;

i CMS in depth scripting for use in call handling. The call type and complexity
do not require detailed knowledge of the CEA. Requests above and beyond
the scope of support will be escalated as per the call handling procedures
outlined in Appendix H - Standard Operating Procedures or the CMS
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ii. The use of CMS response templates according to the e-mail subject. The e-
mail types handled do not require detailed knowledge of the CEA. E-mails
above and beyond the scope of support will be escalated as per the e-mail
handling procedures outlined in Appendix H - Standard Operating Procedures
or the CMS

c) Tier 3: Service provided by EC, will respond to questions not satisfactorily resolved
at Tier 2 or as outlined in CMS.

d) Tier 4: Services provided by EC which handles calls transferred from Tier 2 or Tier 3
when a caller is enquiring about an email or web form previously submitted or a
caller’s complaint cannot be satisfactorily resolved by a Supervisor at Tier 2 or as
outlined in CMS.

Scope of Anticipated Procurement

(a) Number of Contracts: Currently, Elections Canada is contemplating the award of 2
contracts. Elections Canada may make use of other options which will be further detailed
at the RRR phase or Solicitation and Contract Award phase.

(b) Term of Contract(s): Elections Canada is currently contemplating a contract period from
contract award date to March 31, 2019 plus 3 option periods of one year each.

Trade Agreements

The requirement is subject to the provisions of the Canadian Free Trade Agreement (CFTA)
and the World Trade Organization Agreement on Government Procurement (WTO—-AGP).

Overview of Anticipated Procurement Process

This procurement will be fulfilled through a multi-phased procurement process. The multi-
phased procurement process remains subject to change or cancellation. Elections Canada
anticipates that the procurement process will be conducted in the following phases and may
include the associated activities;
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1.4.1 Phase 1 — Invitation to Qualify (ITQ)

This ITQ is open to all suppliers and will be used to qualify Respondents to participate in
subsequent phases of the procurement process. Respondents who qualify during this phase
will be referred to as Qualified Respondents. This Phase 1 will result in a pre-qualified list of
suppliers. Respondents will be notified of the evaluation results once the ITQ evaluation
process is completed.

1.4.2 Phase 2 — Review and Refine Requirements (RRR)

Using the pre-qualified list of suppliers established in Phase 1, only Qualified Respondents will
participate in Phase 2 — RRR phase. The pre-qualification will allow a more focused interaction
with the Qualified Respondents to further refine the requirement by addressing the Qualified
Respondents’ concerns and considering the Qualified Respondents’ recommendations.

During this phase, Elections Canada may provide Qualified Respondents with information
associated with the anticipated solicitation which may include, but not necessarily be limited
to: Elections Canada’s outline of the anticipated requirement, portions of a draft statement of
work, and/or draft contractual terms and conditions. This information is intended to stimulate
feedback from the Qualified Respondents in order to assist Elections Canada in clarifying its
direction and further refining the requirements. These interactions could include:

(a) one-on-one sessions;

(b) presentation sessions;
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(c) interactive collaborative tools;

(d) providing comments and suggestions on draft documents; and/or

(e) written questions and answers.

Elections Canada will finalize the solicitation documents following this phase.

Phase 3 — Solicitation and Contract Award

Elections Canada anticipates releasing solicitation documents directly and only to those
Qualified Respondents who remain qualified at the time the solicitation is released. A
standard enquiries (question and answer) process will ensue and be detailed in any
solicitation document. Dependent on the number of contracts to be issued, the Qualified
Respondent(s) which are successful during this phase will be eligible to be awarded a contract.

Debriefings

Respondents may request a debriefing on the results of the ITQ. Respondents should make
the request to the Contracting Authority within 15 Business Days of receipt of the results of
the ITQ. At Elections Canada’s discretion, the debriefing may be in writing, by telephone or in
person.

Anticipated Data Sovereignty

The protection of information, from a privacy and security perspective, is core to the integrity
of government programs, which underpins confidence in Canada. All information managed by
Elections Canada requires protection, including information published publicly in order to
appropriately protect the confidentiality, integrity and availability of the information. The
Managed Services Contact Centre will process information up to and including “Protected B”
and it is incumbent that the solution incorporates the appropriate controls in order to
safeguard the interests of Elections Canada and those of its partners to this level of security.
No information above Protected B will be processed by this solution.

Furthermore, security controls, which ensure the confidentiality, integrity and availability of
the solution, are imperative requirements for the Managed Services Contact Centre, as
Canadians expect Elections Canada to take all appropriate measures to protect personal and
sensitive information. Therefore, the Managed Services Contact Centre and infrastructure
may be required to be established within the geographic boundaries of Canada. Stringent
contractual and technical measures must be put in place to ensure that government
information is secured at all times, at rest and in motion, through encryption protection and is
only accessed by those authorized to access the infrastructure for those purposes approved
by the Managed Services Contact Centre.
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Part 2. Respondent Instructions
2.1 Instructions and Conditions

Respondents who submit a response agree to be bound by the instructions, terms and conditions of
this ITQ.

2.2 Procurement Business Number

Canadian suppliers are required to have a Procurement Business Number (PBN) before the effective
date of any resulting Contract. Suppliers may register for a PBN in the Supplier Registration
Information system, on the buyandsell.gc.ca Web site. For non-Internet registration, suppliers may
contact the InfolLine at 1-800-811-1148 to obtain the telephone number of the nearest Supplier
Registration Agent.

2.3 Submission of Responses

2.3.1  Elections Canada requires that the Respondent complete and sign the first page of the ITQ
and submit such page with its response at the ITQ closing date and time. If a response is
submitted by a Joint Venture, it must be in accordance with Section 2.16. If the first page of
the ITQ is not provided with the response, the Contracting Authority will request it and the
Respondent must provide it within the delay prescribed in such request or Elections Canada
will declare the response non-responsive if not completed and submitted as requested.

2.3.2 Itisthe Respondent’s responsibility to:

(a) obtain clarification of the requirements contained in the ITQ, if necessary, before
submitting a response;

(b) prepare its response in accordance with the instructions contained in the ITQ;

(c) submit a complete response by the ITQ closing date and time;

(d) send its response only to Elections Canada ITQ Response Receiving Unit specified on page
1 of this ITQ (“ITQ Response Receiving Unit”). The ITQ Response Receiving Unit is open
from 8:00 a.m. to 4:00 p.m. Monday to Friday and closed on all statutory holidays;

(e) ensure that the Respondent’s name and return address, the ITQ number, and the ITQ
closing date and time are clearly visible on the envelope or the parcel(s) containing the
response; and,

(f) provide a comprehensible and sufficiently detailed response, including all requested

details, that will permit a complete evaluation in accordance with the criteria set out in
the ITQ.
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If Elections Canada has provided Respondents with multiple formats of a document that forms
part of the ITQ (for example, a document may be downloaded through the Government
Electronic Tendering Service (GETS) but may also be made available on an alternate format),
the format downloaded through GETS will take precedence and such GETS format should
therefore be used by Respondents. If Elections Canada posts an amendment to the ITQ
revising any documents provided to Respondents in multiple formats, Elections Canada will
not necessarily update all formats to reflect these revisions. It is the Respondent’s
responsibility to ensure that revisions made through any ITQ amendment issued through GETS
are taken into account in those alternate formats that were not revised as a result of an
amendment.

Responses will remain valid and open for acceptance for a period of not less than 120
Business Days from the ITQ closing date. Elections Canada reserves the right to seek a written
extension of the response validity period from all Respondents. If the extension is accepted by
all Respondents, Elections Canada will continue with the evaluation of the responses. If the
extension is not accepted by all Respondents, Elections Canada will, at its sole discretion,
either continue with the evaluation of the responses of those who have accepted the
extension or cancel the ITQ.

Response documents and supporting information may be submitted in either English or
French.

All responses received prior to the ITQ closing date and time will become the property of
Elections Canada and will not be returned. All responses will be treated as confidential,
subject to the provisions of the Access to Information Act, R.S. 1985, c. A-1 and the Privacy
Act, R.S. 1985, c. P-21.

Unless specified otherwise in the ITQ, Elections Canada will evaluate only the documentation
provided with a Respondent’s response. Elections Canada will not evaluate information such
as references to Web site addresses where additional information can be found, or technical
manuals or brochures not submitted with the response in accordance with the ITQ.

A response cannot be assigned or transferred in whole or in part. In circumstances where a
Respondent undergoes a corporate restructuration during the ITQ Phase, Elections Canada
may, at its discretion, consent to a substitution of a response where:

(@) a request is made by the Respondent in writing to the Contracting Authority to
substitute the response; and

(b) the proposed substitute Respondent adopts the response for the same goods and
services, on the same terms and conditions as the response submitted by the original
Respondent.
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Submission of Only One Response from a Responding Group

A Respondent, including Affiliates, will be permitted to submit only one response in response
to this ITQ. If a Respondent or any Affiliate participate in more than one response
(participating means being part of the Respondent, not being a subcontractor), Elections
Canada will provide those Respondents with two Business Days to identify the single response
to be considered by Elections Canada. Failure to meet this deadline will result in all the
affected responses being disqualified.

For the purposes of this Section, "responding group" means all Affiliates (whether those
Affiliates include one or more natural persons, corporations, partnerships, limited liability
partnerships, etc.) that are related to one another. Regardless of the jurisdiction where any of
the Affiliates concerned is incorporated or otherwise formed as a matter of law (whether that
Affiliate is a natural person, corporation, partnership, etc.), an Affiliate will be considered to
be "related" to a Respondent if:

(@) they are the same legal entity (i.e., the same natural person, corporation, partnership,
limited liability partnership, etc.);

(b) they are "related persons" or "affiliated persons" according to the_Canada Income Tax
Act;

(c) the Affiliates have now or in the two years before ITQ closing had a fiduciary relationship
with one another (either as a result of an agency arrangement or any other form of
fiduciary relationship); or

(d) the Affiliates otherwise do not deal with one another at arm's length, or each of them
does not deal at arm's length with the same third party.

Individual members of a Joint Venture cannot participate in another ITQ, either by submitting
a response alone or by participating in another Joint Venture.

Transmission by Facsimile and E-mail

Responses transmitted by facsimile or electronic mail to Elections Canada will not be accepted.

2.6

Late Responses

Elections Canada will return unopened all responses delivered after the stipulated ITQ closing date
and time, unless they qualify as a delayed response as described in Section 2.7.
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2.7 Delayed Responses

2.7.1 A response delivered to the ITQ Response Receiving Unit after the ITQ closing date and time
but before the announcement of the successful Qualified Respondents may be considered,
provided the Respondent can clearly prove the delay is due solely to a delay in delivery that
can be attributed to the Canada Post Corporation (CPC) (or national equivalent of a foreign
country). Purolator Inc. is not considered to be part of CPC for the purposes of delayed
responses. The only pieces of evidence relating to a delay in the CPC system that are
acceptable to Elections Canada are:

(a) a CPC cancellation date stamp;
(b) a CPC Priority Courier bill of lading; or
(c) a CPC Xpresspost label,

that clearly indicates that the response was mailed at a date that would otherwise have
allowed its delivery before the ITQ closing date.

2.7.2 Misrouting, traffic volume, weather disturbances, labour disputes or any other causes for the
late delivery of responses are not acceptable reasons for the response to be accepted by
Elections Canada.

2.7.3 Postage meter imprints, whether imprinted by the Respondent, the CPC or the postal
authority outside Canada, are not acceptable as proof of timely mailing.

2.8 Delayed Response When Using Courier Companies

It is the responsibility of the Respondent to allow sufficient time to courier companies to deliver the
Respondent’s response before the ITQ closing date and time. Delays caused by courier companies,
including delays caused by postal code errors, cannot be construed as “undue delay in the mail” and
will not be accepted as a delayed response under Section 2.7.

2.9 Customs Clearance

It is the responsibility of the Respondent to allow sufficient time to obtain customs clearance, where
required, before the ITQ closing date and time. Delays related to the obtaining of customs clearance
cannot be construed as “undue delay in the mail” and will not be accepted as a delayed response
under Section 2.7.

2.10 Legal Capacity

The Respondent must have the legal capacity to act at all phases of the procurement process. If the

Respondent is a sole proprietorship, a partnership or a corporate body, the Respondent must
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provide, if requested by the Contracting Authority, a statement and any requested supporting
documentation indicating the laws under which it is registered or incorporated together with the
registered or corporate name and place of business. This also applies to Respondents submitting a
response as a Joint Venture.

2.11 Rights of Elections Canada

Elections Canada reserves the right to:

(a)
(b)
(c)

(d)

(e)

reject any or all responses received in response to the ITQ;

cancel the ITQ and/or RRR and/or anticipated solicitation at any time;

reissue the ITQ;

if no responsive responses are received and the requirement is not substantially
modified, reissue the ITQ by inviting only the Respondents that had submitted a response

to resubmit responses within a period designated by Elections Canada; and

proceed to the RRR and/or Solicitation and Contract Award phases of the procurement
only with those Qualified Respondents.

2.12 Rejection of Responses

2.12.1 Elections Canada may reject a response where any of the following circumstances is present:

(a)

(b)

(c)

(d)

(e)

the Respondent is bankrupt or, for whatever reason, its activities are rendered
inoperable for an extended period;

evidence, satisfactory to Elections Canada, of fraud, bribery, fraudulent
misrepresentation or failure to comply with any law protecting individuals against any
manner of discrimination, has been received with respect to the Respondent, any of its
employees or any subcontractor included as part of the response;

evidence, satisfactory to Elections Canada, that based on past conduct or behavior, the
Respondent, a subcontractor or an Affiliate who is to perform the Work is unsuitable or
has conducted himself/herself improperly;

Elections Canada has exercised its contractual remedies of suspension or termination for
default with respect to a contract with the Respondent, any of its employees or any
subcontractor included as part of the response; and

Elections Canada determines that the Respondent’s performance on other contracts,
including the efficiency and workmanship as well as the extent to which the Respondent
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performed the Work in accordance with those contracts, is sufficiently poor to jeopardize
the successful completion of the requirement of this ITQ.

2.12.2 Where Elections Canada intends to reject a response pursuant to a provision of Subsection

2.13

2.12.1, the Contracting Authority will so inform the Respondent and provide the Respondent
10 Business Days within which to make representations, before making a final decision on the
rejection of the response.

Communications

2.13.1 To ensure the integrity of the competitive procurement process, enquiries and other

communications regarding the ITQ must be directed only to the Contracting Authority
identified in the ITQ through e-mail only at: proposition-proposal@elections.ca. Failure to
comply with this requirement may result in the response being declared non-responsive.

2.13.2 To ensure consistency and quality of information provided to Respondents, and subject to

2.14

Section 2.19, enquiries received and the replies to such enquiries that result in clarifications or
modifications to the requirement or that provide additional information related to the
requirement will be provided simultaneously to all Respondents to which the ITQ has been
sent, in the same manner in which the ITQ was sent, without revealing the sources of the
enquiries.

Response and Participation Costs

No reimbursement or payment will be made for any costs incurred in the preparation and submission
of a response in response to the ITQ or in participation in the RRR phase. All costs associated with
preparing and submitting a response, as well as any costs incurred by the Respondent associated
with the evaluation of the response, travel or in attending meetings, are the sole responsibility of the
Respondent.

2.15

Conduct of Evaluation

2.15.1 In conducting its evaluation of the responses, Elections Canada may, but will have no

obligation to, do the following:

(a) seek clarification or verification from Respondents regarding any or all information
provided by them with respect to the ITQ;

(b) contact any or all client references supplied by Respondents to verify and validate any
information submitted by them;

(c) request specific information with respect to Respondents’ legal status;

(d) conduct a survey of Respondents’ facilities and/or examine their technical, managerial,
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and financial capabilities to determine if they are adequate to meet the requirements of
the ITQ;

(e) wverify any information provided by Respondents through independent research, use of
any government resources or by contacting third parties; and

(f) interview, at the sole costs of Respondents, any Respondent.

Respondents must comply with any request related to any of the items listed in Subsection
2.15.1 within the delay prescribed in such request. Failure to comply with the request may
result in the response being declared non-responsive.

Joint Venture

A Joint Venture is an association of two or more parties who combine their money, property,
knowledge, expertise or other resources in a single joint business enterprise, sometimes
referred as a consortium, to submit together a response on a requirement. Respondents who
submit a response as a Joint Venture must indicate clearly that it is a Joint Venture and
provide the following information:

(a) the name of each member of the Joint Venture;
(b) the PBN of each member of the Joint Venture;

(c) the name of the representative of the Joint Venture, i.e. the member chosen by the other
members to act on their behalf, if applicable; and

(d) the name of the Joint Venture, if applicable.

If the information is not clearly provided in the response, the Respondent must provide the
information on request from the Contracting Authority within the delay prescribed in such
request. Failure to comply with the request may result in the response being declared non-
responsive.

The first page of the ITQ must be signed by all the members of the Joint Venture unless one
member has been appointed to act on behalf of all members of the Joint Venture. The
Contracting Authority may, at any time, require each member of the Joint Venture to confirm
that the representative has been appointed with full authority to act as its representative for
the purposes of the ITQ. If, through a subsequent procurement process, a contract is awarded
to a Joint Venture, all members of the Joint Venture will be jointly and severally liable for the
performance of the Contract.
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Conflict of Interest — Unfair Advantage

In order to protect the integrity of the procurement process, Respondents are advised that
Elections Canada may reject a response in the following circumstances:

(a) if the Respondent, any of its subcontractors, or any of their respective employees or
former employees was involved in any manner in the preparation of the ITQ or in any
situation of conflict of interest or appearance of conflict of interest;

(b) if the Respondent, any of its subcontractors, or any of their respective employees or
former employees had access to information related to the ITQ that was not available to
other Respondents and that would, in Elections Canada’s sole discretion, give or appear
to give the Respondent an unfair advantage.

The experience acquired by a Respondent who is providing or has provided the goods and
services described in the ITQ (or similar goods or services) will not, in itself, be considered by
Elections Canada as conferring an unfair advantage or creating a conflict of interest, subject
however, if such Respondent trigger any of the circumstances identified in Paragraphs
2.17.1(a) and (b).

Without limiting in any way the provisions described in Section 2.17.1 and 2.17.2 above,
Respondents are advised that Elections Canada has engaged the assistance of the following
contractors and resources who have provided services including the review of content in
preparation of this ITQ and/or who have had, or may have had, access to information related
to the content of the ITQ or other documents related to this ITQ.

Contractors:
Wilton and Associates
OpenFrame Technologies

Resources (last name, first name):
Wilton, Steve
Knight, Kingsley

Any response that is received from one of the above-noted Respondents, whether as a sole
Respondent, Joint Venture, or as a sub-contractor to a Respondent; or for which one of the
above-noted resources provided any input unto the response, will be considered to be in
contravention of the Conflict of Interest clauses identified in Section 2.17, and the response
will be declared non-responsive.

Where Elections Canada intends to reject a response under this Section, the Contracting
Authority will inform the Respondent and provide the Respondent an opportunity to make
representations before making a final decision. Respondents who are in doubt about a
particular situation should contact the Contracting Authority before the ITQ closing date. By
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submitting a response, the Respondent represents that it does not consider itself to be in
conflict of interest nor to have an unfair advantage. The Respondent acknowledges that it is
within Elections Canada’s sole discretion to determine whether a conflict of interest, unfair
advantage or an appearance of conflict of interest or unfair advantage exists.

Entire Requirement

The ITQ contains all the relevant information relating to the requirement outlined in the
present document. Any other information or documentation provided to or obtained by a
Respondent from any source are not relevant to this ITQ. Respondents should not assume
that practices used under previous contracts or procurement processes will continue, unless
they are described in the ITQ. Respondents should also not assume that their existing
capabilities meet the requirements of the ITQ simply because they have met previous
requirements.

Enquiries

All enquiries must be submitted in writing to the Contracting Authority no later than 5
Business Days before the ITQ closing date. Enquiries received after that time may not be
answered.

Respondents should reference as accurately as possible the numbered item of the ITQ to
which the enquiry relates. Care should be taken by Respondents to explain each question in
sufficient detail in order to enable Elections Canada to provide an accurate answer. Technical
enquiries that are of a proprietary nature must be clearly marked “proprietary” at each
relevant item. Items identified as “proprietary” will be treated as such except where Elections
Canada determines that the enquiry is not of a proprietary nature. Elections Canada may edit
the questions or may request that the Respondent do so, so that the proprietary nature of the
guestion is eliminated, and the enquiry can be answered with copies to all Respondents.
Enquiries not submitted in a form that can be distributed to all Respondents may not be
answered by Elections Canada.

Applicable Laws

The ITQ must be interpreted and governed, and the relations between the parties
determined, by the laws in force in Ontario, subject always to any paramount or applicable
federal laws.

Respondents may, at their discretion, substitute the applicable laws of a Canadian province or
territory of their choice without affecting the validity of their response, by indicating in their
response the name of the Canadian province or territory of their choice. If no change is made,
it acknowledges that the laws of Ontario are acceptable to the Respondent.
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Improvement of Requirement during ITQ

Should Respondents consider that the requirements contained in the ITQ could be improved
technically or technologically, Respondents are invited to make suggestions, in writing, to the
Contracting Authority named in the ITQ. Respondents must clearly outline the suggested
improvement as well as the reason for the suggestion. Suggestions that do not restrict the
level of competition nor favour a particular Respondent may be given consideration provided
they are submitted to the Contracting Authority at least five Business Days before the ITQ
closing date. Elections Canada will have the right to accept or reject any or all suggestions.

Volumetric Data

The volumetric data provided to Respondents in this ITQ with regards to Past Call Volumes is
provided purely for information purposes and will not form part of any resulting Contract. The
inclusion of this data in this ITQ does not represent a commitment by Elections Canada that
Elections Canada’s future usage of the service identified in this ITQ will be consistent with this
data. Respondents may decide in their sole discretion whether or not to take this information
into consideration in preparation for their responses. Respondents may also decide in their
sole discretion how to interpret and use this information during their response preparation.
Elections Canada will not consider changes to a response in the event that the actual
volumetric data deviates from the one provided in this ITQ. Elections Canada will not be liable
for any business loss Qualified Respondents may claim due to fluctuations of the transaction
volumes nor will it be responsible or liable in any way for the accuracy and integrity of such
data.

Part 3. Response Preparation Instructions

3.1

3.11

3.1.2

ITQVv1 -

Response Preparation Instructions

Copies of Response

Elections Canada requests that Respondents provide their response in separately bound and
sealed sections as follows:

Section I: ITQ Response 4 hard copies and 1 soft copy on USB storage device.
Section IlI: Certifications (1 hard copy).

If there is a discrepancy between the wording of the soft copy and the hard copy, the wording
of the hard copy will take precedence over the wording of the soft copy.
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Pricing or Financial Information

Pricing or financial information is not a requirement and should not be included in the
response.

Format of Response

Elections Canada requests that Respondents follow the format instructions described below in
the preparation of their response:

(a) use 8.5x11inch (216 mm x 279 mm) paper;

(b) use a numbering system that corresponds to the ITQ;

(c) include a title page at the front of each volume of the response that includes the title,
date, procurement process number, Respondent’s name and address and contact
information of its representative; and

(d) include a table of contents.

Government of Canada’s Policy on Green Procurement

In April 2006, the Government of Canada issued a policy directing federal departments and
agencies to take the necessary steps to incorporate environmental considerations into the
procurement process. See the Policy on Green Procurement (http://www.tpsgc-
pwgsc.gc.ca/ecologisation-greening/achatsprocurement/politique-policy-eng.html). To assist
Elections Canada in reaching its objectives, Respondents should:

(a) use paper containing fibre certified as originating from a sustainably-managed forest
and/or containing a minimum of 30% recycled content; and

(b) use an environmentally-preferable format including black and white printing instead of
colour printing, printing double sided/duplex, and using staples or clips instead of cerlox,

duotangs or binders.

Joint Venture Experience

(@) Where the Respondent is a Joint Venture with existing experience as that Joint Venture,
it may submit the experience that it has obtained as that Joint Venture.

Example: A Respondent is a Joint Venture consisting of members L and O. A solicitation
requires that the Respondent demonstrate experience providing maintenance and help
desk services for a period of 24 months to a customer with at least 10,000 users. As a
Joint Venture (consisting of members L and O), the Respondent has previously done the
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work. This Respondent can use this experience to meet the requirement. If member L
obtained this experience while in a Joint Venture with a third party N, however, that
experience cannot be used because the third party N is not part of the Joint Venture that
is response.

(b) A Joint Venture Respondent may rely on the experience of one of its members to meet
any given technical criterion of this ITQ.

Example: A Respondent is a Joint Venture consisting of members X, Y and Z. If a
solicitation requires: (a) that the Respondent have three years of experience providing
maintenance service, and (b) that the Respondent have two years of experience
integrating hardware with complex networks, then each of these two requirements can
be met by a different member of the Joint Venture. However, for a single criterion, such
as the requirement for three years of experience providing maintenance services, the
Respondent cannot indicate that each of members X, Y and Z has one year of experience,
totaling three years. Such a response would be declared non-responsive.

(c) Joint venture members cannot pool their abilities with other Joint Venture members to
satisfy a single technical criterion of this ITQ. However, a Joint Venture member can pool
its individual experience with the experience of the Joint Venture itself. Wherever
substantiation of a criterion is required, the Respondent is requested to indicate which
Joint Venture member satisfies the requirement. If the Respondent has not identified
which Joint Venture member satisfies the requirement, the Contracting Authority will
provide an opportunity to the Respondent to submit this information during the
evaluation period. If the Respondent does not submit this information within the period
set by the Contracting Authority, its response will be declared non-responsive.

Example: A Respondent is a Joint Venture consisting of members A and B. If an ITQ
requires that the Respondent demonstrate experience providing resources for a
minimum number of 100 billable days, the Respondent may demonstrate that experience
by submitting either:

i.  Contracts all signed by A;
ii.  Contracts all signed by B; or
iii.  Contracts all signed by A and B in Joint Venture, or
iv.  Contracts signed by A and contracts signed by A and B in Joint Venture, or
v. Contracts signed by B and contracts signed by A and B in Joint Venture. That
show in total 100 billable days.

(d) Any Respondent with questions regarding the way in which a Joint Venture response will

be evaluated should raise such questions through the Enquiries process as early as
possible during the ITQ period.
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Language for Future Communications

Respondents are requested to identify, in Form 1 — Response Submission Form, which of
Canada’s two official languages will be used for future communications with Elections Canada
regarding this ITQ and all subsequent phases of the anticipated solicitation. After the ITQ
closing date, the Respondent may submit an amended Form 1 — Response Submission Form to
the Contracting Authority to modify the specified language for future communications.
Content of Response

A complete response to the ITQ consists of the following:

Response Submission Form

Respondents are requested to include Form 1 — Response Submission Form with their
responses. It provides a common form in which Respondents can provide information
required for evaluation, such as a contact name, the Respondent’s Procurement Business
Number, etc. Using the Response Submission Form is not mandatory. If Elections Canada
determines that the information submitted by Respondents in the Response Submission Form
is incomplete or requires correction, the Contracting Authority will so inform the Respondent
and provide the Respondent with a time frame within which to meet the requirement. If the
Respondent fails to comply with the request of the Contracting Authority and meet the
requirement within that time period, the response will be deemed non-responsive.

ITQ Mandatory Evaluation Criteria

The response must demonstrate and substantiate compliance with all ITQ mandatory
evaluation criteria found in Part 4 — Evaluation Procedures and Basis of Qualification, Annex A
— ITQ Mandatory Evaluation Criteria.

Certifications

(a) The certificates under Part 5 must be completed by Respondents in accordance with
this Subsection. Respondents must provide the required certifications and associated
information to become Qualified Respondents. Subject to Subsection 3.3.3 (C),
Elections Canada will declare a response non-responsive if the required certifications
are not completed and submitted as requested.

(b) Respondents’ compliance with the certifications provided to Elections Canada is
subject to verification by Elections Canada at all times. The Contracting Authority will
have the right to ask for additional information to verify Respondents’ compliance
with the certifications which may also include third-parties. The response will be
declared non-responsive if any certification made by the Respondent is untrue,
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whether made knowingly or unknowingly. Failure to comply with the certifications or
to comply with the request of the Contracting Authority for additional information
will also render the response non-responsive.

(c) The certificates under Part 5 should be completed and submitted with the response
but may be submitted afterwards. If any of these required certificates is not
completed and submitted as requested, the Contracting Authority will so inform the
Respondent and provide the Respondent with a time frame within which to meet the
requirement. Failure to comply with the request of the Contracting Authority and
meet the requirement within that time period will render the response non-
responsive.

(d) Certain certifications that are not required as part of the ITQ may be required in any
of the ensuing phases of the procurement process.

Part 4. Evaluation Procedures and Basis of Qualification

4.1

41.1

4.1.2

4.1.3

4.2

42.1

General Evaluation Procedures

Responses will be assessed in accordance with the entire requirement of the ITQ including the
evaluation criteria.

An evaluation team composed of representatives from Elections Canada will evaluate the
responses. Elections Canada may hire any independent consultant, or use any government
resources, to evaluate any response. Not all members of the evaluation team will necessarily
participate in all aspects of the evaluation. By submitting a response, Respondents consent to
the release of those responses to the third-party consultants retained by Elections Canada,
subject to Elections Canada’s obtaining its usual confidentiality undertakings from these third
parties.

In addition to any other time periods established in the ITQ:

(a) Requests for Clarification: If Elections Canada seeks clarification or verification from
the Respondent about its response, including certifications, the Respondent will have
two Business Days (or a longer period if specified in writing by the Contracting
Authority) to provide the necessary information to Elections Canada. Failure to meet

this deadline will result in the response being declared non-responsive.

(b) Extension of Time: If additional time is required by the Respondent, the Contracting
Authority may grant an extension at its sole discretion.

ITQ Mandatory Evaluation Criteria

Each response will be reviewed to determine whether it meets the mandatory requirements
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of the ITQ. Any element of the ITQ identified with the words “must” or “mandatory” is a
mandatory requirement. Respondents that do not comply with each and every mandatory
requirement will be declared non-responsive and be disqualified.

Respondents should demonstrate their understanding of the requirements contained in this
ITQ and address clearly and in sufficient depth the points that are subject to the evaluation.
Simply repeating the statement contained in the ITQ is not sufficient.

Only referenced material included within the Respondent’s response, or clarified upon
request by the Contracting Authority, will be evaluated. Reference material outside of the
Respondent’s response will not be considered. It is the sole responsibility of the Respondent
to provide sufficient information so that their responses can be adequately evaluated.

Client Reference Checks

The Respondent is requested to provide a third-party reference for each project in its
response using Form 2 — Project Reference Check Form. If any of the required information is
not submitted as requested and in the event that Elections Canada decides to conduct client
reference checks, the Contracting Authority will so inform the Respondent and provide the
Respondent with a time frame within which to meet the requirement. If the Respondent fails
to comply with the request of the Contracting Authority and meet the requirement within
that time period, the response will be deemed non-responsive.

It is the sole responsibility of the Respondent to ensure that it provides a client-reference
contact that is knowledgeable about the services the Respondent has provided to its client-
reference contact and who is willing to act as a client reference. It is the responsibility of the
Respondent to confirm in advance that their client-reference contact will be available to
provide a complete client reference check.

For client reference checks, Elections Canada will conduct the verification by e-mail. Elections
Canada will notify all client-reference contacts supplied by the Respondent using the e-mail
address provided in the Project Reference Check Form. A Respondent will not meet the
mandatory requirement unless a client reference is received within five Business Days of the
date that Elections Canada’s e-mail was sent.

On the third Business Day after sending out the client reference check request, if Elections
Canada has not received a response from the client-reference contact, Elections Canada will
notify the Respondent by e-mail, to allow the Respondent to contact its client-reference
contact directly to ensure that it responds to Elections Canada within the required number of
Business Days stipulated in 4.3.3. If the individual named by a Respondent is unavailable when
required during the evaluation period, the Respondent may provide the name and e-mail
address of an alternate contact person from the same client-reference contact. Respondents
will only be provided with this opportunity once for each client-reference contact, and only if
the originally named individual is unavailable to respond (i.e. the Respondent will not be
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provided with an opportunity to submit the name of an alternate client-reference contact if
the original client-reference contact indicates that they are unwilling or unable to respond).
The number of Business Days stipulated in 4.3.3 will not be extended to provide additional
time for the alternate client-reference contact to respond.

Wherever information provided by a client-reference contact differs from the information
supplied by the Respondent, the information supplied by the client reference will be the
information accepted and assessed by the Elections Canada evaluation team.

Whether or not to conduct client reference checks is discretionary. However, if Elections
Canada chooses to conduct client reference checks, it will check the client references for that
requirement for all Respondents who have not, at that point, been found non-responsive.

Basis of Qualification

A response must comply with the requirements of the ITQ and meet all ITQ mandatory
evaluation criteria to be declared responsive. A Respondent whose response has been
declared responsive is a Qualified Respondent for the next phase of the ITQ or anticipated
solicitation process. However, Elections Canada reserves the right to re-evaluate the
gualification of any Qualified Respondent at any time during the next phase of the ITQ or
anticipated solicitation process.

Unless Elections Canada determines in its sole discretion to conduct a second qualification
round in accordance with Section 4.5, unsuccessful Respondents will not be given another
opportunity to participate or be re-evaluated for the subsequent phases of the procurement
process.

All Respondents will be notified in writing by the Contracting Authority regarding whether or
not they have qualified.

Second Qualification Round

Elections Canada reserves the right, in its sole discretion, to conduct a second qualification
round among the unsuccessful Respondents if, in Elections Canada’s sole discretion, the
evaluation of responses to this ITQ is completed and results in an insufficient number of
Qualified Respondents.

If Elections Canada determines that unsuccessful Respondents will be given a second
opportunity to qualify, Elections Canada will provide written information to all unsuccessful
Respondents regarding the reasons they were unsuccessful during the evaluation of
responses to this ITQ.

There will be no substantial modifications made to the requirement or the ITQ mandatory
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evaluation criteria for the second qualification round. Elections Canada may however, at its
sole discretion, include minor adjustments to the ITQ. Those adjustments will not have any
impact on the nature or scope of the overall requirements.

4.5.4 Unsuccessful Respondents will be given seven Business Days following notification of a second
qualification round (or a longer period if specified in writing by the Contracting Authority) to
re-submit a response to the ITQ.

4.5.5 Any Respondent who does not qualify as a result of the second qualification round will be

declared non-responsive and will not be given another opportunity to participate or be re-
evaluated for any subsequent phase of this procurement process.
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Annex A: ITQ Mandatory Evaluation Criteria

Respondents must meet all of the mandatory requirements in this annex. In accordance with Part 4 —
Evaluation Procedures and Basis of Qualification, Elections Canada may contact the client-reference
contact for the referenced project(s) to validate Respondent’s responses.

Substantiation of Technical Compliance

1. Respondents must respond to the corresponding mandatory requirements by providing a
description explaining, demonstrating, substantiating and justifying their qualifications.
Respondents are requested to utilize the unique number and associated title of each
mandatory requirement in their response. Respondents are requested to indicate where their
mandatory requirement is met by entering the location (e.g. volume/binder number, page
number, etc.) in the “Cross Reference to Response” column. Respondent’s responses to the
mandatory requirements will be evaluated as either “Met” or “Not Met”. A single “Not Met”
will result in the response being deemed non-responsive.

2. Respondents are requested to submit a Project Reference Check Form for each project
claimed in response to corresponding mandatory requirement(s).

3. Respondents should only provide the required reference project(s) as indicated in each
mandatory requirement. If more than the required number of reference project(s) is
provided, the Respondents will be required to clarify which reference project(s) apply to
corresponding mandatory requirement(s).

4. In determining years of experience, overlapped years or months for projects submitted by the
Respondent to demonstrate such experience will only be counted once for evaluation
purposes.

5. Reference project(s) must have been commenced by the ITQ closing date. For projects that

have not been completed at the ITQ closing date, the project duration will be calculated as
the duration between the project start date and the ITQ closing date.
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Cross Reference
to Response

ITQ Mandatory Evaluation Criteria

M1 | Corporate / Organization

By completing Form 1-Response Submission Form, the Respondent must
provide its full legal name and information. If the Respondent is a joint
venture, the full legal name of each joint venture member must be
provided as well.

M2 | Organizational Chart

The Respondent must provide an organization chart for the Respondent
showing all persons including, but not limited to, organizations, bodies
corporate, societies, companies, firms, partnerships, associations of
persons, parent companies or subsidiaries, whether partly or wholly-
owned, as well as individuals, directors, officers and key employees.

M3 | Corporate & Financial Stability

In addition to M1 the Respondent must demonstrate they have been in
business and operated as a contact center(s) for more than five
consecutive years.

Respondent must provide the following information:

v" Proof of uninterrupted company registration

v" Respondent IT Security Contact (Name, Telephone Number and
e-mail Address);

v" Respondent Privacy Contact (Name, Telephone Number and
e-mail Address);

v Brief Company History;

M4 | Official Languages and Contact Centre Outsourcing Experience
(Calls)

Within the last five years of the ITQ closing date, the respondent must
demonstrate that they have experience in inbound Contact Centre
operations within the following size and scope.

Size and Scope Calls:

Day 35 Day 28 Day 21 Day 14 Day 07 Day 0
to 29 to 22 to 15 to 08 to 01 total

18,366 19,000 56,223 56,862 48,143 28,156
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The Respondent must demonstrate that they meet the requirement
by providing one project description using Form 2 — Project Reference
Check Form for the noted experience obtained within the time period
specified above.

The project description must demonstrate the following;

v’ Ability to deal effectively with the anticipated inbound English and
French calls; and

v' Demonstrated experience in providing inbound Contact Centre
services where the services provided was at a minimum, 50%
English and 10% French.

The Respondent must demonstrate, in detail, how their approach
responded to client requirements and achieved the desired result.

M5 | Official Languages and Contact Centre Outsourcing Experience (E-mail)

Within the last five years of the RFP closing date, the respondent
must demonstrate that they have experience in inbound Contact
Centre operations within the following size and scope.

Size and Scope Emails:

Day 35 Day 28 Day 21 Day 14 Day 07 Day 0
to 29 to 22 to 15 to 08 to 01 total

1,577 1,789 2,340 2,865 2,313 997

The Respondent must demonstrate that they meet the requirement
by providing one project description using Form 2 — Project Reference
Check Form for the noted experience obtained within the time period
specified above.

The project description must demonstrate the following;
v Experience in Contact Centre E-mail response operations;

v Ability to deal effectively with the anticipated volume of e-mails in
both official languages of Canada (English and French)

v" Demonstrated experience in providing inbound Contact Centre
services where the services provided was at a minimum, 50%
English and 10% French.
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The Respondent must demonstrate, in detail, how their approach
responded to client requirements and achieved the desired result.

ITQ vl — February 2017 30 of 60



ECTD-ITQ-16-0192
Managed Services Contact Centre

Form 1: Response Submission Form

Office of the Chief Electoral Officer File No. ECTD-ITQ-16-0192

Response Submission Form

Respondent’s full legal name

In the case of a Joint Venture, please identify all

members.
Authorized representative of Respondent for Name
evaluation purposes (e.g. clarifications) Title
Address
Telephone #
E-mail
Respondent’s procurement business number
(PBN)
Requested language for future communications
regarding this procurement process — please
indicate French or English or French & English
Requested Canadian province or territory for
applicable laws
Respondent’s proposed site or premises Street address with
requiring safeguard measures and document unit/apartment, if
safeguarding security level applicable
City

Province/territory/state
Postal code/zip code

Country
Security clearance level of Respondent Clearance level
Date granted
Please ensure that the security clearance Issuing department or

matches the legal name of the Respondent. If it | agency (PSPC, RCMP, etc.)
does not, the security clearance is not valid for Legal name to which

the Respondent. clearance issued

On behalf of the Respondent, by signing below, | confirm that | have read the entire ITQ, including the
documents incorporated by reference into the ITQ, and | certify and agree that:

1. All the information provided in the response is complete, true and accurate; and

2. The Respondent agrees to be bound by all the terms and conditions of this ITQ, including the documents
incorporated by reference into it.

Signature of the authorized representative of the
Respondent

Print name of authorized representative of the
Respondent

Print title of authorized representative of the
Respondent
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1. Respondents are requested to submit a Project Reference Check Form for each project in
response to each mandatory requirement in the ITQ Mandatory Evaluation Criteria.

PROJECT REFERENCE CHECK FORM

Mandatory Requirement Number
(from ITQ Mandatory Evaluation Criteria)

Project Reference Title

Project Start and End Dates
(month-year format)

Description of Referenced Project and Work
Performed by the Respondent

Name of Client Organization

Name of Client Contact

Title of Client Contact
(while working on the referenced project)

Role of Client Contact
(while working on the referenced project)

Name of Organization the Client Contact is
Currently Working for

(if the client-reference contact is no longer working for
the client organization identified for the referenced
project)

Current Telephone Number of Client Contact

Current E-mail Address of Client Contact
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Part 5. Certificates
5.1 Independent Response
5.1.1 |, the undersigned, on behalf of [insert name of Respondent]

(the “Respondent”) in submitting the accompanying response (the “response”) to Elections
Canada for the Managed Services Contact Centre hereby make the following statements, that
| certify to be true and complete in every respect:

(a)
(b)

(c)

(d)

(e)

(f)

| have read and | understand the contents of this Certificate;

| understand that the Respondent will be disqualified if this Certificate is found not to
be true and complete in every respect;

| am authorized by the Respondent to sign this Certificate, and to submit the
response, on behalf of the Respondent;

each person whose signature appears on the response has been authorized by the
Respondent to determine the terms of, and to sign, the response, on behalf of the
Respondent;

for the purpose of this Certificate and the response, | understand that the word
“competitor” shall include any individual or organization, other than the Respondent,
whether or not an Affiliate of the Respondent, who:

i. has been requested to submit a response to the ITQ;

ii. could potentially submit a response to the ITQ, based on their qualification,
abilities or experience;

the Respondent disclosed that (check one of the following, as applicable):

i ) the Respondent has arrived at the response independently from, and
without consultation, communication, agreement or arrangement with, any
competitor;

OR

i, ( ) the Respondent has entered into consultations, communications,
agreements or arrangements with one or more competitors regarding this ITQ,
and the Respondent disclosed, in the attached document(s) complete details
thereof, including the names of the competitors and the nature of, and reasons
for, such consultation, communications, agreements or arrangements.
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(g) in particular, without limiting the generality of subparagraphs (f)i. or (f)ii. above,
there has been no consultation, communications, agreement or arrangement with
any competitor regarding:

i. prices

ii. methods, factors or formulas used to calculate prices;

iii. the intention or decisions to submit, or not to submit, a response; or

iv. the submission of a response which does not meet the specifications of the ITQ;
except as specifically disclosed pursuant to subparagraph (f)ii. above:

(h) the terms of the response have not been, and will not be, knowingly disclosed by the
Respondent, directly or indirectly, to any competitor, prior to the date and time of
the official ITQ opening unless otherwise required by law or as specially disclosed
pursuant to subparagraph (f)ii. above.

Corporate Experience

By submitting a response, the Respondent certifies that all the information provided regarding
their corporate experience and supporting material submitted with its response, particularly
the information pertaining to the Respondent’s experience and project scope, is true and
accurate.

Federal Contractors Program

The Federal Contractors Program for employment equity is intended to address employment
disadvantage for the four designated groups: women, Aboriginal peoples, persons with
disabilities and members of visible minorities. Further information is available on the
Employment and Skills Development Canada (ESDC) Website.

5.3.2 The Respondent certifies as follows (check only one of the following):

(a) ( )itdoes not have a work force in Canada;

(b) ( )itisa public sector employer;

() ( )itisafederally regulated employer being subject to the Employment Equity Act;

(d) ( )it hasacombined work force in Canada of less than 100 employees. A combined
work force includes: permanent full-time, permanent part-time and temporary
employees. Temporary employees only includes those who have worked 12 weeks or
more during a calendar year and who are not full-time students;

(e) ( )ithasacombined workforce in Canada of 100 or more employees; and

i. ()it already has a valid and current Agreement to Implement Employment
Equity (AIEE) in place with ESDC-Labour.
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OR

i. | ) it has submitted the Agreement to Implement Employment Equity
(LAB1168) to ESDC-Labour. As this is a condition to contract award, proceed to
complete the form Agreement to Implement Employment Equity (LAB1168), duly
signing it, and transmit it to ESDC-Labour.

The Respondent further certifies as follows (check only one of the following):

(a) ( )itisnotaloint Venture;
OR

(b) ( ) itis aJoint Venture. In the event that the Respondent is a Joint Venture, each
member of the Joint Venture must provide the Contracting Authority with a
certificate containing the certification set-out in Section 5.3.2 of this Certificate.

Former Public Servant

Contracts with former public servants (FPS) in receipt of a pension or of a lump sum payment
must bear the closest public scrutiny and reflect fairness in the spending of public funds. In
order to comply with Treasury Board policies and directives on contracts with FPS, bidders
must provide the information required below.

For the purposes of this clause,

“former public servant” is any former member of a department as defined in the Financial
Administration Act, R.S., 1985, c. F-11, a former member of the Canadian Armed Forces or a
former member of the Royal Canadian Mounted Police. A former public servant may be:

(a) anindividual;
(b) anindividual who has incorporated;
(c) a partnership made of former public servants; or

(d) a sole proprietorship or Affiliate where the affected individual has a controlling or
major interest in the Affiliate.

“lump sum payment period” means the period measured in weeks of salary, for which
payment has been made to facilitate the transition to retirement or to other employment as a
result of the implementation of various programs to reduce the size of the Public Service. The
lump sum payment period does not include the period of severance pay, which is measured in
a like manner.
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“pension” means, in the context of the fee abatement formula, a pension or annual allowance
paid under the Public Service Superannuation Act (PSSA), R.S., 1985, c. P-36, and any increases
paid pursuant to the Supplementary Retirement Benefits Act, R.S., 1985, c. S-24 as it affects
the PSSA. It does not include pensions payable pursuant to the Canadian Forces
Superannuation Act, R.S., 1985, c. C-17, the Defence Services Pension Continuation Act, 1970,
c. D-3, the Royal Canadian Mounted Police Pension Continuation Act , 1970, c. R-10, and the
Royal Canadian Mounted Police Superannuation Act, R.S., 1985, c. R-11, the Members of
Parliament Retiring Allowances Act , R.S., 1985, c. M-5, and that portion of pension payable to
the Canada Pension Plan Act, R.S., 1985, c. C-8.

Is the Respondent a FPS in receipt of a pension as defined above? YES( ) NO( )

If yes, the Respondent must provide the following information:

(a) name of former public servant;

(b) date of termination of employment or retirement from the Public Service.
By providing this information, Respondents agree that the successful Respondent’s status,
with respect to being a former public servant in receipt of a pension, will be reported on
departmental websites as part of the published proactive disclosure reports in accordance

with Contracting Policy Notice: 2012-2 and the Guidelines on the Proactive Disclosure of
Contracts.

Is the Respondent a FPS who received a lump sum payment pursuant to the terms of a work
force reduction program? YES( ) NO( )

If yes, the Respondent must provide the following information:
(a) name of former public servant;
(b) conditions of the lump sum payment incentive;
(c) date of termination of employment;
(d) amount of lump sum payment;
(e) rate of pay on which lump sum payment is based;
(f) period of lump sum payment including start date, end date and number of weeks;

(g) number and amount (professional fees) of other contracts subject to the restrictions
of a work force reduction program.
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5.4.5 For all contracts awarded during the lump sum payment period, the total amount of fees that
may be paid to a FPS who received a lump sum payment is $5,000, including the Goods and
Services Tax or Harmonized Sales Tax.

5.4.6 By submitting a response, the Respondent certifies that the information submitted by the
Respondent in response to the above requirements is accurate and complete.

5.5 Acknowledgment

5.5.1 By submitting a response, the Respondent represents that it has full authority to bind the
company and individuals representing the company, to be bound by all the terms and
conditions contained herein. The Respondent must ensure that any individuals representing
the Qualified Respondents during the RRR phase are aware of and accept the Review and
Refine Requirements Instructions in Part 7 and in accordance with Annex E: Non-Disclosure
Agreement (NDA).

Signature of the authorized representative of the Date
Respondent

Print name of authorized representative of the
Respondent:

Print title of authorized representative of the
Respondent:
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Part 6. Security

6.1.1

6.1.2

6.1.3

A Respondent is not required to have security clearance in order to become a Qualified
Respondent. Security clearance and other security requirements will be identified during the
next phase of the ITQ or Solicitation phase.

A preliminary version of the SRCL has been included as an annex to this ITQ. These
requirements are subject to change and are provided for information purposes and Elections
Canada reserves the right to revise the security requirements. However, any Respondent that
does not have the security clearances described in the preliminary SRCL may wish to initiate
the process to ensure they meet the requirements.

It is anticipated that there will be security requirements at the Protected B Level for the
Solicitation and Contract Award phase. Qualified Respondents will be required to meet the
security requirements that will be specified in the anticipated solicitation.

Part 7. Review and Refine Requirements Instructions

7.1

7.1.1

7.1.2

7.1.3

7.1.4

Purpose

The purpose of these Instructions is to set out the terms governing the appropriate conduct of
Qualified Respondents and their Affiliates participating in the RRR phase on behalf of the
Qualified Respondent (hereinafter referred to as “RRR Participants”), with a view to maintain
the highest standard of openness, transparency and fairness. These Instructions also set out
the terms which govern the non-binding detailed consultations, referred to as the RRR phase,
between Elections Canada and RRR Participants.

These Instructions apply to RRR Participants throughout the RRR phase and until the
anticipated solicitation is released.

Preliminary information regarding the RRR phase is located in Annex B - Anticipated High Level
Review and Refine Requirements (RRR) Process.

Principles:

(a) Fairness:
An overriding principle of the procurement process is that it be conducted with the
utmost fairness and transparency between all parties. No RRR Participants are to
receive any unfair advantage over any other.

(b) Transparency:
All activities of Elections Canada will be conducted in a transparent manner, to the
extent that no proprietary information provided by RRR Participants will be shared
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by Elections Canada to any other RRR Participants except and only to the extent
required by law, or unless otherwise agreed upon in advance by the Qualified
Respondent.

Elections Canada, at its absolute discretion, reserves the right to share any
information provided by RRR Participants, including proprietary information, with
employees and representatives of Elections Canada or third-party consultants
retained by Elections Canada, subject to Elections Canada obtaining its usual
confidentiality undertakings from these third-party consultants. This is limited to
information that it considers necessary for the purposes of the Managed Services
Contact Centre procurement process.

Any information provided by an RRR Participant to Elections Canada that is of a
proprietary nature must be clearly marked “proprietary” at each relevant item. Items
identified as proprietary will be treated as such to the extent possible under the
Access to Information Act and the Privacy Act, except if agreed upon in advance with
the Qualified Respondent or where Elections Canada determines that the
information is not of a proprietary nature.

Fair access to government information:

All Qualified Respondents will be provided equal and fair access to information
provided by Elections Canada. Only RRR Participants who have signed and submitted
Annex 5: Non-Disclosure Agreement (NDA) will be permitted to receive information
provided by Elections Canada.

7.1.5 Parameters for Qualified Respondents

Qualified Respondents agree to the following as part of the RRR phase:

(a)

(b)

(c)

(d)

Qualified Respondents must ensure RRR Participants participating in the RRR phase
on their behalf agree to these Instructions, and must submit an NDA to the
Contracting Authority signed by each RRR Participant participating on their behalf.

The Qualified Respondent is responsible for distributing all information provided by
Elections Canada to RRR Participants participating in the RRR phase on their behalf,
and submitting feedback to Elections Canada thereafter.

An agenda with discussion topics and any available supporting documentation may
be provided to Qualified Respondents in advance of each working group session.

A summary of group discussions may be distributed to all Qualified Respondents.
RRR Participants are expected to discuss their views and to provide constructive
feedback on the discussion topics. Equal opportunity to share ideas and suggestions
will be provided.
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(e) Elections Canada is not obligated to release any solicitation as a result of this RRR
phase.

(f) If Elections Canada does release a subsequent solicitation, all terms and conditions
and requirements of the solicitation will be at Elections Canada’s sole and absolute
discretion.

(g) Elections Canada is not obligated to enter into a contract in connection with the RRR
phase, even if a solicitation is released.

(h) Elections Canada will not reimburse any Qualified Respondents, person or Affiliate
for any cost incurred in participating in the ITQ, RRR phase or anticipated solicitation.

(i) Draft documents may be released to Qualified Respondents for comment as part of
the RRR phase. If required, group sessions or one-on-one meetings to discuss the
documents may be organized by Elections Canada.

(j) If the draft solicitation is released to Qualified Respondents, Qualified Respondents
may be requested to attest to the Qualified Respondents’ capability or inability of
proceeding with specific requirements defined in the draft solicitation. The purpose
of this attestation is to confirm that there are sufficient number of suppliers in the
market that could potentially meet the requirements identified during the RRR
phase.

(k) The dispute resolution process to manage impasses throughout the RRR phase must
be adhered to in accordance with the process outlined below in Section 7.1.7. All
requests to use the dispute resolution process must be directed to the Contracting
Authority.

() RRR Participants must not reveal, discuss or disclose any information to the media
regarding the Managed Services Contact Centre procurement, except to confirm
publicly available information. If RRR Participants receive a question from the media
related to non-public information on the Managed Services Contact Centre
procurement, they must direct the media to contact the Elections Canada Media Line
at 1-877-877-9515.

(m) The continuous compliance with all certifications provided by the Qualified
Respondent in its response to the ITQ and the ongoing cooperation in providing
associated information are conditions of maintaining Qualified Respondent status.
Certifications are subject to verification by Elections Canada during the entire ITQ
and RRR phase. If the Qualified Respondent does not comply with any certification,
fails to provide the associated information, or if it is determined that any certification
made by the Qualified Respondent is untrue, whether made knowingly or
unknowingly, Elections Canada has the right to terminate the Qualified
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Respondent’s’ status, and suspend or cancel their participation in the RRR phase by
declaring the Qualified Respondent non-responsive.

7.1.6 Parameters for Elections Canada

(a) Communications with officials of Elections Canada regarding all aspects of the

(b)

(c)

Managed Services Contact Centre procurement process are limited to official
communication channels either through the RRR phase or the Contracting Authority or
their designate.

In responding to requests, Elections Canada will endeavor to ensure that Qualified
Respondents receive information in a timely manner.

If in the course of, or arising out of a one-on-one meeting, Elections Canada provides
an RRR Participant with information that would reasonably be considered to be new
information with respect to the Managed Services Contact Centre procurement
process, then Elections Canada will promptly provide such information to all Qualified
Respondents.

7.1.7 Dispute Resolution Process

Through informal discussion and good faith, each Qualified Respondent and Elections Canada
(the "Parties") shall make all reasonable efforts to resolve any dispute, controversy or
misinterpretation ("Dispute") between Elections Canada and a Qualified Respondent arising
out of the RRR phase.

Any Dispute between the Parties arising out of the RRR phase shall be resolved in accordance
with the following process:

(a)

(b)

(c)

Any such Dispute shall first be referred to the Qualified Respondent’s Representative
and the Elections Canada Contracting Authority. The representatives of the Parties
will have three Business Days to resolve the Dispute;

In the event that the representatives of the Parties specified in Subsection 7.1.7(a)
above are unable to resolve the Dispute, it shall be referred to the Qualified
Respondent’s Project Director responsible for this initiative and the Elections Canada
Assistant Director, Procurement and Contracting Services and the Director
responsible for the Managed Services Contact Centre project, who will have three
Business Days to resolve the Dispute;

In the event that the representatives of the Parties specified in Subsection 7.1.7(b)
above are unable to resolve the Dispute, it shall be referred to the Qualified
Respondent’s President or equivalent and the Elections Canada Chief Financial
Officer and the Deputy Chief Electoral Officer responsible for the Managed Services
Contact Centre project; and
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(d) In the event that the representatives of the Parties specified in Subsection 7.1.7(c)
above are unable to resolve the Dispute, Elections Canada will, within five Business
Days render a written decision which shall include a detailed description of the
Dispute and the reasons supporting Elections Canada’s decision. The Contracting
Authority will deliver a signed copy thereof to the Qualified Respondent.

(e) The Parties may, by mutual consent, agree to bypass levels in the dispute resolution
process or otherwise agree to modify the timing of the dispute resolution process.

7.2 Authorities

[Note: The information for authorities will be identified in the Part 7 Review and Refine Requirements
Instructions released to ITQ Qualified Respondents]

7.2.1 Contracting Authority

The Contracting Authority is:

[insert name at contract award]
[insert title]

Procurement and Contracting Services
Elections Canada

30 Victoria Street

Gatineau QC K1A 0OM6

Tel: [insert at contract award]

E-mail: First.Last@elections.ca

Any changes to the Instructions or RRR phase must be authorized in writing by the Contracting
Authority.

7.2.2 Technical Authority

The Technical Authority is:

[insert name at contract award]
[insert title]

Elections Canada

30 Victoria Street

Gatineau QC K1A 0OM6

Tel: [insert at contract award]
E-mail: First.Last@elections.ca

The Technical Authority has no authority to authorize changes to the requirement.

ITQ vl — February 2017 42 of 60



7.2.3

7.3

7.3.1

7.3.2

7.3.3

7.3.4

7.3.5

7.3.6

ECTD-ITQ-16-0192
Managed Services Contact Centre

Qualified Respondent’s Representative

The Qualified Respondent’s Representative is:

[insert name at contract award]
[insert title]

[insert company]

[insert address]

Tel: [insert at contract award]
E-mail: [insert e-mail]

The Qualified Respondent’s Representative is the main point of contact for the Elections
Canada Contracting Authority and Technical Authority throughout the ITQ and the RRR phase.

RRR Process Overview

Qualified Respondents will be required to sign and submit the NDA in Annex E before being
permitted to participate in the RRR phase. The Contracting Authority will coordinate the NDA
process with Qualified Respondents to obtain signed copies of Annex E — Non-Disclosure
Agreement (NDA).

Prior to the commencement of the RRR phase, Elections Canada will provide the Qualified
Respondents with the detailed process to be followed for the RRR phase.

The detailed consultations that take place during the RRR phase are not intended to be a
forum for negotiating any provisions of the anticipated solicitation requirements, but rather
one in which Qualified Respondents can provide feedback to Elections Canada on anticipated
solicitation requirements.

Elections Canada will provide Qualified Respondents with its preliminary requirements and
request that Qualified Respondents provide comments, suggestions, and/or identify areas
that require additional clarification from Elections Canada using the process that will be set
out in the detailed materials that will be provided to all Qualified Respondents. Elections
Canada will require a significant commitment from Qualified Respondents during the RRR
phase, both in terms of time and resources.

Feedback provided during any discussions between Elections Canada and a Qualified
Respondents or through written comments may be analyzed for further consideration by
Elections Canada and may be incorporated, in whole or in part, into subsequent procurement
documents that Elections Canada issues as part of this procurement process (e.g. the
anticipated solicitation) and/or the contract.

It is the responsibility of each Qualified Respondent to take advantage of the RRR phase by
asking the questions that are necessary to prepare a complete proposal in response to the
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anticipated solicitation.

7.3.7 The information obtained by Elections Canada from Qualified Respondents during the RRR
phase may be used by Elections Canada to finalize the requirements for the anticipated
solicitation. This information will not be used to evaluate Qualified Respondents.

7.3.8 At Elections Canada sole discretion, in-person group, or one-on-one discussions will be held at

Elections Canada headquarters in Gatineau, QC or within the National Capital Region or the
RRR Participants office.
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Annex A: High Level Requirements

Elections Canada (EC) is looking to procure the services of a Managed Services Contact Centre
provider(s) (the “Contractor”) to increase and improve current and future service offerings to EC
clients including the general public. It is expected that the provider(s) (the “Contractor”) will be
responsible and accountable for all aspects of the contracted service including recruitment, training,
forecasting and scheduling of the necessary resources to provide contact center services within
prescribed service levels.

The objective of the MSCC is to provide contact centre services in a professional and accurate
manner within the prescribed service levels, using a dynamic staffing approach, continuous
monitoring and analysis, in accordance with clearly defined call handling protocols and escalation
processes.

e To give clients consistent and accurate responses from Elections Canada in an effective and
timely manner across multiple channels.

e To monitor and report on client interactions, service metrics and system performance metrics
for the organization as a whole providing actionable data on a timely basis.

e To reassure Canadians that we are knowledgeable and trustworthy stewards of the electoral
system.

e To enhance the client experience by being responsive, consistent and transparent in service
delivery.

e Toimprove the client journey, increasing the likelihood of first contact resolution and
eliminating touch points in the event of escalation

e To assist in implementing a continual improvement model by learning from and adopting best
practices over multiple Electoral Events.

The Contractor services will encompass all necessary turn-key services including but not limited to;
project management and integration (software and telecommunications), equipped workspaces
(desks, computers and telephones), telecommunication linkages, internet connectivity, configuration,
and quality assurance program.

The Contractor must provide appropriately outfitted facilities located within Canada and
infrastructure, with the prescribed number of qualified Agents and Supervisors to meet forecasted
volumes as well as English and French requirements as specified herein.

The Contractor must provide an enclosed working space within the contact centre for the use of EC
personnel during the Electoral Event. The enclosed working space must be equipped with a
telephone and provide access to the internet. Access to a fax, photocopier and printer must be
provided. When accessing secure areas, it is understood and agreed that EC personnel may be
escorted by Contractor personnel to be in compliance with security requirements. EC must provide
the Contractor with at least twenty four hours’ advance notice of any site visits.
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The Contractor must ensure that during the performance of the Work, it has Agents and Supervisors
that are able to speak, read and write fluently in the Official Languages, English and French, namely
by conversing with confidence, clarity, conciseness, logic, precision, grammar and vocabulary.

The Contractor must meet or exceed the Service Level Objectives and Metrics. During an Electoral
Event the Technical Authority and the Contractor must generate and analyze service level reports in
accordance with Service Level Objectives and Metrics. The Contractor will leverage the resulting
analysis to produce updated WFMP, including Forecast, Deployment and Agent Training schedules.

There are four main areas of activity that must be completed by the Contractor with each area having
defined work and performance requirements. The first being the Planning Phase which consists
primarily of developing a Project Management Plan and related supporting activities and
deliverables. Next is the Deployment Phase which encompasses Readiness, System Testing and
Deployment activities. The Event Phase initiates delivery of the Contact Centre Services for the
duration of the Electoral Event. The Post Event Phase allows for gradual ramping down of activities
and concludes two (2) weeks after the Electoral Event.

Planning Phase - Project Management Plan (PMP)

The Contractor must prepare and, at a date specified by the Technical Authority, submit a draft PMP
to the Technical Authority for approval.

Deployment Phase - Readiness Notice

At a time deemed appropriate by EC and in its sole discretion, the Technical Authority will issue a
Readiness Notice authorizing the Contractor to staff the required number of Agents as per an
approved Deployment Schedule and a workforce management plan (WFMP).

In accordance with the timelines outlined in the PMP — Deployment Phase and as per the most recent
approved Deployment Schedule, the Contractor must;

e Immediately prepare the necessary facilities to train and host all Agents and supporting
Contact Centre Staff assigned to EC’s project; and

e Assign the prescribed number of qualified Agents to EC’s project.

Deployment Notice

At a time deemed appropriate by EC and in its sole discretion, the Technical Authority will issue a
Deployment Notice to the Contractor, authorizing the Contractor to staff the prescribed number of
Agents as per the approved Deployment Schedule and WFMP.
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Upon receipt of the Deployment Notice, the Contractor must begin to increase the number of Agents
assigned to the EC project in accordance with the approved Deployment Schedule and WFMP.

Event Phase

At a time deemed appropriate by EC and in its sole discretion, the Technical Authority will issue an
Event Notice to the Contractor indicating the start and end date of the Electoral Event.

Post-Event Phase

In accordance with the most recent approved Deployment Schedule as per the WFMP the Contractor
must progressively reduce the number of Agents assigned to the EC project.

The Technical Authority will schedule a post mortem meeting between EC and the Contractor at
ECHQ to discuss lessons learned and present recommendations to assist in improving overall
management of Contact Centre services in the future.

TELECOM
EC is currently conducting an evaluation of Automatic Call Distributors (ACD) systems and options, as
such specific technical requirements are unavailable at the moment. Two ACD routing options being
considered are;
a)  Option 1 will have the Contractor integrate and use the EC provided ACD into their
systems and operations.
b)  Option 2 will have the EC ACD route calls to the Contractor ACD based on a
percentage allocation method. In this option the Contractor must provide the
Technical Authority with visibility into the Contractors’ ACD, specifically monitoring
of the EC queues.
EC shall host the Voice Response System (VRS) and be responsible for routing the designated Toll-
Free number(s). The Contractor must ensure sufficient telephony technology is available to serve the
anticipated call volumes, as well as the necessary technology to enable transferring or escalating up
to twenty (20) percent of calls. The telephony service provided must be interoperable with the VRS
hosted by EC. As required, the Contractor and the Technical Authority shall, in consultation, identify
and establish any call overflow, alternate routing, messaging and queue requirements.

Access Control and Authentication
For every Agent and/or Supervisor assigned to or removed from a role in the MSCC and the EC

project, the Contractor must provide to the Technical Authority, the following information:

e Assignment - security validation and profile creation will require a minimum of 72 hours’
notice prior to an agent or supervisor being assigned to the EC project, and
e Removal - within 24 hours of EC request.
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CASE MANAGEMENT SYSTEM (CMS)
Microsoft Dynamics 365 has recently been adopted by EC as the enterprise Case Management

System (CMS). To leverage the advanced capabilities of the CMS, the Contractor may be required to
install and configure the Unified Service Desk (USD) with the ACD. The Contractor must meet
minimum system requirements outlined below to support MS Dynamics and USD.
Minimum Client Hardware
e 1.9 GHz or faster x86 or x64 dual core processor with SSE2 instruction set
e 4GB Memory
e 2GB free hard disk space
e Minimum screen resolution of 1280x720 recommended
Supported Operating Systems; the following operating systems are supported with the
recommendation that the latest Windows updates are applied.

e Windows 10 (x64 and x86)
e Windows 8 or 8.1 (x64 and x86)
e Windows 7 SP1 (x64 and x86)
Supported Browsers (The following browser information should be noted).

Microsoft Edge

e Internet Explorer 11

e Internet Explorer 10

e Mozilla Firefox (latest publicly released version) running on Windows 8.1 or
Windows 8, Windows 7

e Google Chrome (latest publicly released version) running on Windows 8.1 or
Windows 8, Windows 7, or Google Nexus 10 tablet

e Apple Safari (latest publicly released version) running on Mac OS X 10.8 (Mountain

Lion), 10.9 (Mavericks), or Apple iPad

To access the EC CMS the Contractor must establish and maintain a secure VPN
connection to EC’s infrastructure.

Voice Analytics

The Technical Authority is considering the use of Voice Analytics for quality assurance purposes and
determining customer satisfaction levels. As such the Contractor may be required to have the
capacity to record, store and transfer call recordings. Supported recording formats are .riff, . mp3 and
.wma.
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Resource Categories
There will be various resource categories for the MSCC. These categories are Telephone Agents,
Email-Web Form Agents, Social Media Agents, Supervisors and Trainers.

Agent Training

The Technical Authority will provide the Contractor with the current Agent Training Package.
The Technical Authority and the Contractor must review the Agent Training Package to clarify
program, determine suitability and duration of required training. The Contractor shall have an
opportunity to provide feedback/comments on the Agent Training Package to the Technical
Authority.
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Annex B: Anticipated High Level Review and Refine Requirements (RRR) Process

1. REVIEW AND REFINE REQUIREMENTS (RRR)

In accordance with ITQ Part 7 Section 7.3 RRR Process Overview, Qualified Respondents will
be invited to provide comments and suggestions that may assist Elections Canada in refining
the Managed Services Contact Centre requirements in preparation for the anticipated
solicitation.

Qualified Respondents will have an opportunity to enhance their understanding of the
requirements through this process, and will be requested to review preliminary solicitation
requirements in a fair and transparent manner. Elections Canada may then refine the
solicitation requirements based on RRR Participants’ feedback.

Elections Canada will provide the Qualified Respondents with preliminary solicitation
requirements and request that they provide comments, suggestions, and/or identify areas
that require additional clarification from Elections Canada through the process as set out in
the detailed materials that will be provided to Qualified Respondents. Elections Canada will
require a significant commitment from Qualified Respondents during the RRR phase, both in
terms of time and resources. Elections Canada may request input for topics, such as, but not
limited to:

(a) Business, functional, architectural, security, service delivery and technical
requirements;

(b) Transition planning requirements, to ensure that Elections Canada and its partners
can seamlessly convert to the new Managed Services Contact Centre;

(c) Security Assessment and Authorization requirements applicable to the design,
implementation and operations of the service, in accordance with government

standards and guidelines;

(d) Service levels, key performance indicators and reporting requirements for service
management;

(e) Anticipated solicitation evaluation criteria; and

(f) Anticipated solicitation terms and conditions, pricing structure, resulting Contract
clauses, etc.
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2. ANTICIPATED, HIGH LEVEL, RRR APPROACH AND PROCESS

Prior to the commencement of the RRR phase, Elections Canada will provide the Qualified
Respondents with a detailed RRR phase document. It is anticipated that the RRR phase will
involve, but not be limited to, the following:

(a) Kick-off meeting with all Qualified Respondents to review the structure and overview
of the preliminary solicitation requirements and the RRR phase;

(b) RRR period of one to two months
(c) Written feedback will be solicited from Qualified Respondents; and

(d) Collaborative workshops will be held with Qualified Respondents to review and
clarify requirements.
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1.01.01  This Annex outlines the terminology and acronyms employed throughout the ITQ but not
already defined or interpreted in the ITQ.

1.01.02  The definitions of words and terms in the ITQ apply to capitalized words and terms used
as if those words and terms were defined herein.

1.01.03  The headings used in the ITQ are inserted for convenience of reference only and shall not
affect their interpretation.

1.01.04 In the ITQ, words importing the singular number include the plural and vice versa, and
words importing the masculine gender include the feminine gender and the neuter.

1.01.05 Inthe ITQ, unless the context otherwise requires:

Affiliate

means a business concern, organization or individual that, directly or
indirectly, 1) either one controls or has the power to control the other, or
2) a third party has the power to control both. Indicia of control, include,
but are not limited to, interlocking management or ownership, identity of
interests among family members, shared facilities and equipment, common
use of employees, or a business entity created following the charges or
convictions contemplated in this Section which has the same or similar
management, ownership, or principal employees as the Respondent that is
charged or convicted, as the case may be

ACD

means automated call distributer

Business Day

means a day other than a Saturday, Sunday or statutory holiday in the
province of Quebec

CMS

means case management system

Contractor

means the person or entity (or, in the case of joint venture, the persons or
entities) whose resources will perform the Work. It does not include the
parent, subsidiaries or other affiliates of the bidder, or its subcontractors.

Contracting Authority

means the individual responsible for the management of the ITQ, and any
changes to the ITQ must be authorized in writing by the Contracting
Authority

Elections Canada (EC)

means the Office of the Chief Electoral Officer, commonly known as
Elections Canada

Electoral Event

means general elections, by-elections, and federally organized
referendums. The CEA states that an Electoral Event must last a minimum
of 37 days. For the purpose of this SOW, an Electoral Event commences
when the writ is issued and concludes on Election Day.

ITQ

means Invitation to Qualify and is considered as phase 1 of this
procurement process

Instructions

means the Resulting Review and Refine Requirements Instructions
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established in Part 7

Joint Venture

has the meaning ascribed to it in Section 2.16

MSCC

means Managed Services Contact Center

NDA

means Non-Disclosure Agreement

Qualified Respondent

means the person or Affiliate (or, in the case of a Joint Venture, the persons
or Affiliates) who successfully qualify during phase 1 of the ITQ once the
evaluation process is completed

Qualified Respondent’s

Representative

means the individual designated by the Qualified Respondent’s as the main
point of contact for the Elections Canada Contracting Authority and
Technical Authority throughout the ITQ

RRR

means Review and Refine Requirements and considered as phase 2 of this
procurement process

RRR Participant

means the individuals participating in the RRR phase on behalf of the
Qualified Respondent

Respondent

means the person or Affiliate (or, in the case of a Joint Venture, the persons
or Affiliates) submitting a response to become a Qualified Respondent. It
does not include the parent, subsidiaries or other Affiliates of the
Respondent, or its subcontractors

Size and Scope

means number of calls and volume as defined in Sub-section 1.3.2 of the
ITQ

SRCL

means Security Requirements Checklist

Solicitation and
Contract Award

means phase 3 of this procurement process

Technical Authority

means the individual responsible for all matters concerning the technical
requirement of the work under the ITQ

usD means unified service desk
VRS means Voice Response System
WFMP means Workforce Management Plan
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Annex D: Preliminary Security Requirements Checklist (SRCL)

I * T S— Contract Number / Numéro du conlrat
of Canada du Canada ECTD-ITQ-16-0192

Security Classification / Classificalion de sécurilé

SECURITY REQUIREMENTS CHECK LIST (SRCL) A
LISTE DE VERIFICATION DES EXIGENCES RELATIVES A LA SECURITE (LVERS
PART A - CONTRACT INFORMATION /| PARTIE A - INFORMATION CONTRACTUELLE
1. Originating Government Depariment or Organization /
Ministére ou organisme gouvernemental d'origine

2. Branch or Directorate / Direction générale ou Direction

3. a) Subcontract Number / Numéro du contrat de sous-traitance 3. b) Name and Address of Subcontraclor / Nom et adresse du sous-traitant

4. Brief Description of Work / Bréve description du travail

|5. a) Will the supplier require access to Controlled Goods? No D Yes
Le fournisseur aura-l-il accés a des marchandises contrélées? Non Qui

5. b) Will the supplier require access to unclassified military technical data subject to the provisions of the Technical Data Control No Yes
Regulations? Non Oui
Le fournisseur aura-t-il accés & des données techniques militaires non classifiées qui sont assujetties aux dispositions du Réglement
sur le contréle des données techniques?

6. Indicate the type of access required / Indiquer le type d'acceés requis

6. a) Will the supplier and its employees require access lo PROTECTED and/or CLASSIFIED information or assels? I:] No . Yes
Le fournisseur ainsi que les employés auront-ils accés a des renseignements ou 4 des biens PROTEGES etlou CLASSIFIES? Non Oui
(Specify the level of access using the chart in Question 7. ¢)
(Préciser le niveau d'accés en utilisant le tableau qui se trouve 4 la question 7. ¢)

6. b) Will the supplier and its employees (e.g. cleaners, maintenance personnel) require access to restricted access areas? No access to No Yes
PROTECTED and/or CLASSIFIED information or assets is permitted. Non QOui
Le fournisseur et ses employés (p. ex. nettoyeurs, personnel d'entrefien) auront-ils accés & des zones d'accés restreintes? L'accés
4 des renseignements ou 4 des biens PROTEGES et/ou CLASSIFIES n'est pas autorisé.

[6. c) Is this a commercial courier or delivery requirement with no overnight storage? No Yes
S'agit-il d'un contrat de messagerie ou de livraison commerciale sans entreposage de nuit? Non Oui

7. a) Indicate the type of information that the supplier will be required to access / Indiquer le lype d'infl tion auquel le fournisseur devra avoir accés
Canada [ v ] NATO / OTAN | | Foreign | Etranger |
7. b) Release restriclions / Restrictions relalives a la diffusion
No release restrictions All NATO countries No release restrictions
Aucune restriction relative Tous les pays de I'OTAN Aucune restriction relative I:]
4 la diffusion a la diffusion
Not releasable |:|
A ne pas diffuser
Restricted to: / Limité & : D Restricted to: / Limité 4 : D Restricted to: / Limité a : D
Specify country(ies): / Préciser le(s) pays : Specify country(ies): / Préciser le(s) pays : Specify country(ies): / Préciser le(s) pays :
7. ¢) Level of information / Niveau d'information
PROTECTED A I:] NATO UNCLASSIFIED D PROTECTED A :‘
PROTEGE A NATO NON CLASSIFIE PROTEGE A
PROTECTED B NATO RESTRICTED PROTECTED B j
PROTEGE B NATO DIFFUSION RESTREINTE PROTEGE B
PROTECTED C D NATO CONFIDENTIAL D PROTECTED C I:‘
PROTEGE C NATO CONFIDENTIEL PROTEGE C
CONFIDENTIAL El NATO SECRET D CONFIDENTIAL D
CONFIDENTIEL NATO SECRET CONFIDENTIEL
SECRET D COSMIC TOP SECRET [:] SECRET D
SECRET COSMIC TRES SECRET SECRET
TOP SECRET |:| TOP SECRET D
TRES SECRET TRES SECRET
TOP SECRET (SIGINT) D TOP SECRET (SIGINT) D
TRES SECRET (SIGINT) TRES SECRET (SIGINT)
TBS/SCT 350-103(2004/12) Security Classification / Classification de sécurité d"‘
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I* Government  Gouvernement Contract Number / Numéro du contrat
of Canada du Canada ECTD-ITQ-16-0192

Security Classification / Classification de sécurité

PART A (continued) | PARTIE A (suite)

8. Will the supplier require access to PROTECTED and/or CLASSIFIED COMSEC information or assels?
Le fournisseur aura-t-il accés & des renseignements ou a des biens COMSEC désignés PROTEGES et/ou CLASSIFIES? Oui
If Yes, indicate the level of sensitivity:
Dans I'affirmative, indiquer le niveau de sensibilité :

9. Will the supplier require access to extremely sensitive INFOSEC information or assets? . Yes
Le fournisseur aura-t-il accés & des renseignements ou a des biens INFOSEC de nature extrémement délicate? Non Oui

Short Title(s) of material / Titre(s) abrégé(s) du matériel :

Document Number / Numéro du document :

PART B - PERSONNEL (SUPPLIER) / PARTIE B - PERSONNEL (FOURNISSEUR

10. a) Personnel security screening level required / Niveau de contréle de la sécurité du personnel requis

RELIABILITY STATUS D CONFIDENTIAL SECRET TOP SECRET
COTE DE FIABILITE CONFIDENTIEL SECRET TRES SECRET

‘:] TOP SECRET- SIGINT |:| NATCO CONFIDENTIAL NATO SECRET D COSMIC TOP SECRET
TRES SECRET - SIGINT NATO CONFIDENTIEL NATO SECRET COSMIC TRES SECRET

SITE ACCESS
D ACCES AUX EMPLACEMENTS

Special comments:

Commentaires spéciaux :

NOTE: If multiple levels of screening are identified, a Security Classification Guide must be provided.
REMARQUE : Si plusieurs niveaux de contréle de sécurité sont requis, un guide de classificalion de la sécurité doit étre fuumi

10. b) May unscreened personnel be used for portions of the work? Yes
Du personnel sans autorisation sécuritaire peut-il se voir confier des parties du travail? Non Qui
If Yes, will unscreened personnel be escorted? I:I Yes
Dans l'affirmative, le personnel en question sera-t-il escorté? Nen Oui

PART C - SAFEGUARDS (SUPPLIER) / PARTIE C - MESURES DE PROTECTION (FOURNISSEUR

INFORMATION / ASSETS [/ RENSEIGNEMENTS /BIENS

11. a) Will the supplier be required lo receive and store PROTECTED and/or CLASSIFIED information or assels on its site or [:] Yes
premises? . Non Oui
Le fournisseur sera-t-il tenu de recevoir et d'entreposer sur place des renseignements ou des biens PROTEGES et/ou
CLASSIFIES?

11. b) Will the supplier be required to safeguard COMSEC information or assets? Yes
Le fournisseur sera-t-il tenu de protéger des renseignements ou des biens COMSEC? Non Oui

PRODUCTION

11. ¢) Will the production (manufacture, and/or repair and/or modification) of PROTECTED and/or CLASSIFIED material or equipment Yes
occur at the supplier's site or premises? D Non Oui
Les installations du foumisseur serviront-elles a la production (fabrication et/ou réparation et/ou modification) de matériel PROTEGE
etiou CLASSIFIE?

INFORMATION TECHNOLOGY (IT) MEDIA / SUPPORT RELATIF A LA TECHNOLOGIE DE L'INFORMATION (TI)

11. d) Will the supplier be required to use its IT systems to electronically process, produce or store PROTECTED and/or CLASSIFIED I:‘ No . Yes
information or data? Non Oui
Le fournisseur sera-t-il tenu d'utiliser ses propres syslémes informatiques pour traiter, produire ou stocker électroniguement des
renseignements ou des données PROTEGES etlou CLASSIFIES?

11. &) Will there be an electronic link between the supplier's IT systems and the govemnment department or agency? D No . Yes
Disposera-t-on d'un lien électronique entre le systéme informatique du fournisseur et celui du ministére ou de 'agence Non QOui
gouvemementale?

TBS/SCT 350-103(2004/12) Security Classification / Classificalion de sécurité
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I * Covainment ‘G@alivermartiont Contract Number / Numéro du contrat
of Canada du Canada ECTD-ITQ-16-0192

Security Classification / Classification de sécurité

PART C - (continued) | PARTIE C - (suite)
For users completing the form manually use the summary chart below to indicate the category(ies) and level(s) of safeguarding required at the supplier's

site(s) or premises.
Les utilisateurs qui remplissent le formulaire manuellement doivent utiliser le tableau récapitulatif ci-dessous pour indiquer, pour chaque catégorie, les
niveaux de sauvegarde requis aux installations du fournisseur.

For users completing the form online (via the Internet), the summary chart is automatically populated by your responses to previous questions.
Dans le cas des utilisateurs qui remplissent le formulaire en ligne (par Internet), les réponses aux questions précédentes sont automatiquement saisies

dans ie tableau récapitulatif.
SUMMARY CHART / TABLEAU RECAPITULATIF

Calegory PROTECTED CLASSIFIED NATO COMSEC
Catégorie PROTEGE CLASSIFIE
Tor NATO NATO NATO CosMIC PROTECTED Tor
A |B [C | CONFIDENTIAL SECRET SECRET RESTRICTED | CONFIDENTIAL | SECRET Tor PROTEGE CONFIDENTIAL | SECRET SECRET
SECRET
CONFIDENTIEL TRES NATO NATO COSMIC A |B |C | CONFIDENTIEL TRES
SECRET | DIFFUSION | CONFIDENTIEL TRES SECRET
RESTREINTE SECRET
Informalion / Assets J
Renseignements / Biens.
Production 7
iT Media /
Support T1
IT Link /
Lien électroniqus

12. a) Is the description of the work contained within this SRCL PROTECTED and/or CLASSIFIED? ) Yes
La description du travail visé par la présente LVERS est-elle de nature PROTEGEE et/ou CLASSIFIEE? Oui
If Yes, classify this form by annotating the top and bottom in the area entitled “Security Classification”,
Dans I'affirmative, classifier le présent formulaire en indiquant le niveau de sécurité dans la case intitulée
« Classification de sécurité » au haut et au bas du formulaire.

12. b) Will the documentation attached to this SRCL be PROTECTED and/or CLASSIFIED? . No Yes
La documentation associée a la présente LVERS sera-t-elle PROTEGEE et/ou CLASSIFIEE? Non Qui

If Yes, classify this form by annotating the top and bottom in the area entitled “Security Classification” and indicate with
attachments (e.g. SECRET with Attachments).

Dans l'affirmative, classifier le présent formulaire en indiquant le niveau de sécurité dans la case intitulée

« Classification de sécurité » au haut et au bas du formulaire et indiquer qu’il y a des piéces jointes (p. ex. SECRET avec
des piéces jointes).

TBS/SCT 350-103(2004/12) Security Classification / Classification de sécurité Can a dlél,
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Government  Gouvernement Contract Number / Numéro du contrat
.* of Canada du Canada ECTD-ITQ-16-0192

Security Classification / Classification de sécurité

PART D - AUTHORIZATION / PARTIE D - AUTORISATION
13. Organization Project Authorily / Chargé de projet de I'organisme

Name (print) - Nom (en lettres moulées) Title - Titre Signature (.
Daniel Fischer Director Digital and Elector Information b+ ] m (. .._/ 7:‘)
Telephone No. - N° de téléphone Facsimiie No. - N de télécopieur | E-mail address - Adresse courriel Date
(819) 939-1851 Daniel Fischer@elections.ca NOv 2 C 2017
14. Organization Security Authority / Responsable de la sécurité de l'organisme
Name (print) - Nom (en lettres mouiées) Title - Titre Signature
- ~ ;
R oo Wrss e Ve M\J

[Telephone No. - N° de téléphone Facsimile No. - N” de téiécopieur

%{3\%\'\—55\,“% E-mail address - Adresse courriel Date %\\\\\\;\-{;ﬁ)

15. Are there additional instructions (e.g. Security Guide, Security Classification Guide) attached? No Yes
Des instructions supplémentaires (p. ex. Guide de sécurité, Guide de classification de la sécurité) sont-elles jointes? Non Oui

16, Procurement Officer / Agent d'approvisionnement
Name (pnnt) - Nom (en lettres moulées) Title - Titre Signature

7 ik an, Y Nenren / Helv'soc /28 WW L/iﬂ?ﬂ/g_/

Telephone -N"de léléphone Facsimile No. - N° de télécopieur W ddregs - Adresse co ‘Dale
7‘?;I } é: e ﬂmﬂe/e%j/M_cm Ho)7- /-3 F—

[17. Contracting Sscurity Authonly / Autorité contractante en matiére de sécurité

Name (print) - Nom (en lettres moulées) Titie - Titre Signature
elephone No, - N° de téléphone Facsimile No. - N° de télécopieur E-mail address - Adresse courriel Date
TBS/SCT 350-103(2004/12) Security Classification / Classification de sécurité
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Annex E: Non-Disclosure Agreement (NDA)

Elections Canada, (“we” or "us") is currently engaged in procuring services of a contractor to provide
Managed Services Contact Centre (File Number: ECTD-ITQ-16-0192). As part of the related procurement
process, we desire to share information with (name of "RRR
Participant") in order to facilitate your participation in the Review and Refine Requirements (RRR)
phase. Capitalized terms used in this NDA and not otherwise defined herein shall have the respective
meanings ascribed to them in the ITQ.

As part of the RRR phase, you may receive information in connection with or relevant to the
anticipated solicitation and the procurement process generally, that is non-public or proprietary in
nature, including (a) any such information that may have been provided previously to you by us, or
on our behalf by a third party, (b) any such information learned by you from employees or agents of
Elections Canada, relates to the procurement process generally, or (c) third-party confidential
information disclosed to you by Elections Canada or other RRR Participants and all such information,
whether provided orally or in writing and in whatever medium, is collectively referred to as the
"Information". All Information furnished to you must be treated by you as set forth below unless we
otherwise consent in writing.

For greater certainty, the content of any discussions between you and other RRR Participants,
relating to this procurement, regarding any analysis, compilations, data, studies or other documents
or records prepared by you containing or based, in whole or in part, upon any Information furnished

to you shall, in each case, be deemed to be Information and subject to the terms of this NDA.

In consideration of the mutual covenants contained herein, the RRR Participant hereto agrees as
follows:

1.  Acceptance of the Instructions

By signing this NDA you agree to be bound by the Review and Refine Requirements
Instructions in Part 7 of the ITQ.

2.  Confidentiality Obligation
a) Subject to paragraph 4 below, the Information:
i. must be kept strictly confidential by you and must not, without Elections
Canada prior written consent, be disclosed by you to any other person directly

or indirectly, in whole or in part; and

ii. must not be used by you directly or indirectly for any purpose other than to
participate in the RRR phase and, if applicable any other use permitted by this
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NDA.

b) You agree to restrict access to the Information and to transmit the Information only to
individuals who need to know the Information for the purposes set out in paragraph
2(a)(ii), who are informed of the nature of the Information, and who have signed this
NDA.

3. Non-Disclosure of Discussions

Without Elections Canada prior written consent, you must not disclose to any other Affiliate (i) the
content of discussions between you, other RRR Participant(s) (if applicable) and Elections Canada
relating to the procurement process generally, including the RRR phase and (ii) the name of any
other RRR Participant(s) (if applicable).

4. Obligations with respect to Information and Discussions

You acknowledge that we do not hereby make any representation or warranty as to the accuracy
or completeness of the Information and that we are under no obligation to update the
Information or to correct any errors or inaccuracies in, or omissions from, any Information
provided to you. You further agree that we shall not have any liability, direct or indirect, to you as
a result of the use of the Information by you.

5. Effective Date of NDA

This NDA shall be executed and become effective on the last date it is signed by the RRR
Participant as indicated below, and shall remain in effect through the RRR phase until the
anticipated solicitation is released.

6. Miscellaneous

a) This NDA shall be governed by and construed in accordance with the laws of the
Province of Ontario and the federal laws of Canada applicable therein. The RRR
Participant hereby irrevocably attorns to the jurisdiction of the Federal Court of
Canada with respect to any matter relating to this NDA.

b) This NDA may be validly executed by e-mail transmission and in any number of
counterparts, all of which taken together shall constitute one and the same NDA and
each of which shall constitute an original.

RRR Participant Name:

Title:

Organization Name:

PlwiNE

Current e-mail address:
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5. RRR Participant Signature:

6. Date:
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