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SUMMARY OF KEY INFORMATION

RFQ TITLE 1 800 O-Canada Contact Centre Services

PROCUREMENT AUTHORITY The Procurement Authority for this RFQ is Public Services and Procurement 
Canada (the "Procurement Authority").

CANADA CONTACT PERSON Susan Westall
Susan.westall@pwgsc.gc.ca
613-949-8350

RESPONSE SUBMISSION 
DEADLINE

November 2, 2018 by 14:00 EDT

DELIVERY ADDRESS

Hardcopy Delivery Address is:
Bid Receiving - PWGSC
11 Laurier St., Phase III, Place du Portage Core 0B2
Gatineau, Québec K1A 0S5
Canada

Epost email address is:
TPSGC.DGAreceptiondessoumissions-ABBidReceiving.PWGSC@tpsgc-
pwgsc.gc.ca

ENQUIRIES Enquiries regarding this RFQ should be submitted to the Procurement
Authority no later than 10 calendar days before the Response Submission 
Deadline

INELIGIBLE PARTIES See Appendix E, Section 15.4.

FAIRNESS MONITOR KPMG
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1 PROJECT OVERVIEW

1.1 Purpose of RFQ

This Request for Qualifications (RFQ) is issued by Canada in respect of the Project generally described in 
Section 1.4 below for the provision of Contact Centre Services in support of the 1 800 O-Canada and 
Custom Information Services (CIS) programs within Service Canada.

The purpose of this RFQ is to invite interested parties to submit a Response indicating their interest in, 
and qualifications for, the Project. Based on these Responses, Canada intends to select, in accordance 
with the terms of this RFQ, a shortlist of up to four (4) Proponents to participate in the next stage of the 
procurement process, namely the Request for Proposals (RFP) stage for the selection of a single 
Contractor to provide the required 1 800 O-Canada and CIS Contact Centre Services.

In this RFQ, except to the extent the context or the express provisions of this RFQ otherwise require, any 
capitalized word or term not otherwise defined in the RFQ Respondent Instructions has the meaning set 
out for it in Appendix A.

1.2 Content of RFQ

This RFQ consists of the following documents:

The body of this document;
Appendix A – RFQ Process, Definitions and Interpretation;
Appendix B - Forms and Certifications;
Appendix C - Evaluation Criteria and Submission Requirements;
Appendix D - Applicable Scales for Rated Evaluation Criteria;
Appendix E - Respondent Instructions;
Appendix F - Enquiry Form;
Appendix G - Submission Agreement for RFP;
Appendix H - Security Guide;
Appendix I - Administrative Checklist;
Appendix J - Statement of Requirement;
Appendix J.1 Historical contact centre call volumetrics and staffing
Appendix J.2 Security Requirements Checklist.

Important Note: Appendix J and J.1 will be provided to interested parties upon request.

Requests for the documents must be submitted to: 

Susan Westall
Supply Team Leader
Public Services and Procurement Canada 

Telephone: 613-949-8350
Email: susan.westall@pwgsc-tpsgc.gc.ca

1.3 Eligibility to Participate in RFQ

Any interested party or parties may submit a Response. Respondents may be individuals, corporations, 
joint venture/consortia, partnerships or any other legal entities, subject to the provisions of Appendix E,
Section 15 of this RFQ.
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1.4 Project Information

The overall objective of the Project is to select a single, qualified provider of Contact Centre Services for 
the provision of Contact Centre Services, Facilities, and other related services as required to meet the 1 
800 O-Canada and Customized Information Services (CIS) contact centre needs of Service Canada as 
set out in this RFQ Appendix J and as further defined in the subsequent RFP.

The Contractor selected through the RFP process will be awarded a non-exclusive contract for the 
provision of required Contact Centre Services for a period of up to 10 years. The detailed Contact Centre 
Services requirements and the terms and conditions of the contract will be provided to those 
Respondents qualified to participate in the RFP process as set out in this RFQ Section 4; Evaluation.

1.4.1 Project Background

The mission of ESDC, including Service Canada is to build a stronger and more inclusive Canada, to 
support Canadians in making choices that help them live productive and rewarding lives, and to improve 
Canadians' quality of life. 

The Citizen Service Branch (CSB) of ESDC / Service Canada, through the Phone Operations and 
Integrated Content Management division (PO-ICM), is responsible for the Government of Canada 
Telephone General Enquiries Services Program that includes 1 800 0-Canada and Customized 
Information Services (CIS) (referred to as the 1 800 O-Canada contact centre in this document) and the 
associated content management activities.  Since 1982, this program has been using alternative service 
delivery (ASD) contracts, competitively tendered, to provide the human resources required for the 
management and delivery of its contact centre services. 

The current ASD contract expires on November 29, 2019.  

This RFQ addresses the initial stage in the selection of a Contractor for the provision of Contact Centre 
(CC) Services as required to evolve the delivery of 1 800 O-Canada and associated CIS from the current 
service delivery model in which contact centre agents are provided through a third party contractor and 
where facilities, technical and telephony infrastructure, and overarching management services are 
provided by ESDC, to a model in which the Contact Centre Services and the facilities housing agents, 
supporting staff and infrastructure are provided by the Contractor and the core contact management, 
knowledgebase and supporting infrastructures continue to be provided by Canada.

The  Appendix J “Statement of Requirements” (SOR) sets out the draft high-level requirements for the 
Contact Centre Services including the strawman technical environment, project implementation approach, 
and master project schedule. It also provides an overview of the current 1 800 O-Canada and CIS 
services and service delivery including as Appendix J.1: Historical Contact Centre Volumetrics and 
Staffing.

1.4.2 Project Objectives

The short term objectives of the project are to:

Maintain service delivery
replace the current private-public arrangement with a new one that continues to effectively and 
efficiently deliver 1 800 O-Canada and CIS where such services are delivered in accordance 
with the quality and performance measures established in the associated contract
maintain or improves the historically successful track record in delivering service results 
according to the performance framework established (which includes defined qualitative and 
quantitative standards) while maintaining flexibility and scalability of resources-on-demand to 
deliver on new or urgent GC service requirements
provide continuity of services between the current and successor service provider(s) – with a 
targeted cutover to live service in October of 2019 and some overlap of service between the 
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current and new service contracts to best manage the transition of services and a seamless 
experience to Canadians

Support ESDC’s service strategy
maintains or improves interoperability with ESDC and other GC contact centres
offers new capabilities to support future GC service delivery goals and outcomes, as they are 
funded and included in the contract.

Provide value for money : maintain or improve value for money

Balance risks
balance risks between the vendor and Canada, in particular as it relates to capacity and 
demand management
meet the security requirements of Canada
meet the business continuity requirements of Canada (and improve on current situation where 
all facilities are located in Ottawa and therefore not geographically dispersed)

1.4.3 Strawman Target Environment

Figure 1.4.3-1: Strawman Technical Environment



8

In this model:

1. The telephony and call processing will be provided through the current voice infrastructure and 
the Rogers VCC platform (migration to the GC Genesys/IBM platform (HCCS) or an alternative 
will take place in a later phase of the project).  Calls will be forwarded to the Contractor provided 
contact centre agents using a mechanism established between the Contractor and SSC/Rogers 
(e.g. using SIP trunking or direct call forwarding through the PSTN).  

2. The contact centre agents, supervisors, QA, reporting, training and management resources will 
be provided, housed and managed by the Contractor.

3. The Contractor will provide multiple service locations to address requirements for business 
continuity and disaster recovery (minimum 2).

4. Connections to enable disaster recovery / continuity of operations must be provided by the 
Contractor.

5. Contractor Facilities used for service delivery under the contract must be approved to the 
Protected B level by CISD of Public Services and Procurement Canada (PSPC).

6. The knowledgebase and agent interface (IMPACT) will continue to be provided by Canada 
through SSC provided hosting and network infrastructures.

7. Access to the Government provided infrastructure, knowledgebase, and business systems (e.g. 
as required to support CIS initiatives) will be through secure VDI desktop access.  The SSC 
provided remote VDI desktop access services.

8. The workforce management tools Wisdom WFO will be made available by Canada.  Contractor-
provided WFM tools may be used by the Contractor.

1.5 Key Entities

1.5.1 Canada Project Team

The Project's management and procurement is under the direction of a project office comprising officials 
from PSPC, ESDC and SSC.

1.5.2 Fairness Monitor

The Procurement Authority has engaged a Fairness Monitor for this procurement. The Fairness Monitor 
will provide formal oversight and independent validation of the fairness of the procurement process. The 
Fairness Monitor will submit its final report to Canada, which will be made public.
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2 PROCUREMENT PROCESS

2.1 Two-Stage Process

The Procurement Authority expects to select a Contractor following a two-stage procurement process:

Stage 1 – this RFQ resulting in the selection of up to four (4) Qualified Respondents to be Proponents 
under Stage 2;
Stage 2 – an RFP issued to Proponents qualified through the Stage 1 RFQ process and resulting in the 
selection of a Bidder that will be recommended for contract award; and
Stage 3 – award of contract

2.2 Stage 1: Request for Qualifications (RFQ)

The objective of this RFQ is to qualify Respondents who meet the requirements of the RFQ (Qualified 
Respondents). A maximum of four (4) highest ranked Qualified Respondents will be invited to participate 
in the RFP. Respondents will be qualified and ranked based on the process set out in Section 4 of this 
RFQ.

The four (4) highest ranked Qualified Respondents will be invited to execute the Submission Agreement 
(Appendix G) prior to participation in the RFP. If there are less than four (4) Qualified Respondents then 
all Qualified Respondents will be invited.

Should there be an insufficient number of Qualified Respondents after Stage 1 to permit a competition in 
Stage 2, Canada reserves the right to cancel Stage 2 or to modify the Stage 1 requirements and re-
publish the solicitation using the same or a different approach.

2.3 Stage 2: Request for Proposals (RFP)

The information provided in this section does not represent a commitment by Canada and is provided 
solely for information purposes. It may be modified by the Procurement Authority in its sole discretion, at
the RFP stage.

As part of the RFP, the Procurement Authority intends to invite Qualified Respondents to submit 
proposals that must contain, in respect of the Project, a technical submission and a financial submission. 
The form of the RFP submission will be described in the RFP and will address both technical and 
financial aspects of the Project and may include, at Canada’s discretion, a Proof of Proposal 
demonstration.

A draft Contract will be included with the RFP. It is anticipated that the Bidders will have the opportunity to 
submit comments, questions and suggested modifications to the draft Contract via commercially 
confidential meetings and written enquiries. In view of such comments and suggestions, the draft 
Contract could be revised by the Procurement Authority and incorporated through an amendment to the 
RFP prior to RFP closing.

The successful Bidder will be identified taking into consideration technical and financial criteria as set out 
in the RFP.  Details regarding the submission requirements for the RFP and the factors to be considered 
in the evaluation of proposals will be set out in the RFP.



10

2.4 Anticipated Procurement Schedule

Table 2.4-1 outlines the indicative timelines for the procurement process and does not represent a 
commitment by Canada. Rather, it is provided solely for information purposes.   Dates are subject to 
change at the sole discretion of the Procurement Authority.

Table 2.4-1: Anticipated Procurement Schedule

Key Activities                                                                                            Timeline

STAGE 1 – REQUEST FOR QUALIFICATION
RFQ posting October 5, 2018
Information Session October 17, 2018
End of Solicitation Enquiry Period October 23, 2018
Response Submission Deadline November 2, 2018
Response Evaluation Completion November 30, 2018
STAGE 2 – REQUEST FOR PROPOSALS
RFP release to Qualified Proponents January 2019
Commercially Confidential Meetings January 2019
Vendor proof of concept March 2019
Proposal Submission Deadlines: Technical February 2019

Financial February 2019
Announcement of successful Bidder April 2019
Award of Contract May 2019

2.5 Enquiries during the RFQ Process

2.5.1 All enquiries regarding any aspect of this RFQ or the Project (each, an "Enquiry") must be 
submitted no later than the date and time indicated in the Summary of Key Information under Enquiries,
by e-mail to the Procurement Authority at the e-mail address also found on the Summary of Key 
Information in order to be considered by the Procurement Authority.

2.5.2 To ensure the integrity of the procurement process, Enquiries and all other communications 
regarding the RFQ must be directed only to the Procurement Authority. Other than as expressly permitted 
in this RFQ, interested parties must not contact any other employee of Canada or any of the Ineligible 
Parties or other persons involved in the Project to discuss the RFQ. The Procurement Authority has 
designated as the Canada Contact Person the individual identified as such in the Summary of Key 
Information.

2.5.3 The Procurement Authority will have no obligation to respond to Enquiries that are not submitted
in accordance with the procedures described herein. Interested parties should reference as accurately as 
possible the section and, where relevant, the sub-section of the RFQ to which the Enquiry relates. Care 
should be taken by interested parties to explain each question in sufficient detail to allow the Procurement 
Authority to provide an accurate answer.
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2.5.4 During the RFQ stage, to ensure transparency and quality of information provided to interested 
parties, Enquiries received and the replies to such Enquiries, if any, will be provided in writing and subject 
to sections 2.5.5 to 2.5.7 will be posted on Buyandsell.gc.ca, without revealing the source of the Enquiry. 
If the Procurement Authority determines that an Enquiry requires an amendment of the RFQ, the
Procurement Authority will issue an Amendment. It is the sole and entire responsibility of each interested 
party to regularly verify on Buyandsell.gc.ca the posting of any questions and answers and Amendments 
(https://buyandsell.gc.ca).

2.5.5 Enquiries that are "commercially confidential" must be clearly marked "commercially confidential" 
at each relevant item. Items identified as "commercially confidential" will be treated as such except where 
the Procurement Authority determines either that the Enquiry is not of a "commercially confidential" 
nature; or where the response would have implications beyond the interested party that has submitted the 
Enquiry in the Procurement Authority's sole discretion.

2.5.6 Subject to Section 2.5.5, if it is determined that the Enquiry is not "commercially confidential" by 
the Procurement Authority, then the Procurement Authority will inform the interested party, and the 
interested party will have the option of either terminating the Enquiry or having the Enquiry and reply 
posted in accordance with Section 2.5.4.

2.5.7 If it is determined that the Enquiry is "commercially confidential" by the Procurement Authority, 
then the Procurement Authority shall keep the Enquiry and response confidential and shall provide the 
response solely to the interested party which submitted the commercially confidential Enquiry.
All Enquiries should be submitted using Appendix F - Enquiry Form as an attachment to the e-mail 
correspondence.

2.6 Information Session

An Information Session will be held on October 17, 2018 from 10:00 a.m. to 12:00 p.m. Eastern Time. All 
interested parties must register with the Procurement Authority before the Information Session to confirm 
their attendance and should provide, in writing, to the Procurement Authority, the names and e-mail 
addresses of the person(s) who will be attending (either in-person or via teleconference) and a list of 
questions they wish to discuss at least two (2) Business Days before the Information Session.  There will 
be a maximum of two (2) in-person representatives per registered interested party. Additional 
representatives will be able to attend via teleconference. All interested parties who do not confirm 
attendance may not be allowed to participate in the Information Session. Any changes to the attendance 
list should be addressed to the Procurement Authority at least two (2) working days before the 
Information Session.

Any clarifications or changes to the RFQ resulting from the Information Session will be issued as an 
Addendum to the RFQ.  Interested parties who do not attend will not be precluded from submitting a 
Response.

2.7 Security

Respondents must obtain Designated Organization Screening (DOS), or have been sponsored for DOS, 
prior to the RFQ Response Submission Deadline. Appendix H describes the activities and submissions 
that Respondents are strongly encouraged to undertake as soon as possible to be ready to participate as 
Proponents in the RFP stage and to respond to the RFP which will have security requirements as outlined 
in the Security Requirements Check List (SRCL) in Appendix J.2.
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3 RESPONSE PREPARATION INSTRUCTIONS

3.1 Delivery of Response

Respondents must ensure that Responses are received at the Delivery Address by the Response
Submission Deadline. The Procurement Authority will return Responses received after the RFQ 
Response Submission Deadline to the Respondent unopened.

Respondents may use the epost Connect service provided by Canada Post Corporation to transmit their 
response electronically. Respondents must refer to Appendix E for further information. 

Responses sent by fax will not be accepted.

Questions concerning receipt of Responses may be addressed to the Canada Contact Person.

Any delivery to any other address than the one indicated on page one, even to another address 
within PSPC/PWGSC, will be considered NOT delivered.

3.1.1 Delayed Responses

1. A response delivered to the specified Bid Receiving Unit after the solicitation closing date and 
time but due solely to a delay in delivery that can be attributed to the Canada Post Corporation 
(CPC) (or national equivalent of a foreign country). Private courier (Purolator Inc., Fedex Inc., 
etc.) is not considered to be part of CPC for the purposes of delayed responses.

a. The only pieces of evidence relating to a delay in the CPC system that are acceptable to 
PWGSC are: 

i. a CPC cancellation date stamp; 
ii. a CPC Priority Courier bill of lading; 
iii. a CPC Xpresspost label;

that clearly indicates that the response was sent before the solicitation closing date.

b. The only piece of evidence relating to a delay in the epost Connect service provided by 
CPC system that is acceptable to PSPC is a CPC epost Connect service date and time 
record indicated in the epost Connect conversation history that clearly indicates that the 
response was sent before the solicitation closing date and time.

2. Misrouting, traffic volume, weather disturbances, labour disputes or any other causes for the late 
delivery of responses are not acceptable reasons for the reponse to be accepted by PSPC.

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.

3.2 Amendments to Responses

A Respondent may, before the RFQ Response Submission Deadline, amend any aspect of its Response
by withdrawing its original Response by notifying the Canada Contact Person in writing and resubmitting 
the amended replacement Response to the Delivery Address.

Further Response preparation instructions can be found at Appendix E- Respondent Instructions
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3.3 Withdrawal of Responses

A Respondent may only withdraw its Response by giving written notice duly signed by the Respondent to 
the Canada Contact Person.

3.4 Response Form and Content

Responses to this RFQ should be in the format described in Section 3.5 – Format Instructions and
Appendix C – Evaluation Criteria and Submission Requirements.

Each Response must:
1. be received at the Delivery Address before the Submission Deadline; and
2. include all required Forms and Certifications as outlined in Appendix B (B-1 to B-3).

3.5 Format Instructions

If the Respondent chooses to submit its response electronically, Canada requests that the Respondent
submits its response in accordance with section 08 of Appendix E – Respondent Instructions (RFQ).
Respondents must provide their response in a single transmission. The epost Connect service has the 
capacity to receive multiple documents in a single transmission, up to 1GB per individual attachment.

Respondents should follow the format instructions below in the preparation of their hard and electronic 
copy Responses:

a. For each package, include a title page at the front of each copy of the Response that includes the 
RFQ title, date, the RFQ number as per the Summary of Key Information, and the Respondent's 
name and Respondent Representative Contact Individual;

b. Use 8.5 x 11 inch (216 mm x 279 mm) non-glossy paper containing fibre certified as originating 
from a sustainably-managed forest and containing minimum 30% recycled content;

c. Use a numbering system that corresponds to the RFQ;
d. The text should not be smaller than Arial font size 10;
e. Organizational charts may be provided on 11 x 17 inch (278 mm x 432 mm) paper, with text no 

smaller than Arial font size 8;
f. Only material included within the Respondent's response will be evaluated. Reference material 

outside of the Respondent's response will not be considered; and
g. For each package, include a table of contents.

If the Respondent is simultaneously providing copies of its response using multiple acceptable delivery 
methods, and if there is a discrepancy between the wording of any of these copies and the electronic 
copy provided through epost Connect service, the wording of the electronic copy provided through epost 
Connect service will have priority over the wording of the other copies.

3.6 Request for Advance Rulings

Canada has taken steps to protect the integrity of the procurement process including requiring all those 
involved with the process to comply with the Integrity Provisions and the Code of Conduct and to avoid 
and prevent situations that could give rise to a conflict of interest, or the appearance of a conflict of 
interest. A Respondent who has any concerns regarding their status to qualify based on Appendix E -
Respondent Instructions, Section 12, Integrity Provisions, or Section 15, Conflict of Interest - Unfair 
Advantage, is encouraged to request an advance ruling in accordance with the following process not later 
than 15 Business Days in advance of the Response Submission Deadline.
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For an advance ruling on the Integrity Provisions, please contact the PSPC Integrity Regime by:

a. Phone: 1-844-705-2084;
b. Mail:

Registrar of Ineligibility and Suspension 
Public Services and Procurement Canada 
Floor 10A1 Room 105
Portage III Tower A 
11 Laurier St 
Gatineau QC, K1A 0S5

c. E-mail: pwgsc.o.integrity-tpsgc.o.integrite@pwgsc-tpsgc.gc.ca; or,
d. Filling out the e-mail form.

For an advance ruling on Conflict of Interest - Unfair Advantage, please provide to the Canada Contact 
Person no later than 15 Business Days in advance of the Response Submission deadline:

a. names and contact information of the Respondent and the person or entity for which the advance 
ruling is requested;

b. a description of the person and/or entity's relationship to the Respondent;
c. a description of the situation or relationship that raises the possibility or the perception of a 

conflict of interest;
d. if applicable, a description of the steps taken to date and future steps proposed to be taken to 

minimize, mitigate or eliminate an actual, perceived or potential conflict of interest; and
e. copies of any relevant documentation.

Canada may make additional inquiries or request additional information following receipt of the 
information above, in addition to the investigation and due diligence rights outlined at section 4.3 of this 
RFQ.Respondents must provide the information in accordance with Canada’s request. As conflict of 
interests or unfair advantage are fact specific, Canada reserves its rights as outlined at section 15 of 
Appendix E – Respondent Instructions, and may alter any ruling regarding a real or perceived conflict of 
interest or unfair advantage at any time during this RFQ process, or the subsequent RFP process. 

3.7 Additional Information

Additional information may be available for viewing on Buyandsell.gc.ca under "Attachments". Such 
additional information does not contain commitments by Canada nor form part of this RFQ. It is provided 
solely for information purposes. Further information may be added by the Procurement Authority prior to 
the RFQ Response Submission Deadline and Respondents are responsible for regularly checking 
Buyandsell.gc.ca for updates.
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4 EVALUATION

Note: See also Appendix C - Evaluation Criteria and Submission Requirements for further evaluation 
information.

4.1 Conduct of Evaluation

a) Responses will be assessed in accordance with the entire requirement of the RFQ including the 
mandatory and rated evaluation criteria.

b) An evaluation team composed of representatives of Canada will evaluate the responses.

4.1.1 Phased Response Compliance Process

4.1.1.1 (2017-11-03) General

(a) Canada is conducting the Phased Response Compliance Process (PRCP) described below for 
this requirement.  

 
(b) Notwithstanding any review by Canada at Phase I or II of the PRCP, Respondents are and will 

remain solely responsible for the accuracy, consistency and completeness of their Responses
and Canada does not undertake, by reason of this review, any obligations or responsibility for 
identifying any or all errors or omissions in Responses or in responses by a Respondent to any 
communication from Canada. 

 
THE RESPONDENT ACKNOWLEDGES THAT THE REVIEWS IN PHASE I OF THIS PRCP
ARE PRELIMINARY AND DO NOT PRECLUDE A FINDING IN PHASE II THAT THE 
RESPONSE IS NON-RESPONSIVE, EVEN FOR MANDATORY REQUIREMENTS WHICH 
WERE SUBJECT TO REVIEW IN PHASE I OR II AND NOTWITHSTANDING THAT THE 
RESPONSE HAD BEEN FOUND RESPONSIVE IN SUCH EARLIER PHASE. CANADA MAY 
DEEM A RESPONSE TO BE NON-RESPONSIVE TO A MANDATORY REQUIREMENT AT 
ANY PHASE AND ANYTIME DURING THE COURSE OF THIS RFQ PROCESS AND 
SUBSEQUENT RFP PROCESS.

THE RESPONDENT ALSO ACKNOWLEDGES THAT ITS RESPONSE TO 
A COMPLIANCE ASSESSMENT REPORT (CAR) (DEFINED BELOW) IN PHASE I MAY NOT 
BE SUCCESSFUL IN RENDERING ITS RESPONSE RESPONSIVE TO THE MANDATORY 
REQUIREMENTS THAT ARE THE SUBJECT OF THE CAR, AND MAY RENDER ITS 
RESPONSE NON-RESPONSIVE TO OTHER MANDATORY REQUIREMENTS.

(c) Canada may, in its discretion, request and accept at any time from a Respondent and consider 
as part of the Response, any information to correct errors or deficiencies in the Response that
are clerical or administrative, such as, without limitation, failure to sign the Response or any part 
or to checkmark a box in a form, or other failure of format or form or failure to acknowledge; 
failure to provide a procurement business number or contact information such as names, 
addresses and telephone numbers. This shall not limit Canada’s right to request or accept any 
information after the RFQ closing in circumstances where the RFQ expressly provides for this 
right. The Respondent will have the time period specified in writing by Canada to provide the 
necessary documentation. Failure to meet this deadline will result in the Response being 
declared non-responsive.
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(d) The PRCP does not limit Canada’s rights under Appendix E nor Canada’s right to request or 
accept any information during the RFQ solicitation period or after RFQ closing in circumstances 
where the RFQ expressly provides for this right, or in the circumstances described in subsection 
(c).

(e) Canada will send any CAR by any method Canada chooses, in its absolute discretion. The 
Respondent must submit its response by the method stipulated in the CAR.  Responses are 
deemed to be received by Canada at the date and time they are delivered to Canada by the 
method and at the address specified in the CAR.  An email response permitted by the CAR is 
deemed received by Canada on the date and time it is received in Canada’s email inbox at 
Canada’s email address specified in the CAR.  A CAR sent by Canada to the Respondent at any 
address provided by the Respondent in or pursuant to the Response is deemed received by the 
Respondent on the date it is sent by Canada.  Canada is not responsible for late receipt by 
Canada of a response, however caused.

4.1.1.2 Phase I:  Technical Response

(a) Canada’s review at Phase I will be limited to a review of the Technical Response to identify 
any instances where the Respondent has failed to meet any Eligible Mandatory Criterion.  
This review will not assess whether the Technical Response meets any standard or is 
responsive to all RFQ requirements. Eligible Mandatory Criteria are all mandatory technical 
criteria that are identified in this solicitation as being subject to the PRCP. Mandatory 
technical criteria that are not identified in the RFQ as being subject to the PRCP, will not be 
evaluated until Phase II. 

(b) Canada will send a written notice to the Respondent (Compliance Assessment Report or 
“CAR”) identifying any Eligible Mandatory Criteria that the Response has failed to meet. A
Respondent whose Response has been found responsive to the requirements that are 
reviewed at Phase I will receive a CAR that states that its Response has been found 
responsive to the requirements reviewed at Phase I. Such Respondent shall not be entitled to 
submit any response to the CAR.

(c) A Respondent shall have the period specified in the CAR (the “Remedy Period”) to remedy 
the failure to meet any Eligible Mandatory Criterion identified in the CAR by providing to 
Canada in writing additional or different information or clarification in response to the CAR. 
Responses received after the end of the Remedy Period will not be considered by Canada, 
except in circumstances and on terms expressly provided for in the CAR.

(d) The Respondent’s response must address only the Eligible Mandatory Criteria listed in the 
CAR as not having been achieved, and must include only such information as is necessary 
to achieve such compliance. Any additional information provided by the Respondent which is 
not necessary to achieve such compliance will not be considered by Canada, except that, in 
those instances where such a response to the Eligible Mandatory Criteria specified in the 
CAR will necessarily result in a consequential change to other parts of the Response, the 
Respondent shall identify such additional changes.
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(e) The Respondent’s response to the CAR should identify in each case the Eligible Mandatory 
Criterion in the CAR to which it is responding, including identifying in the corresponding 
section of the original Response, the wording of the proposed change to that section, and the 
wording and location in the Response of any other consequential changes that necessarily 
result from such change.  In respect of any such consequential change, the Respondent
must include a rationale explaining why such consequential change is a necessary result of 
the change proposed to meet the Eligible Mandatory Criterion. It is not up to Canada to 
revise the Respondent’s Response, and failure of the Respondent to do so in accordance 
with this subparagraph is at the Respondent’s own risk. All submitted information must 
comply with the requirements of this solicitation.

(f) Any changes to the Response submitted by the Respondent other than as permitted in this 
solicitation, will be considered to be new information and will be disregarded. Information
submitted in accordance with the requirements of this solicitation in response to the CAR will 
replace, in full, only that part of the original Response as is permitted in this Section.

(g) Additional or different information submitted during Phase I permitted by this section will be 
considered as included in the Response, but will be considered by Canada in the evaluation 
of the Response at Phase I only for the purpose of determining whether the Response meets 
the Eligible Mandatory Criteria. It will not be used at any Phase of the evaluation to increase 
or decrease any score that the original Response would achieve without the benefit of such 
additional or different information. For instance, an Eligible Mandatory Criterion that requires a 
mandatory minimum number of points to achieve compliance will be assessed at Phase I to 
determine whether such mandatory minimum score would be achieved with such additional or 
different information submitted by the Respondent in response to the CAR. If so, the 
Response will be considered responsive in respect of such Eligible Mandatory Criterion, and 
the additional or different information submitted by the Respondent shall bind the Respondent
as part of its Response, but the Respondent’s original score, which was less than the 
mandatory minimum for such Eligible Mandatory Criterion, will not change, and it will be that 
original score that is used to calculate any score for the Response.

(h) Canada will determine whether the Response is responsive for the requirements reviewed at 
Phase I, considering such additional or different information or clarification as may have 
been provided by the Respondent in accordance with this Section. If the Response is not 
found responsive for the requirements reviewed at Phase I to the satisfaction of Canada, 
then the Response shall be considered non-responsive and will receive no further 
consideration.

(i) Only Responses found responsive to the requirements reviewed in Phase I to the satisfaction 
of Canada, will receive a Phase II evaluation.  

4.1.1.3 Phase II: Final Evaluation of the Response

(a) In Phase II, Canada will complete the evaluation of all Responses found responsive to the 
requirements reviewed at Phase I. A Response is non-responsive and will receive no further 
consideration if it does not meet all mandatory evaluation criteria of the RFQ. Responses will be 
assessed in accordance with the entire requirement of the RFQ including the technical evaluation 
criteria and due diligence verifications.
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4.2 Selection of Qualified Respondents

A Response must comply with the requirements of the RFQ, meet all mandatory technical evaluation 
criteria and obtain the required minimum scores for the rated evaluation criteria as specified in Appendix 
C, to be declared responsive.

For each Response, the rated score for each of the rated evaluation criteria will be added to obtain a total 
aggregate score. 

The four (4) Qualified Respondents with the highest total aggregate score will be selected as the 
Qualified Respondents for subsequent participation in the Stage 2 RFP process.

In the event of a tie between two Respondents as the 4th and final Qualified Respondent, Canada may, in 
its sole discretion, select the Qualified Respondent as the Respondent having the highest overall score in 
rated criteria R1: Corporate Capability. If a tie remains, the Respondent identifying their organization as 
an Aboriginal Business in Form B-3 Respondent Profile will be selected. If an additional method of tie 
breaking is required, the Respondent with the highest overall score in R2 will be selected.

If there are less than 4 Qualified Respondents, all Qualified Respondents will be selected for participation 
in the Stage 2 RFP process. Should there be an insufficient number of Qualified Respondents after Stage 
1 to permit a competition in Stage 2, Canada reserves the right to cancel Stage 2 or to modify the Stage 1
requirements and re-publish the solicitation using the same or a different approach.

4.3 Additional Canada Investigations and Due Diligence

Canada may implement appropriate due diligence processes to verify any statement or claim made by a 
Respondent by whatever means Canada considers appropriate, including but not limited to contacting 
references other than those identified by the Respondent. Canada may disqualify any Respondent
whose Response contains misrepresentations or any other inaccurate or misleading information.

Without limiting the foregoing, Canada may perform:
a. Financial viability assessment
b. Reference checks
c. Integrity provisions checks
d. conflict-of-interest checks; and
e. safety record checks

Canada may disqualify Respondents if any of these checks are not satisfactory to Canada, in its sole 
discretion. 

In addition, Canada may request that Respondents provide a copy of their audited or reviewed financial 
statements from the most recent fiscal year, and/or other financial records, and Canada reserves the right 
to disqualify Respondents if Canada considers the information in these records unsatisfactory, or if 
Respondents do not provide them.

4.3.1 Financial Viability Assessment

Financial Viability Requirement: Respondents must be financially viable to enter into
this Qualification process. To determine the Respondent's financial viability, the Procurement
Authority may, by written notice to the Respondents, require the submission of some
or all of the financial information detailed below during the evaluation of qualification.

The Respondent must provide the following information to the Procurement Authority within 5 working 
days of the request or as specified by the Procurement Authority in the notice:
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a. Audited financial statements, if available, or the unaudited financial statements
(prepared by the Respondent's outside accounting firm, if available, or prepared
in-house if no external statements have been prepared) for the Respondent's
last three fiscal years, or for the years that the Respondent has been in business
if this is less than three years (including, as a minimum, the Balance Sheet, the
Statement of Retained Earnings, the Income Statement and any notes to the
statements).

b. If the date of the financial statements in (a) above is more than five months
before the date of the request for information by the Procurement Authority, the
Respondent must also provide, unless this is prohibited by legislation for public
companies, the last quarterly financial statements (consisting of a Balance Sheet
and a year-to-date Income Statement), as of two months before the date on
which the Procurement Authority requests this information.

c. If the Respondent has not been in business for at least one full fiscal year, the following must 
be provided:

i. the opening Balance Sheet on commencement of business (in the case of a
corporation, the date of incorporation); and

ii. the last quarterly financial statements (consisting of a Balance Sheet and a year-to-
date Income Statement) as of two months before the date onwhich the Procurement
Authority requests this information.

d. A certification from the Chief Financial Officer or an authorized signing officer of
the Respondent that the financial information provided is complete and
accurate.

If the Respondent is a joint venture, the financial information required by the
Procurement Authority must be provided by each member of the joint venture.

If the Respondent is a subsidiary of another company, then any financial information in
(a) to (d) above required by the Procurement Authority must be provided by the
ultimate parent company.

Financial Information Already Provided to Public Services and Procurement Canada (PSPC): The 
Respondent is not required to resubmit any financial information
requested by the Procurement Authority that is already on file at PWGSC with the
Contract Cost Analysis, Audit and Policy Directorate of the Policy, Risk, Integrity and
Strategic Management Sector, provided that within the above-noted time frame:

a. the Respondent identifies to the Procurement Authority in writing the specific information 
that is on file and the requirement for which this information was provided; and

b. the Respondent authorizes the use of the information for this requirement.

It is the Respondent's responsibility to confirm with the Procurement Authority that this
information is still on file with PWGSC.

Other Information: Canada reserves the right to request from the Respondent any
other information that Canada requires to conduct a complete financial capability
assessment of the Respondent. The Respondent also understands that a complete
financial capability review of the Respondent may also be conducted at the time
individual bid solicitations are issued under the RFP or any resulting Contract.

Confidentiality: If the Respondent provides the information required above to Canada
in confidence while indicating that the disclosed information is confidential, then
Canada will treat the information in a confidential manner as permitted by the Access
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to Information Act, R.S., 1985, c. A-1, Section 20(1) (b) and (c).

Respondents must submit their financial statements for the legal entity outlined in
their Response. Canada reserves the right to request further information if
required.

4.4 Invitation to Execute Submission Agreement

The Procurement Authority will invite a maximum of four (4) Respondents who have qualified (in 
accordance with section 4.2) with the highest total aggregate score to execute the Submission 
Agreement, as a condition of being selected to participate in the RFP.

If any of these Qualified Respondents fail or refuse to execute the Submission Agreement within the 
allocated period, the Procurement Authority may, in its sole discretion, withdraw the invitation and extend 
it to the next highest ranked Qualified Respondent to execute the Submission Agreement, and participate 
in the RFP in accordance with the Submission Agreement.

4.5 Notification and Debrief

Respondents that are not selected as one (1) of the four (4) highest ranked Qualified Respondents will be 
notified in writing within a reasonable period of time following the end of the evaluation period and 
following the execution of the Submission Agreement by the four (4) highest ranked Respondents.
Any Respondent which is not selected as one of the four (4) highest ranked Qualified Respondents to 
proceed to the RFP may request a debriefing, through the Canada Contact Person, within 20 Business 
Days following the receipt of the above mentioned written notification.

The debriefing will include the reasons the Respondent was not selected as one (1) of the four (4) highest
ranked Qualified Respondents. The  debrief  will  be  limited  to  the  details and results of the evaluation 
of the specific Respondent's response and will not provide any details on the contents of, or evaluation 
results of, Responses of other Respondents. The confidentiality of information relating to other 
Respondents will be protected.

Canada will not assume any costs in relation to any debriefing.
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APPENDIX A – DEFINITIONS AND INTERPRETATION

1 Acronyms

Acronym or Abbreviation Definition
ACD Automated Call Distribution
API Application Programming Interface
BI Business Intelligence
BRP Business Resumption Plan
CAR Compliance Assessment Report
CC Contact Centre 
CCM Commercially Confidential Meeting
CM Content Management
CIS Customized Information Services
CISD Canadian Industrial Security Directorate (CISD) of, Public 

Services and Procurement Canada (PSPC).
CSB Citizen Service Branch
CTI Computer Telephony Integration
DRP Disaster Recovery Plan
ESDC Employment and Social Development Canada
FAQ Frequently asked question
FSC Facility Security Clearance
FTE Full-time Equivalent
HCCS Hosted Contact Centre Service (an SSC provided enterprise 

service based on a Genesys/lBM platform)
GC Government of Canada
GCNet Government of Canada data Network
IAM Identity and Access Management
ICAM Identity, Credential, and Access Management
IVR Interactive Voice Response
KM Knowledge Management
KPI Key Performance Indicator
NIP Network interface point
OPI Office of Prime Interest
PCI Payment Card Industry
PCRA Project Complexity and Risk Assessment
PMO Project Management Office
PO-ICM Phone Operations and Integrated Content Management division

of ESDC
PRCP Phased Response Compliance Process
PSPC Public Services and Procurement Canada
PSTN Public Switched Telephone Network
RFP Request for Proposals
RFQ Request for Qualification
RFx RFP or RFQ in context
SOR Statement of Requirements
SIP System interface point
SL Service Level
SLA Service Level Agreement
SLO Service Level Objective
SLT Service Level Target
SOA Service Oriented Architecture
SR Service Request
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Acronym or Abbreviation Definition
SRCL Security Requirements Checklist
SSC Shared Services Canada
TB Treasury Board
VCC Rogers Virtual Call Centre solution
VDI Virtual Desktop Infrastructure
VoIP Voice over Internet Protocol
WFM Work Force Management
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2 Definitions

Definition Meaning
1 800 O-Canada 
Contact Centre

A term that includes both the 1 800 O-Canada and the associated Customized Information 
Services (CIS) in context.

Aboriginal 
Business

For the purposes of this requirement, an Aboriginal Business is:

i. a band as defined by the Indian Act
ii. a sole proprietorship
iii. a limited company
iv. a co-operative
v. a partnership
vi. a not-for-profit organization

in which Aboriginal persons have at least 51 percent ownership and control, 

OR

A joint venture consisting of two or more Aboriginal businesses or an Aboriginal business 
and a non-Aboriginal business(es), provided that the Aboriginal business(es) has at least 51 
percent ownership and control of the joint venture.

Acceptance Test Any and all tests of all or any part of the Deliverables to be carried out by Canada or its 
representatives to determine if such Deliverables conform to the requirements, 
Specifications, warranties and standards set out in or incorporated into the Statement of 
Requirements.

Adaptive 
Maintenance

Modification of a software product performed after delivery to keep a software product usable 
in a changed or changing environment.

Agent A CC Agent, or an “Agent” is an individual that performs the activities associated with 
responding to a Contact where such activities of an Agent are as set out in this RFQ.

Application One of more a computer programs and includes all documentation, source code, media, data 
and databases that perform specific data processing and telecommunication tasks.

Application 
Deployment

The implementation of an application in whole or in part (e.g. deployment of an individual 
program that constitutes part of an application) and execution of required installation 
instructions; undertaking of data conversions/updates, database table updates (content 
updates e.g. lookups, standard lists), and/or database schema implementation.  

Application 
Development

Building new applications or adding a large amount of new programming code as a new 
module to an existing application.

Application 
Enhancement

Changes required to provide additional or improved functionality, improve performance, or 
maintainability to existing applications. 

Application 
Maintenance

The planned activities required to keep an Application or system operational, inclusive of 
Adaptive Maintenance, Corrective Maintenance, and Preventive Maintenance.

Application 
Operations

Middleware management of the operational state of an Application, including setup, 
configuration and tuning of middleware software environment; database tuning, tablespace 
management, optimization, capacity management (resource monitoring), parameter 
updates, application administration, monitoring application queues, file cleanup, event logs, 
start/stop services, configure application parameters, account management/access control. 
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“API” or 
“Application 
Programming 
Interface”

A clearly defined set of specifications and interfaces to support communications between 
software components. Examples include but are not limited to POSIX, Java APIs, and the 
Microsoft Windows API.

Application 
Support

The ongoing services required to keep an Application, system or other identified application 
asset operational. The Services include responding to and resolving Incidents; 
troubleshooting and investigating production issues; answering technical questions; and 
similar types of Services, activities and deliverables as defined by Tier 2 Application Support, 
Tier 3 Application Support.  

Amendment An addition to, deletion from, correction or modification of any solicitation document, resulting 
agreement or contract.

Bidder The Respondent to an RFP.
Business Cycle The full period between regular, scheduled events in the operation of the business.  Business 

cycles may be daily, weekly, monthly, annually, or established on some other defined, 
repeated schedule.  The primary Business Cycle for ESDC is Annual – i.e. a Business Cycle 
is 12 months continuous.

Business Day A day other than a Saturday, Sunday or statutory holiday in the Province of Ontario
Business Hours The hours of 6:00 AM through 6:00 PM inclusive during a Business Day in the Location of 

Work in which the work is being formed.

Business 
Resumption

Process of restoring the interrupted operations of a firm in the immediate aftermath of an 
accident, disaster, emergency, and/or threat.

Business Unit An organizational unit within a company (e.g.: a division or unit within the Bidder’s 
organization) or a company (e.g.: specialized subcontractor) that provides a focal point for 
the provision of specialized skills or expertise in a target business area, service delivery area 
or infrastructure service. These specialized skills, services or expertise can be demonstrated 
by subject-area specific assets within that unit or company, and these assets may include but 
are not limited to people, processes and potentially specific infrastructure or technologies 
that provide heightened capabilities in that target business area.

Canada Her Majesty the Queen in Right of Canada as represented for the purposes of this RFQ by 
the Minister of Public Services and Procurement Canada

Canada Contact 
Person

The contact provided in the Summary of Key Information

Canadian 
Industrial Security 
Directorate (CISD)

A directorate of Public Services and Procurement Canada responsible for administering 
industrial security in Canada through the Contract Security Program

Claim Any contractual, extra contractual or statutory claim, demand, motion, action, cause of 
action, suit or proceeding

Code of Conduct The Government of Canada's Code of Conduct for Procurement available at 
http://www.tpsgc-pwgsc.gc.ca/app-acq/cndt-cndct/contexte-context-eng.html

Company Security 
Officer (CSO)

The individual appointed by a Respondent/Proponent/Bidder/Contractor to be responsible for 
management of the security screening process for the 
Respondent/Proponent/Bidder/Contractor, and to be the sole point of contact for Canada in 
all security screening matters.

Contact A  Contact is an event initiated by an external party (e.g. citizens, clients) in which the 
external party communicates with the Contact Centre.  The contact may be made using a 
modality for contact supported by the Contact Centre where modalities include but are not 
limited to voice calls, email, chat, text, click-to-talk.  New modalities will emerge to reflect 
changes in preference for contact modalities by external parties.

Contact Centre Contact Centre is a facility, staff (agents, supervisory, management, administrative, technical 
support, training, HR, and others), enabling technologies and infrastructure, and other assets 
as required to provide Contact Centre Services.

Contact Centre 
(CC) Services

The portfolio of services provided by a a Contact Centre to respond to a contact from an 
external party.  Contact Centre Services may include but are not limited to:

1. CC Project Planning Services (see Section 5 of Appendix J);
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2. CC Project Design Services (see Section 5 of Appendix J);
3. CC Project Onboarding Services including staffing, training, testing and making 

ready for live production (See Section 5 of Appendix J);
4. CC Agent, Supervisory and Operational services (see Section 5 of Appendix J);
5. CC Infrastructure Integration, Operation, Management and Support (see Section 5 of 

Appendix J);
6. CC Transition-out Services (see Section 5 of Appendix J); and
7. CC initial start-up, implementation and transition-in services (see Section 4 of 

Appendix J).
Content Creator The author, creator of content.
Content Manager An entity within an organization that is responsible for the co-ordination of content and 

content related metadata.  The content manager is generally the individual responsible for 
the management of content for a defined subject area or group within the organization – e.g. 
staff responsible for content provided to the enterprise Contact Centre Knowledgebase.

Content 
Management

The management of content (including the associated metadata).  Such content may be 
utilized in an Internet context (e.g. as web-content) or in an intranet context (e.g. in support of 
internal administrative systems or Contact Centre knowledgebase).

Contractor The successful Bidder contracted by Canada for the supply and implementation of its 
proposed Integrated CC Services.

Core Respondent 
Team 

The firms (Core Respondent Team Members) that join to form a team and use their 
combined corporate experience to provide a Response. One firm, however, must identify 
itself as the Main Contractor.

Core Respondent 
Team Member 

An entity that the Respondent is proposing, to perform any part of the work and whose 
experience is being used to meet the RFP requirements.

Core Project Team The roles and individuals (people) filling those roles that constitute the core of the 
implementation project team resources provided by the Contractor to perform the work.  The 
Core Project Team must include the folling roles:

1. Executive sponsor
2. Account Manager / Demand Manager
3. Operations and Support Lead
4. Integrated CC Solution Architect Lead 
5. Transition Lead
6. Project Manager

Corrective 
Maintenance

Modification of a software product performed after delivery to correct discovered problems 
(e.g., bug fixes).

COTS Commercial-off-the-shelf, i.e. Commercially Available products.
Data Sovereignty The provisions supporting ESDC’s rights to ensure that all access to ESDC’s data and 

information is governed by the laws of Canada.  
Disaster Recovery 
(DR)

The ability of an organization to respond to significant events that result in the temporary 
inability of the organization to function normally.  With respect to provision of hosted critical 
business systems and services, DR incorporates specific capabilities to minimize service 
disruption by providing, for example, data centre services protection that is provided out of 
region and across data centres using replication technologies such as platform based 
replication and asynchronous storage based replication.

Development Tool Any Contractor Materials that the Contractor or its Subcontractors use or would need to use 
to develop or modify, implement or maintain the Deliverables.

Documentation Documents, whether in printed or electronic form, including installation guides, instructional 
materials, layouts, maintenance materials, manuals, system documentation, training 
materials, and user guides, and includes all developments and modifications to the 
foregoing.

Documentation 
Room

A defined physical or electronic location through which the Procurement Authority provides 
access to Documentation relevant to the procurement.  A documentation room may be an 
actual room in which physical copies of documents are provided and access is controlled or 
which houses devices that provide managed access to electronic Documentation.  Electronic 
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mechanisms / locations may include providing relevant materials on removable media (e.g. 
CD) or provision of managed access to an on-line repository (e.g. website).

Document 
Safeguarding 
Clearance (DSC)

A clearance that permits the recipient of an FSC to safeguard and use Sensitive Information 
at the recipient's site.

Delivery Address The address for delivery of the Responses set out in the Summary of Key Information;
Employee A person that has a formal employer/employee relationship with the Respondent as defined 

by the Canada Revenue Agency (CRA).
End User Internal staff or external parties that have been granted access to the Application for use.
Enquiry The meaning set out in Section 2.5

ETL Extract, transform and load and refers to a process for moving and transforming data, which 
is usually automated.

Evaluation 
Committee

The committee of persons appointed by the Procurement Authority to carry out the 
evaluation of Responses in accordance with the terms of this RFQ

Facility The location within the sovereign territory of Canada from which the Contractor will provide 
and deliver Contact Centre Services as required by Canada.

Facility Security 
Clearance (FSC):

A clearance that permits the recipient of the clearance and its security-cleared employees to 
access Sensitive Information and/or restricted work sites

Fairness Monitor The independent person/firm identified in the Summary of Key Information and who will 
perform the role set out in Section 1.5.2 of this RFQ

Full-Time 
Equivalent or FTE

The number of working hours that one full-time employee completes during a fixed time 
period, generally a day or a week.  FTE calculations may include the role of part-time staff 
based on the contribution of hours worked – e.g. 2 part-time employees each working half-
time are equivalent to 1 full-time employee.  For the purposes of this initiative one FTE is 
equivalent to 37.5 hours of work in a 5 day work week.

Geographic 
Boundaries of 
Canada

All locations within Canada and locations in foreign jurisdictions, such as embassies or other 
Canadian government offices that are afforded consideration under diplomatic law permitting 
Canada to control its assets.

Incident “Incident” as defined for ITIL V.3 means an unplanned interruption to an IT Service or a 
reduction in the quality of an IT Service.

Incident 
Management

“Incident Management” as defined in ITIL V3.0 Enterprise Incident Management (EIM) is “the 
process for dealing with all Incidents.” 

Incident 
Resolution

Restoring an IT Service to the user(s) after repair and recovery from an Incident.

Incident 
Resolution Time

The Resolution Time to resolve an Incident.  Incident Resolution Time may be defined within 
a Statement of Work and used as a measurement of Contractor Performance.

Incident Response 
Time

The time between the time at which the “Incident” is reported to the Service Provider (e.g. 
through a call to the ESDC Tier 1 helpdesk or through detection and alerts being posted 
automatically) and the time at which the Service Provider responds to the client organization 
that action is being taken to resolve the Incident.  For the purposes of this RFP, the response 
time is the time calculated during Business Hours between the ESDC helpdesk issuing an 
Incident ticket to the Contractor and the Contractor responding to the ESDC helpdesk that 
the Contractor is investigating the Incident.  Incident Response Time may be defined within a 
Statement of Requirements and used as a measurement of Contractor Performance.

Ineligibility and 
Suspension Policy

The Government of Canada's policy found at http://www.tpsgc-pwgsc.gc.ca/ci-if/politique-
policy-eng.html, also referred to as Integrity Provisions

Ineligible Party An entity referred to in Appendix E - Conflict of Interest - Unfair Advantage
Integrated Contact 
Centre Solution

An integrated solution providing the functionality as required for this ESDC Contact Centre 
solution as defined in Annex J of this RFQ.

Integrity 
Provisions

The Government of Canada's Ineligibility and Suspension Policy available at 
http://www.tpsgc-pwgsc.gc.ca/ci-if/politique-policy-eng.html

ITIL Information Technology Infrastructure Library. See www.itil-officialsite.com
IVR Survey Provides Quality Management by connecting Client (inbound or outbound or both) to IVR so 
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that Client can respond to questions about Client experience
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 respond together on a requirement. In any contract they will be 
determined as being joint and several.

Laws Those designated in Appendix E
Main Contractor “Main Contractor” means the Contractor who is responsible for the completion of a project, 

under contract with the owner of the job. The obligation of the Main Contractor is to complete 
a project and include, but is not limited to, the obligations of any subcontractors contracted 
for the purposes of delivering the project. In the case of a Joint Venture submitting a 
response, the Main Contractor must be the Representative of the Joint Venture.

Named Agent An Agent who is configured in the CC solution whether or not Agent is logged in. 
National Interest Concerns the defence and maintenance of the social, political and economic stability of 

Canada.
Platform General purpose information systems components used to process and store electronic data, 

such as desktop computers, servers, network devices, and mobile devices. Platforms usually 
contain server hardware, storage hardware, utility hardware, software and operating 
systems.

Successful Bidder The Bidder selected by the Procurement Authority during the RFP process to enter into final 
discussions to complete and sign the Contract

Preventive 
Maintenance

Maintenance to Software after deployment to detect and correct latent faults in the Software.

Procurement 
Authority

The authority identified in Summary of Key Information

Product Any copyrighted/trademarked item that has been manufactured and marketed for sale off the 
shelf and for which the name of the manufacturer and the model or version # can be easily 
identified.

Product Provider The provider of a product that has the intellectual property rights to license, maintain, 
delegate property rights including escrow rights, for that product.

Project As generally described in Section 1.4 and further defined in Appendix J – Statement of 
Requirements, for the provision of Contact Centre Services in support of the 1 800 O-
Canada and Custom Information Services (CIS) programs within Service Canada

Proponent One of the Qualified Respondents that has executed a Submission Agreement and is invited 
to take part in the RFP

Proposal The formal proposal submitted by a Bidder in response to the RFP
Push Messaging The generation and transmission of messages from the system to identified recipients by 

email, text message or other means.
PWGSC Public Works and Government Services Canada, also known as Public Services and 

Procurement Canada (PSPC)
Qualified 
Respondent

A Respondent who complies with Sections 4.2 of the RFQ

Rated Evaluation 
Criteria

The rated evaluation criteria set out in Appendix C – Rated Evaluation Criteria and 
Submission Requirements

Recovery Point 
Objective (RPO)

The maximum tolerable period of time in which data might be lost from an IT service due to a 
major incident.

Recovery Time 
Objective (RTO)

The duration of time and a service level within which a business process must be restored 
after a disaster

Request for 
Advance Ruling

A request made by a Respondent to Canada pursuant to Section 3.6 of this RFQ
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Reliability Status A security clearance level that allows an individual to access information and assets 
designated PROTECTED A and B

Respondent The person or entity (or, in the case of a consortium, the persons or entities) submitting a 
Response

Respondent Team for a Respondent means the Respondent and all of its Team Members
Respondent 
Representative

The person or persons identified as such in, and which signs the Master RFQ Submission 
Form (Form B-1 in Appendix B, Forms and Certifications), and which is fully authorized to 
represent the Respondent in any and all matters related to its Response

Respondent 
Representative 
Contact Individual

The individual who is the authorized representative of the Respondent Representative and 
the point of contact with Canada with respect to this RFQ

Response or RFQ 
Response

The formal response by a Respondent to this RFQ, submitted to Canada as described in 
Section 3.5 – Format Instructions and Appendix C – Evaluation Criteria and Submission 
Requirements;

Response Lead The Respondent of a Core RespondentTeam.

Response 
Submission 
Deadline or RFQ 
Response 
Submission 
Deadline

The deadline for submitting Responses set out in the Summary of Key Information

Representative of 
Consortia/Joint 
Venture

The member that has been appointed to act on behalf of all members of the joint 
venture/consortia and has the authority to bind all members.

RFP The Request for Proposals, as amended over time
RFQ Means this Request for Qualifications, as amended over time
Scalability The ability to run the Software Solution on whatever size system makes sense and be able to 

move that application to either smaller or larger systems when needed.

Security 
Assessment 

The on-going process of evaluating the performance of IT security controls throughout the 
lifecycle of information systems to establish the extent to which the controls are implemented 
correctly, operating as intended, and producing the desired outcome with respect to meeting 
the departmental business needs for security. Security assessment supports authorization by 
providing the grounds for confidence in information system security.

Security 
Authorization

The on-going process of obtaining and maintaining official management decision by a senior 
organizational official to authorize operation of an information system and to explicitly accept 
the risk of relying on the information system to support a set of business activities based on 
the implementation of an agreed upon set of security controls, and the results of continuous 
security assessment.

Security Posture A characteristic of an information system that represents the ability of implemented security 
controls to satisfy the business needs for security and counter a selected threat environment.
Note:

1. A security posture that satisfies the business needs for security and counters a 
selected threat environment is deemed adequate. The security posture may vary 
over time, as threats and business needs for security evolve, and vulnerabilities are 
discovered. To maintain an adequate security posture requires the review and 
update of implemented security controls to adapt to changes.

2. The security posture of an information system is assessed using the same 
methodology as security risks assessment, and is thus a closely related concept. 
The adequacy of a security posture implies that the residual risks are low.

Separate 
Geographic Zones

Separate Geographic Zones for the purposes of enabling Disaster Recovery / 
Buisness Continuity means that the physical locations of Facilities from which services are 
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delivered are demonstrably on separate infrastructures, located in different climate zones, 
have access to sufficient local resources to maintain delivery of services and exhibits other 
attributes required to ensure continuity of services where one Facility becomes unable to 
provide required services or deliver required service performance.  For clarity, multiple 
Facilities in a single municipal region are not considered to be in separate geographic zones.  
Multiple Facilities in a single Province or in multiple provinces where such Facilities share 
common climate, infrastructure or other seismic risk profiles are also not considered to be in 
separate geographic zones. 

Services All technical and professional services provided in accordance with the resulting contract and 
must include, without limitation, those services required to:

1. plan, design, install, configure, test, make operational, and support the Project 
throughout the term of the agreement;

2. provide project-related training and documentation; 
3. provide ongoing operation of the Work both prior to and after Acceptance by 

Canada;
4. provide transition-out support on conclusion of the contract however this condition 

arises.
Software Solution The suite of software products required to meet the requirements as defined in an associated 

statement of requirements.  The Software Solution as proposed may consist of a software 
product augmented by plug-ins to meet individual functional requirements, or, may consist of 
an integrated suite of core portal environment and complementary function (products), or 
other combination of software products that in combination meet the requirements.  The 
Software Solution may in whole or in part provide a solution.

Solution The sum total of all products and implementation services as contemplated by the 
requirements set out in the associated Statement of Requirements or Statement of 
Requirements prepared by Canada for a specific business requirement and provided in 
accordance with the technical and financial proposals presented by a Bidder in its written 
response to an RFP.

Solution Provider The firm that provides the Solution.
Submission 
Agreement

The agreement that Canada intends to invite a maximum of the four (4) highest Qualified
Respondents to enter into as a condition of being selected as a Proponent to participate in 
the RFP, substantially in the form attached in Appendix G - Submission Agreement

Summary of Key 
Information

The table set forth immediately after the title page of this RFQ and which includes certain key 
information regarding the RFQ

Supervisor An Agent Supervisor, or a “Supervisor” is an individual that performs the activities
associated with supervising the activities of Agents responding to a Contact where such 
activities of a Supervisor are as set out in this RFx.

Supported 
Application

An application for which Canada has entered into a support or maintenance agreement with 
the Contractor. 

System A generic term used to mean network and other devices, operating systems, computing 
platforms, virtualization software and applications or any combination thereof. Its use is 
context specific.

Systems 
Integration 

The integration of individual component subsystems to provide a unified solution to address 
a defined business requirement.

Systems 
Integration 
Services

The range of services required to perform system integration.  Systems integration services 
may include but are not limited to planning, definition, design, implementation, coordination, 
integration, testing, deployment, training, program and project management, and operational 
support services.

Task 
Authorization (TA)

A TA is a structured administrative tool enabling PWGSC or a client to authorize work by a 
contractor on an "as and when requested" basis in accordance with the conditions of the 
contract.

Telecoil or T Coil Electromagnetically: the signal inside the phone's speaker is picked up by the hearing aid's 
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or T Switch "telecoil" or "T-coil", a special loop of wire inside the hearing aid
Threat Vector A path or a tool that a hacker uses to gain access to a computer or network server in order to 

deliver a malicious outcome.
Third Party 
Service Provider

Any consultant, agent, advisor, or independent contractor who renders services to the 
Respondent/Bidder/Main Contractor who is not directly controlled by the Respondent/Main 
Contractor/Bidder

Tier 1 Application 
Support

The Services required for Incident Management, including being the first point of contact, 
which receives service requests and Incidents from users of the Application, and is outside 
the scope of the RFx.

Tier 2 Application 
Support

The Services required to respond to any service request that cannot be fulfilled by Tier 1 
Application Support, including performing triage on Incidents, responding and resolving them, 
if possible, or routing to appropriate Tier 2 Application Support or Tier 3 Application Support 
groups based on predetermined escalation processes, coordination and oversight of 
response to service interruptions. 

Tier 3 Application 
Support

The Services entailing in-depth technical understanding of application code and configuration 
to implement fixes or work-arounds to resolve Incidents pertaining to an Application.  Tier 3 
Application Support Services are provided in response to requests for service emanating 
from Tier 1 or Tier 2 Application Support resources that have been authorized to escalate 
support request for service to a Tier 3 Application Support resource.

Unit Testing A method by which individual units of source code are tested to determine if they are fit for 
use. A unit is the smallest testable part of an Application.

User Acceptance 
Testing

The test phase where the user(s) from ESDCESDC test the application to ensure that it 
works and satisfies the business needs and is consistent with the requirements as expressed 
in the application Statement of Requirements.

Wisdom WFO Workplace management tool currently used by Canada
Work The supply and implementation of the integrated CC Solution to Canada and shall be 

understood to mean the provision of Products or Services or a combination thereof as will be
set out in a Task Authorization for the Work.
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APPENDIX B – FORMS AND CERTIFICATIONS

Instructions:

Respondents must provide the required forms, certifications and documentation as set out herein.

> Form B-1 -Master RFQ Submission Form;
> Form B-2 -Team Member Consent Declaration Form;
> Form B-3 - Respondent Profile;
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FORM B-1:  MASTER RFQ SUBMISSION FORM

Name of Respondent

Name and Title of Respondent Representative(s)

Address

Telephone Number(s)

E-Mail Address

Registered Address

Preferred Language (English or French)

The above named Respondent Representative hereby declares on its own behalf and, for clarity, on behalf 
of all Respondent Team Members that:

a. it has the power and authority to bind the Respondent for the purpose of the RFQ;

b. the Respondent is a:
a sole proprietor;
a limited liability or general partnership;
a corporation; or 
an unincorporated consortium carrying on business under the above mentioned
Respondent name

c. if invited to participate in the RFP, the Respondent would prefer to receive correspondence and 
associated procurement documentation in the following language during the RFP process. Please  
select  just one (1) language as the Respondent's preferred language:

English, or
French

d. this Form B-1 - RFQ Master Submission Form has not been modified in any manner, except to 
include the Respondent's required information and the Amendment information required by this 
Form; and

e. the Respondent and its affiliates are in compliance with the Integrity Provisions and with the Code 
of Conduct for Procurement set forth in Appendix E, Section 12 and 13.
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In witness whereof, the Respondent Representative has executed this Form B-1 - Master RFQ 
Submission Form as of the date indicated below.

Respondent Representative:

Per: ______________________________________                                                                                                 

Name: ____________________________________

Title: ______________________________________

Date: ______________________________________

______________________________________
Signature

I/We have authority to bind the Respondent Representative and to bind the Respondent and each 
Respondent Team Member
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FORM B-2:  JOINT VENTURE/CONSORTIA DECLARATION

Respondents who respond as a joint venture/consortia must indicate clearly that it is a joint venture and 
provide the following information:

1. the name of the representative of the joint venture/consortia, i.e. the member chosen by 
the other members to act on their behalf, if applicable;

2. the name of the joint venture/consortia, if applicable; and
3. the legal name and procurement business number for each member of the joint 

venture/consortia.

Representative of the joint venture/consortia

Name of the joint venture/consortia

Legal name of each member of the joint 
venture/consortia

Procurement business number for each member 
of the joint venture/consortia

If the information is not clearly provided in the response, the Respondent must provide the information on 
request from the Procurement Authority.

The response and any resulting contract must be signed by all the members of the joint venture/consortia
unless one member has been appointed to act on behalf of all members of the joint venture/consortia and 
has the authority to bind all members. The Procurement Authority may, at any time, require each member 
of the joint venture/consortia to confirm that the representative has been appointed with full authority to 
act as its representative for the purposes of the RFQ, any resulting RFP and any resulting contract. If a 
contract is awarded to a joint venture/consortia, all members of the joint venture/consortia will be jointly 
and severally or solidarily liable for the performance of any resulting contract.
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FORM B-3: RESPONDENT PROFILE 

1 – GENERAL

Respondent’s Registered legal Business Name 
(“Respondent”):
Street Address:

City/Province:

Postal Code:

Phone Number:

Parent Organization (if any):

Names of Board of Directors or Owner(s):

Procurement Business Number:

RFQ Contact Person

Name:
Title:
Email Address:
Telephone Number

Respondent is an Aboriginal Business as defined 
in Appendix A (Yes / No)

2 - RESPONSDENT TEAM STRUCTURE

Primary Provider of Resources for the transition of 
ESDC from their current Contact Centre Services 
contract to a Contractor provided service as set 
out in the RFQ Statement of Requirements at 
Appendix J
Primary Provider of resources for the ongoing 
delivery of 1 800 O-Canada Contact Centre 
Services as set out in the RFQ Appendix J

3 - LIST OF SUBCONTRACTORS /THIRD PARTY SERVICE PROVIDERS THAT WOULD BE 
INVOLVED IN THE DELIVERY OF 1-800 O-Canada CONTACT CENTRE SERVICES (i.e. provider of 
voice telephony services, data processing related services, etc.)

SUBCONTRACTOR LEGAL 
NAME

SUBCONTRACTOR 
BUSINESS NAME SERVICES PROVIDED
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APPENDIX C – EVALUATION CRITERIA AND SUBMISSION REQUIREMENTS

1.0 Instructions to Respondents

1.1 Respondents should submit their Responses in accordance with the requirements set out 
in Section 3.5 Response Form and Content.

1.2 In its Response, the Respondent should demonstrate its understanding of the 
requirements contained in the RFQ and explain how it will meet these requirements. The 
Respondent should demonstrate its experience and describe its approach for carrying out 
the Project in a thorough, concise and clear manner.

1.3 The Response should address clearly and in sufficient depth the points that are subject to 
the Mandatory and Rated Criteria against which the Response will be evaluated. Simply 
repeating the statement contained in the RFQ is not sufficient.

1.4 If the quantity of reference projects in the Response exceeds the limit stipulated by the 
submission requirements, projects will be evaluated in the order they are supplied and any 
extraneous examples will not be evaluated.

1.5 Projects may be referenced in response to more than one submission requirement. 
However, Respondents should complete one (1) project experience form for each 
reference to a project (even if the project is referred to more than once) and not cross-
reference projects referred to in responses to other sections. For example, if a project is 
referenced in a Respondent's response to Section B-2 and the Respondent intends to use 
the same project in its response to Section C-2, the Respondent must complete a separate 
project experience form for each of Section B-2 and Section C-2.

2.0 RFQ Evaluation Summary

2.1 The Mandatory Criteria will be evaluated on a pass/fail basis (i.e. responsive / non-
responsive) and subject to the Phased Response Compliance Process described in 
Section 4 – Evaluation – 4.1 Conduct of Evaluation. To be responsive, Respondents must 
clearly detail how they meet the criteria identified in the mandatory requirement. Simply 
stating that the Respondent complies with the requirement is not sufficient. The Response
will fail to meet an Eligible Mandatory Criterion where Canada determines that the 
information provided is insufficient in detailing how the Respondent meets a mandatory 
requirement(s).

2.2 Responses to the Rated Evaluation Criteria will be evaluated in accordance with the 
applicable scales found in Appendix D - Applicable Scales for Rated Evaluation Criteria.

2.3 Responses will be evaluated in accordance with the criteria and weight factors indicated in 
3.0 Technical Evaluation Criteria and Appendix D below. To be considered as a Qualified 
Respondent, Responses must obtain the minimum weighted scores specified. Failure to 
achieve the applicable minimum score will prevent a Respondent from proceeding further 
in the evaluation process.

2.4 Each reference project provided in relation to the experience assessed in criteria R-1, R-2, 
R-3, R-4 will be rated individually against the Rated Evaluation Criteria. The individual 
scores will then be averaged to arrive at an aggregate score and the applicable weighting 
will then be applied.
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3.0 Technical Evaluation
 
The Phased Bid Compliance Process will apply only to mandatory technical criteria.

3.1 Mandatory Technical Criteria 

The Mandatory Criteria listed below will be evaluated on a met/not met (i.e. responsive/non-responsive or 
compliant/non-compliant) basis.  

Where a mandatory criteria requests a Respondent to ‘demonstrate’: to be responsive, the technical 
response must substantiate how the Respondent meets the criteria identified in the mandatory 
requirement. The substantiation must not simply be a repetition of the requirement(s), but must provide
sufficient detail to demonstrate how they will meet the requirements. Simply stating that the Response 
complies with the requirement is not sufficient. The response will fail to meet a mandatory criterion where 
Canada determines that the substantiation is insufficient in detailing how the Respondent demonstrates a
mandatory requirement(s).

# Mandatory Criteria Met
(yes/No)

Page 
Number(s) in 

Bid
M-1 Respondent Profile – Core Contact Centre Services 

Organization

The Respondent must have an existing Business Unit that is 
focused on the provision of Contact Centre Services (as defined in 
Appendix A) for external clients (i.e. third party organizations not 
affiliated with the Respondent).

The Respondent must demonstrate compliance by identifying:

1. the Contact Centre Services Business Unit with explicit 
responsibility for the delivery of CC Services;

2. where the Contact Centre Services Business Unit is 
positioned within the Respondent’s corporate structure (e.g. 
by providing a corporate organization structure which clearly 
identifies the position of the CC Services Business Unit in that 
structure); and, 

3. the portfolio Contact Centre Services provided by the Business 
Unit. The services must be comparable to the Contract Centre 
Services as defined in Appendix A with explicit reference to 
handling of incoming voice calls as envisaged for the ESDC 1 
800 O-Canada and CIS initiatives.

Response
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M-2 Respondent Profile – Previous Project Experience  

The Respondent must provide 3 projects that demonstrate that the 
Respondent has performed the Main Contractor role in projects for 
the provision of Contact Centre Services as defined in Appendix A. 
The Respondent must complete the Main Contractor Sample 
Project form provided in Annex C-1.1 Previous Project Experience 
References for each project.

The provided projects must each:
1. Be for the Respondent directly. The experience of 

subcontracted organizations will not be accepted for 
evaluation purposes in response to this criterion. 

2. Have delivered services from a Respondent facility in 
Canada.

3. Have provided services requiring a minimum of 100 
concurrent agents from Respondent facilities in Canada.

4. Have provided Contact Centre Services for which 
independent security vetting was required for agents prior 
to training.

5. Have provided Contact Centre Services in English and 
French.   

6. At least one of the projects must have been in live 
operation accepting incoming voice calls for a period of at 
least 6 months from the date of issue of this RFQ.

7. At least one of the projects must have provided services 
requiring a minimum of 175 concurrent agents from 
Respondent facilities in Canada

In the case of a Joint Venture submitting a response, the Main 
Contractor must be the Representative of the Joint Venture.
Response
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M-3 Respondent Profile – Core Infrastructure Resources  

The Respondent must demonstrate that they have sufficient 
resources in Canada to provide and deliver a CC initiative of the 
size and scope of the required ESDC CC initiative by:

1. Identifying the locations in Canada from which they 
currently provide Contact Centre Services where:

a. The Respondent must provide the location (city, 
province) of each facility and the number of agents 
currently working at that facility.

b. At least one Respondent facility in Canada must 
currently house a minimum of 175 concurrent CC 
agents and be located in an area with existing 
commercial high-capacity network services.

2. Identifying the number of full time Employees in Canada
providing Contact Centre Services including specifically the 
following details:

a. The number of Employees providing CC agent 
services (must be greater than 300).

b. The number of Full-Time Equivalents (FTEs) 
providing quality assurance (QA).

c. The number of FTEs providing supervisory, 
workforce management and other critical 
operational support services such as training, 
technical support and reporting.

Response
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M-4 Respondent Profile – Security

The Respondent must hold a valid Designated Organization 
Screening (DOS) with approved Document Safeguarding and 
Production Capabilities at the level of PROTECTED B, issued by 
the Canadian Industrial Security Directorate (CISD), Public 
Services and Procurement Canada (PSPC), or have been 
sponsored for DOS.
Respondents must demonstrate compliance by providing a valid 
Security Screening Certificate file number issued by CISD that 
confirms DOS clearance at the level of Protected B or confirmation 
of sponsorship.

Response

M-5 Respondent Profile – Financial Viability

The Respondent must be financially viable to fulfill the requirement.
By submitting a proposal in response to this RFQ, any Respondent 
will have consented to Canada performing its own financial viability
assessment of the Respondent.

To determine the Respondent’s financial viability, Canada will, by 
written notice to the Respondent, require the submission of 
financial information as described in 4.3.1 – Financial Viability 
Assessment. Respondents must indicate in the Response below 
that they acknowledge and accept their consent to Canada 
performing its own financial viability assessment of the 
Respondent.

Respondents that do not provide such consent or that are 
determined by Canada not to demonstrate sufficient financial 
viability will be removed from further consideration. 
Response

Response – agree to provision
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M-6 Respondent Profile – Facility Location 

Respondents must indicate in the Response below that they 
acknowledge and accept that the location of the Respondent 
Facilities that will be proposed in response to any RFP resulting 
from this procurement process must:

1. be located in an area where a carrier grade, redundant fibre 
network is available with the following characteristics:

a. a minimum bandwidth requirement of 1gbps that can be 
upgraded as required; and 

b. a latency tolerance of no more than 100ms roundtrip to 
Canada’s datacenters located in Barrie in Ontario and 
Gatineau in Quebec.
.

2. Be located in municipal areas with a population base sufficient 
to sustain and support the staffing requirements including the 
linguistic profile requirements of this ESDC initiative.

Respondents that do not provide such affirmation will be removed 
from further consideration. 
Response

Response – agree to provision
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m

b
er

P
ro

je
ct

 N
am

e

B
ri

ef
 O

ve
rv

ie
w

 o
f 

th
e 

p
ro

je
ct

P
ro

je
ct

 T
im

ef
ra

m
e
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#
C

ri
te

ri
a

W
ei

g
h

t
(1

00
)

S
co

ri
n

g
 M

et
h

o
d

o
lo

g
y

R
es

p
o

n
d

en
t 

R
es

p
o

n
se

1
Th

e 
R

es
po

nd
en

t s
ho

ul
d 

id
en

tif
y 

th
e 

C
on

ta
ct

 C
en

tre
 

Se
rv

ic
es

 p
ro

vi
de

d 
in

 th
e 

re
fe

re
nc

ed
 p

ro
je

ct
.T

he
 

re
fe

re
nc

ed
 p

ro
je

ct
 m

us
t b

e 
an

 e
xt

er
na

l-f
ac

in
g 

C
on

ta
ct

 C
en

tre
(i.

e.
 n

ot
 a

n 
in

te
rn

al
 h

el
p 

de
sk

 a
s 

an
 

ex
am

pl
e)

.T
he

C
C

 S
er

vi
ce

s 
sh

ou
ld

 in
cl

ud
e,

 b
ut

 a
re

 
no

t l
im

ite
d 

to
:

1.
Su

pp
or

t o
f v

oi
ce

 c
al

ls
 in

 s
up

po
rt 

of
 c

lie
nt

 
pr

og
ra

m
s 

an
d 

se
rv

ic
es

2.
Su

pp
or

t f
or

 e
m

ai
l q

ue
rie

s 
in

 s
up

po
rt 

of
 

cl
ie

nt
 p

ro
gr

am
s 

an
d 

se
rv

ic
es

 

5%
Po

in
ts

 w
ill

 b
e 

aw
ar

de
d 

in
 th

e 
fo

llo
w

in
g 

m
an

ne
r:

5 
p

ts
 -

C
C

 p
ro

je
ct

 m
et

 th
e 

re
qu

ire
m

en
t f

or
1

an
d

2 
an

d 
al

so
 

pr
ov

id
ed

 s
up

po
rt 

fo
r a

dd
iti

on
al

 
ex

te
rn

al
ly

 fa
ci

ng
 c

on
ta

ct
 

m
od

al
iti

es
 (e

.g
. c

ha
t, 

SM
S)

.
4 

p
ts

 -
C

C
 p

ro
je

ct
 m

et
 th

e 
re

qu
ire

m
en

t o
f 1

 a
nd

2
on

ly
 w

ith
 

no
 a

dd
iti

on
al

 e
xt

er
na

lly
 fa

ci
ng

 
co

nt
ac

t m
od

al
iti

es
3 

p
ts

 –
C

C
 p

ro
je

ct
 m

et
 th

e 
re

qu
ire

m
en

t o
f 1

 b
u

t 
n

o
t

2.
0 

p
ts

 –
th

e 
C

C
 p

ro
je

ct
 d

id
 n

ot
 

m
ee

t t
he

 re
qu

ire
m

en
t f

or
 s

up
po

rt 
of

 v
oi

ce
 c

al
ls

 in
 s

up
po

rt 
of

 c
lie

nt
 

pr
og

ra
m

s 
an

d 
se

rv
ic

es
. 

2
Th

e 
R

es
po

nd
en

t s
ho

ul
d 

id
en

tif
y 

th
e 

nu
m

be
r o

f C
C

 
ag

en
ts

 s
ch

ed
ul

ed
 to

 p
ro

vi
de

 C
on

ta
ct

 C
en

tre
 

Se
rv

ic
es

 d
ur

in
g 

th
e 

pe
ak

 o
pe

ra
tin

g 
pe

rio
ds

 o
f t

he
 

re
fe

re
nc

ed
 p

ro
je

ct
.  

10
%

Po
in

ts
 w

ill
 b

e 
aw

ar
de

d 
in

 th
e 

fo
llo

w
in

g 
m

an
ne

r:
5 

p
ts

 -
th

e 
nu

m
be

r o
f C

C
 a

ge
nt

s 
sc

he
du

le
d 

to
 p

ro
vi

de
 C

on
ta

ct
 

C
en

tre
 S

er
vi

ce
s 

du
rin

g 
pe

ak
 

op
er

at
in

g 
pe

rio
ds

 e
xc

ee
de

d 
17

5 
ac

tiv
e 

ag
en

ts
.

4 
p

ts
 -

th
e 

nu
m

be
r o

f C
C

 a
ge

nt
s 

sc
he

du
le

d 
to

 p
ro

vi
de

 C
on

ta
ct

 
C

en
tre

 S
er

vi
ce

s 
du

rin
g 

pe
ak

 
op

er
at

in
g 

pe
rio

ds
 e

xc
ee

de
d 

15
0 

bu
t w

as
 le

ss
 th

an
 1

75
 a

ct
iv

e 
ag

en
ts

3 
p

ts
 –

th
e 

nu
m

be
r o

f C
C

 a
ge

nt
s 

sc
he

du
le

d 
to

 p
ro

vi
de

 C
on

ta
ct

 
C

en
tre

 S
er

vi
ce

s 
du

rin
g 

pe
ak

 
op

er
at

in
g 

pe
rio

ds
 e

xc
ee

de
d 

10
0

bu
t w

as
 le

ss
 th

an
 1

50
ac

tiv
e 

ag
en

ts
.

2
p

ts
 –

th
e 

nu
m

be
r o

f C
C

 a
ge

nt
s 

sc
he

du
le

d 
to

 p
ro

vi
de

 C
on

ta
ct

 
C

en
tre

 S
er

vi
ce

s 
du

rin
g 

pe
ak
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#
C

ri
te

ri
a

W
ei

g
h

t
(1

00
)

S
co

ri
n

g
 M

et
h

o
d

o
lo

g
y

R
es

p
o

n
d

en
t 

R
es

p
o

n
se

op
er

at
in

g 
pe

rio
ds

 e
xc

ee
de

d 
50

bu
t w

as
 le

ss
 th

an
 1

00
ac

tiv
e 

ag
en

ts
.

0 
p

ts
 –

th
e 

nu
m

be
r o

f C
C

 a
ge

nt
s 

sc
he

du
le

d 
to

 p
ro

vi
de

 C
on

ta
ct

 
C

en
tre

 S
er

vi
ce

s 
du

rin
g 

pe
ak

 
op

er
at

in
g 

pe
rio

ds
 w

as
 le

ss
 th

an
 

50
ac

tiv
e 

ag
en

ts
.

3
Th

e 
R

es
po

nd
en

t s
ho

ul
d 

id
en

tif
y 

th
e 

ge
og

ra
ph

ic
 

lo
ca

tio
n(

s)
 (e

.g
. c

ity
, p

ro
vi

nc
e)

 fr
om

 w
hi

ch
 th

e 
se

rv
ic

es
 w

er
e 

pr
ov

id
ed

.

5%
Po

in
ts

 w
ill

 b
e 

aw
ar

de
d 

in
 th

e 
fo

llo
w

in
g 

m
an

ne
r:

5 
p

ts
 -

th
e 

ge
og

ra
ph

ic
 

lo
ca

tio
n(

s)
 (e

.g
. c

ity
, p

ro
vi

nc
e)

 
fro

m
 w

hi
ch

 th
e 

se
rv

ic
es

 w
er

e
pr

ov
id

ed
 a

re
 in

 C
an

ad
a.

0 
p

ts
 –

th
e 

ge
og

ra
ph

ic
 

lo
ca

tio
n(

s)
 (e

.g
. c

ity
, p

ro
vi

nc
e)

 
fro

m
 w

hi
ch

 th
e 

se
rv

ic
es

 w
er

e 
pr

ov
id

ed
 a

re
 n

ot
 in

 C
an

ad
a.

4
Th

e 
R

es
po

nd
en

t s
ho

ul
d 

id
en

tif
y 

th
e 

pl
an

ni
ng

, 
de

si
gn

 a
nd

 im
pl

em
en

ta
tio

n 
se

rv
ic

es
 p

ro
vi

de
d.

 T
he

 
se

rv
ic

es
 m

us
t h

av
e 

be
en

 p
ro

vi
de

d
di

re
ct

ly
 b

y 
th

e 
R

es
po

nd
en

t i
n 

su
pp

or
t o

f t
he

 C
C

 re
fe

re
nc

ed
 

pr
oj

ec
t. 

Th
e

se
rv

ic
es

 p
ro

vi
de

d 
by

 th
e 

R
es

po
nd

en
t 

sh
ou

ld
 in

cl
ud

e,
 b

ut
 a

re
 n

ot
 li

m
ite

d 
to

:
1.

Pr
oj

ec
t p

la
nn

in
g 

an
d 

de
si

gn
 s

er
vi

ce
s

2.
In

fra
st

ru
ct

ur
e 

an
d 

co
nn

ec
tiv

ity
 p

la
nn

in
g 

an
d 

de
si

gn
 s

er
vi

ce
s

3.
W

or
kf

or
ce

 M
an

ag
em

en
t a

nd
 O

pe
ra

tio
ns

 
Pl

an
ni

ng
 s

er
vi

ce
s

4.
R

ec
ru

itm
en

t a
nd

 tr
ai

ni
ng

 s
er

vi
ce

s
5.

Te
st

in
g 

an
d 

cu
to

ve
r t

o 
liv

e 
se

rv
ic

es

20
%

Po
in

ts
 w

ill
 b

e 
aw

ar
de

d 
in

 th
e 

fo
llo

w
in

g 
m

an
ne

r:
5 

p
ts

 -
th

e 
R

es
po

nd
en

t p
ro

vi
de

d 
ea

ch
 o

f s
er

vi
ce

s 
1 

-5
4 

p
ts

 -
th

e 
R

es
po

nd
en

t p
ro

vi
de

d 
at

 m
os

t 4
 o

f s
er

vi
ce

s 
1 

-5
3 

p
ts

 –
th

e 
R

es
po

nd
en

t p
ro

vi
de

d 
at

 m
os

t 3
 o

f s
er

vi
ce

s 
1 

-5
2 

pt
s 

-t
he

 R
es

po
nd

en
t p

ro
vi

de
d 

at
 m

os
t 2

 o
f s

er
vi

ce
s 

1 
-5

1 
p

t
-t

he
 R

es
po

nd
en

t p
ro

vi
de

d 
at

 m
os

t 1
 o

f s
er

vi
ce

s 
1 

-5
0 

p
ts

 –
th

e 
R

es
po

nd
en

t d
oe

s 
no

t 
id

en
tif

y 
pr

ov
is

io
n 

of
 a

ny
 o

f 
se

rv
ic

es
 1

 -
5.

 
5

Th
e 

R
es

po
nd

en
t s

ho
ul

d 
id

en
tif

y 
th

e 
op

er
at

io
ns

 
m

an
ag

em
en

t a
nd

 re
po

rti
ng

 s
er

vi
ce

s 
pr

ov
id

ed
. T

he
 

se
rv

ic
es

 m
us

t h
av

e 
be

en
 p

ro
vi

de
d 

di
re

ct
ly

 b
y 

th
e 

R
es

po
nd

en
ti

n 
su

pp
or

t o
f t

he
 C

C
 re

fe
re

nc
ed

 
pr

oj
ec

t. 
Th

e
pr

ov
id

ed
 s

er
vi

ce
s 

sh
ou

ld
 in

cl
ud

e,
 b

ut
 

ar
e 

no
t l

im
ite

d 
to

:
1.

O
pe

ra
tio

na
l p

er
fo

rm
an

ce
 d

as
hb

oa
rd

s 
/ 

20
%

Po
in

ts
 w

ill
 b

e 
aw

ar
de

d 
in

 th
e 

fo
llo

w
in

g 
m

an
ne

r:
5 

p
ts

 -
th

e 
R

es
po

nd
en

t p
ro

vi
de

d 
ea

ch
 o

f s
er

vi
ce

s 
1 

-5
4 

p
ts

 -
th

e 
R

es
po

nd
en

t p
ro

vi
de

d 
at

 m
os

t 4
 o

f s
er

vi
ce

s 
1 

-5
3 

p
ts

 –
th

e 
R

es
po

nd
en

t p
ro

vi
de

d 
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#
C

ri
te

ri
a

W
ei

g
h

t
(1

00
)

S
co

ri
n

g
 M

et
h

o
d

o
lo

g
y

R
es

p
o

n
d

en
t 

R
es

p
o

n
se

re
po

rti
ng

2.
W

or
kf

or
ce

 s
ch

ed
ul

in
g

3.
St

af
fin

g 
re

la
te

d 
se

rv
ic

es
4.

R
es

po
nd

en
t C

C
 te

ch
ni

ca
l i

nf
ra

st
ru

ct
ur

e 
op

er
at

io
ns

 a
nd

 s
up

po
rt 

se
rv

ic
es

5.
Es

ca
la

tio
n 

an
d 

ex
ce

pt
io

n 
co

nd
iti

on
 

re
po

rti
ng

at
 m

os
t 3

 o
f s

er
vi

ce
s 

1 
-5

2 
pt

s 
-t

he
 R

es
po

nd
en

t p
ro

vi
de

d 
at

 m
os

t 2
 o

f s
er

vi
ce

s 
1 

-5
1 

p
t

-t
he

 R
es

po
nd

en
t p

ro
vi

de
d 

at
 m

os
t 1

 o
f s

er
vi

ce
s 

1 
-5

0 
p

ts
 –

th
e 

R
es

po
nd

en
t d

oe
s 

no
t 

id
en

tif
y 

pr
ov

is
io

n 
of

 a
ny

 o
f 

se
rv

ic
es

 1
 -

5.
 

6
Th

e 
R

es
po

nd
en

t s
ho

ul
d 

id
en

tif
y 

th
e 

se
cu

rit
y 

re
la

te
d 

se
rv

ic
es

 p
ro

vi
de

d.
 T

he
 s

er
vi

ce
s 

m
us

t h
av

e 
be

en
 

pr
ov

id
ed

 d
ire

ct
ly

 b
y 

th
e 

R
es

po
nd

en
ti

n 
su

pp
or

t o
f 

th
e 

C
C

 re
fe

re
nc

ed
 p

ro
je

ct
. T

he
pr

ov
id

ed
 s

ec
ur

ity
 

se
rv

ic
es

 s
ho

ul
d 

in
cl

ud
e,

 b
ut

 a
re

 n
ot

 li
m

ite
d 

to
:

1.
Fa

ci
lit

y-
re

la
te

d 
se

cu
rit

y 
se

rv
ic

es
 (e

.g
. 

ac
ce

ss
 s

ec
ur

ity
, c

lie
nt

 s
eg

re
ga

tio
n)

.
2.

Pe
rs

on
ne

l r
el

at
ed

 s
ec

ur
ity

 s
er

vi
ce

s 
(e

.g
. 

pe
rs

on
ne

l s
cr

ee
ni

ng
).

3.
IT

 re
la

te
d 

se
cu

rit
y 

se
rv

ic
es

 (e
.g

. i
nt

ru
si

on
 

pr
ot

ec
tio

n)

15
%

Po
in

ts
 w

ill
 b

e 
aw

ar
de

d 
in

 th
e 

fo
llo

w
in

g 
m

an
ne

r:
5 

p
ts

 -
th

e 
R

es
po

nd
en

t p
ro

vi
de

d 
ea

ch
 o

f s
er

vi
ce

s 
1 

-3
3 

p
ts

 –
th

e 
R

es
po

nd
en

t p
ro

vi
de

d 
at

 m
os

t 2
 o

f s
er

vi
ce

s 
1 

-3
1 

p
t

-t
he

 R
es

po
nd

en
t p

ro
vi

de
d 

at
 m

os
t 1

 o
f s

er
vi

ce
s 

1 
-3

0 
p

ts
 –

th
e 

R
es

po
nd

en
t d

oe
s 

no
t 

id
en

tif
y 

pr
ov

is
io

n 
of

 a
ny

 o
f 

se
rv

ic
es

 1
 -

3.
 

7
Th

e 
R

es
po

nd
en

t s
ho

ul
d 

id
en

tif
y 

th
e 

so
ur

ce
 o

f t
he

 
ca

ll 
m

an
ag

em
en

t s
ol

ut
io

n 
as

 u
se

d 
in

 th
e 

re
fe

re
nc

ed
 

pr
oj

ec
t –

i.e
. t

he
 c

al
l m

an
ag

em
en

t s
ol

ut
io

n 
w

as
 

pr
ov

id
ed

 b
y 

th
e 

cl
ie

nt
 o

rg
an

iz
at

io
n 

(e
.g

. a
s 

en
vi

sa
ge

d 
in

 th
e 

us
e 

of
 V

C
C

 a
s 

pr
ov

id
ed

 b
y 

C
an

ad
a 

fo
r t

hi
s 

pr
oj

ec
t),

 o
r, 

by
 th

e 
R

es
po

nd
en

t.

5%
Po

in
ts

 w
ill

 b
e 

aw
ar

de
d 

in
 th

e 
fo

llo
w

in
g 

m
an

ne
r:

5 
p

ts
–

C
C

 u
se

d 
th

e 
vo

ic
e 

ca
ll 

m
an

ag
em

en
t s

ol
ut

io
n 

pr
ov

id
ed

 
by

 th
e 

cl
ie

nt
 o

rg
an

iz
at

io
n.

0 
p

ts
–

C
C

 d
id

 n
ot

 u
se

 th
e 

vo
ic

e 
ca

ll 
m

an
ag

em
en

t s
ol

ut
io

n 
pr

ov
id

ed
 b

y 
th

e 
cl

ie
nt

 
or

ga
ni

za
tio

n.

8
Th

e 
R

es
po

nd
en

t s
ho

ul
d 

id
en

tif
y 

th
e 

so
ur

ce
 o

f t
he

 
kn

ow
le

dg
eb

as
e 

an
d 

kn
ow

le
dg

e 
m

an
ag

em
en

t 
so

lu
tio

n 
as

 u
se

d 
in

 th
e 

re
fe

re
nc

ed
 p

ro
je

ct
 –

i.e
. t

he
 

kn
ow

le
dg

eb
as

e 
an

d 
kn

ow
le

dg
e 

m
an

ag
em

en
t 

so
lu

tio
n 

w
as

 p
ro

vi
de

d 
by

 th
e 

cl
ie

nt
 o

rg
an

iz
at

io
n 

(e
.g

. a
s 

en
vi

sa
ge

d 
in

 th
e 

us
e 

of
 IM

P
AC

T 
as

 
pr

ov
id

ed
 b

y 
C

an
ad

a 
fo

r t
hi

s 
pr

oj
ec

t),
 o

r, 
by

 th
e 

R
es

po
nd

en
t.

5%
Po

in
ts

 w
ill

 b
e 

aw
ar

de
d 

in
 th

e 
fo

llo
w

in
g 

m
an

ne
r:

5 
p

ts
–

C
C

 u
se

d 
th

e 
kn

ow
le

dg
eb

as
e 

an
d 

kn
ow

le
dg

e 
m

an
ag

em
en

t s
ol

ut
io

n 
pr

ov
id

ed
 

by
 th

e 
cl

ie
nt

 o
rg

an
iz

at
io

n.
0 

p
ts

–
C

C
 d

id
 n

ot
 u

se
 th

e 
kn

ow
le

dg
eb

as
e 

an
d 

kn
ow

le
dg

e 
m

an
ag

em
en

t s
ol

ut
io

n 
pr

ov
id

ed
 

by
 th

e 
cl

ie
nt

 o
rg

an
iz

at
io

n.
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#
C
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te

ri
a

W
ei

g
h

t
(1

00
)

S
co

ri
n

g
 M

et
h

o
d

o
lo

g
y

R
es

p
o

n
d

en
t 

R
es

p
o

n
se

9
Th

e 
R

es
po

nd
en

t s
ho

ul
d 

pr
ov

id
e 

th
e 

da
te

 (m
on

th
, 

ye
ar

) a
t w

hi
ch

 th
e 

re
fe

re
nc

e 
pr

oj
ec

t C
C

 w
en

t l
iv

e 
an

d 
th

e 
le

ng
th

 o
f t

im
e 

fo
r w

hi
ch

 th
e 

C
C

 w
as

 in
 li

ve
 

pr
od

uc
tio

n 
w

he
re

:
1.

Th
e 

re
fe

re
nc

ed
 p

ro
je

ct
 w

en
t i

nt
o 

liv
e 

pr
od

uc
tio

n 
w

ith
in

 3
 y

ea
rs

 o
f t

he
 d

at
e

of
 is

su
e 

of
 th

is
 R

FQ
 

an
d 

w
as

 in
 li

ve
 o

pe
ra

tio
n 

fo
r a

 m
in

im
um

 o
f 6

 
m

on
th

s 
or

2.
Th

e 
re

fe
re

nc
e 

pr
oj

ec
t h

as
 b

ee
n 

in
 c

on
tin

uo
us

 
op

er
at

io
n 

fo
r t

he
 p

as
t 3

 y
ea

rs
. 

5%
Po

in
ts

 w
ill

 b
e 

aw
ar

de
d 

in
 th

e 
fo

llo
w

in
g 

m
an

ne
r:

5 
p

ts
 -

C
C

 p
ro

je
ct

 m
et

 th
e 

re
qu

ire
m

en
t f

or
1

or
2.

3 
p

ts
 –

-
C

C
 P

ro
je

ct
 w

en
t l

iv
e 

m
or

e 
th

an
 3

 y
ea

rs
 b

ef
or

e 
th

e 
da

te
 o

f i
ss

ue
 o

f t
he

 R
FQ

 a
nd

 
w

as
 in

 p
ro

du
ct

io
n 

fo
r 6

 o
r m

or
e 

m
on

th
s,

 o
r,

pr
oj

ec
t w

en
t l

iv
e 

w
ith

in
 th

e 
pa

st
 3

 y
ea

rs
 b

ut
 

le
ng

th
 o

f l
iv

e 
op

er
at

io
n 

w
as

 le
ss

 
th

an
 6

 m
on

th
s.

0 
p

ts
 –

th
e 

C
C

 p
ro

je
ct

 w
en

t i
nt

o 
liv

e 
pr

od
uc

tio
n 

m
or

e 
th

an
 3

 
ye

ar
s 

be
fo

re
 th

e 
da

te
 o

f i
ss

ue
 o

f 
th

e 
R

FQ
 a

nd
 h

ad
 a

 p
ro

du
ct

io
n 

tim
e 

of
 le

ss
 th

an
 6

 m
on

th
s.

 
10

Th
e 

R
es

po
nd

en
t s

ho
ul

d 
id

en
tif

y 
th

e 
la

ng
ua

ge
s 

ex
pl

ic
itl

y 
re

qu
ire

d 
to

 b
e 

su
pp

or
te

d 
th

ro
ug

h 
th

e 
C

C
 

pr
oj

ec
t. 

 T
he

 R
es

po
nd

en
t s

ho
ul

d 
ex

pl
ic

itl
y 

id
en

tif
y 

an
y 

re
qu

ire
d 

su
pp

or
t f

or
 E

ng
lis

h 
an

d 
Fr

en
ch

. 

10
%

Po
in

ts
 w

ill
 b

e 
aw

ar
de

d 
in

 th
e 

fo
llo

w
in

g 
m

an
ne

r:
5 

p
ts

–
C

C
 s

up
po

rte
d 

bo
th

 
En

gl
is

h 
an

d
Fr

en
ch

3 
p

ts
-C

C
 s

up
po

rte
d 

m
ul

tip
le

 
la

ng
ua

ge
s 

in
cl

ud
in

g 
E

ng
lis

h 
o

r
Fr

en
ch

 b
ut

 n
ot

 b
ot

h.
2 

p
ts

–
C

C
 s

up
po

rte
d 

on
ly

 
En

gl
is

h 
or

 F
re

nc
h.

0 
p

ts
–

C
C

 s
up

po
rte

d 
ne

ith
er

 
En

gl
is

h 
no

r F
re

nc
h.
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3.
3.

3 
A

n
n

ex
 C

-1
.3

: 
O

n
b

o
ar

d
in

g
 a

n
d

 S
ta

ff
in

g
 R

ef
er

en
ce

 P
ro

je
ct

 F
o

rm

In
st

ru
ct

io
n

s 
fo

r 
co

m
p

le
ti

o
n

:

1.
R

es
po

nd
en

ts
 s

ho
ul

d 
pr

ov
id

e 
up

 to
 3

 re
le

va
nt

 C
C

 O
nb

oa
rd

in
g 

an
d 

St
af

fin
g 

R
ef

er
en

ce
 p

ro
je

ct
s.

2.
A 

se
pa

ra
te

 C
C

 O
nb

oa
rd

in
g 

an
d 

St
af

fin
g 

R
ef

er
en

ce
 fo

rm
 s

ho
ul

d 
be

 c
om

pl
et

ed
 fo

r e
ac

h 
sa

m
pl

e 
pr

oj
ec

t. 
3.

C
an

ad
a 

w
ill 

ev
al

ua
te

 th
e 

fir
st

 3
 p

ro
je

ct
s 

in
 o

rd
er

 o
f p

re
se

nt
at

io
n 

in
 th

e 
re

sp
on

se
.  

Pr
oj

ec
t r

ef
er

en
ce

s 
in

 e
xc

es
s 

of
 3

 w
ill 

no
t b

e 
co

ns
id

er
ed

.
4.

R
es

po
ns

es
 w

ill 
be

 e
va

lu
at

ed
 in

di
vi

du
al

ly
 w

ith
 th

e 
ra

te
d 

sc
or

es
 c

on
so

lid
at

ed
 u

nd
er

 ra
te

d 
re

qu
ire

m
en

ts
 R

-2
.2

.
5.

If
fe

w
er

 th
an

 3
 re

fe
re

nc
e 

pr
oj

ec
ts

 a
re

 p
ro

vi
de

d,
 p

oi
nt

s 
w

ill 
on

ly
 b

e 
aw

ar
de

d 
fo

r t
ho

se
 re

fe
re

nc
es

 p
ro

vi
de

d.

R
es

p
o

n
d

en
t

C
li

en
t

C
o

n
ta

ct
 N

am
e

C
o

n
ta

ct
 T

it
le

T
el

ep
h

o
n

e 
N

u
m

b
er

P
ro

je
ct

 N
am

e

B
ri

ef
 O

ve
rv

ie
w

 o
f 

th
e 

p
ro

je
ct

P
ro

je
ct

 T
im

ef
ra

m
e
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#
C

ri
te

ri
a

W
ei

g
h

t
(1

00
)

S
co

ri
n

g
 M

et
h

o
d

o
lo

g
y

R
es

p
o

n
d

en
t 

R
es

p
o

n
se

1
Th

e 
R

es
po

nd
en

t s
ho

ul
d 

id
en

tif
y 

th
e 

C
on

ta
ct

 C
en

tre
 

Se
rv

ic
es

 p
ro

vi
de

d 
in

 th
e 

re
fe

re
nc

ed
 p

ro
je

ct
. T

he
 

re
fe

re
nc

ed
 p

ro
je

ct
 m

us
t b

e 
an

 e
xt

er
na

l-f
ac

in
g 

C
on

ta
ct

 C
en

tre
. T

he
C

C
 S

er
vi

ce
s 

sh
ou

ld
 in

cl
ud

e,
 

bu
t a

re
 n

ot
 li

m
ite

d 
to

:
1.

Su
pp

or
t o

f v
oi

ce
 c

al
ls

 in
 s

up
po

rt 
of

 c
lie

nt
 

pr
og

ra
m

s 
an

d 
se

rv
ic

es
2.

Su
pp

or
t f

or
 e

m
ai

l q
ue

rie
s 

in
 s

up
po

rt 
of

 
cl

ie
nt

 p
ro

gr
am

s 
an

d 
se

rv
ic

es
 

3.
Su

pp
or

t f
or

 m
od

al
iti

es
 in

 a
dd

iti
on

 to
 v

oi
ce

 
an

d 
em

ai
l –

e.
g.

 c
ha

t, 
SM

S
.

10
%

Po
in

ts
 w

ill
 b

e 
aw

ar
de

d 
in

 th
e 

fo
llo

w
in

g 
m

an
ne

r:
5 

p
ts

 -
C

C
 p

ro
je

ct
 m

et
 th

e 
re

qu
ire

m
en

t f
or

1
an

d
2 

an
d 

al
so

 
pr

ov
id

ed
 s

up
po

rt 
fo

r a
dd

iti
on

al
 

ex
te

rn
al

ly
 fa

ci
ng

 c
on

ta
ct

 m
od

al
iti

es
 

(e
.g

. c
ha

t, 
S

M
S

).
4 

p
ts

 -
C

C
 p

ro
je

ct
 m

et
 th

e 
re

qu
ire

m
en

t o
f 1

 a
n

d
 2

on
ly

 w
ith

 n
o 

ad
di

tio
na

l e
xt

er
na

lly
 fa

ci
ng

 c
on

ta
ct

 
m

od
al

iti
es

.
3 

p
ts

 –
C

C
 p

ro
je

ct
 m

et
 th

e 
re

qu
ire

m
en

t o
f 1

 b
u

t 
n

o
t

2.
0 

p
ts

 –
th

e 
C

C
 p

ro
je

ct
 d

id
 n

ot
 m

ee
t 

th
e 

re
qu

ire
m

en
t f

or
 s

up
po

rt 
of

 v
oi

ce
 

ca
lls

 in
 s

up
po

rt 
of

 c
lie

nt
 p

ro
gr

am
s 

an
d 

se
rv

ic
es

..
2

Th
e 

R
es

po
nd

en
t s

ho
ul

d 
id

en
tif

y 
th

e 
on

bo
ar

di
ng

, 
st

af
fin

g 
an

d 
re

cr
ui

tm
en

t s
er

vi
ce

s 
pr

ov
id

ed
. T

he
 

se
rv

ic
es

 m
us

t h
av

e 
be

en
 p

ro
vi

de
d 

di
re

ct
ly

 b
y 

th
e 

R
es

po
nd

en
t i

n 
su

pp
or

t o
f t

he
 C

C
 re

fe
re

nc
ed

 
pr

oj
ec

t. 
Th

e
se

rv
ic

es
 p

ro
vi

de
d 

by
 th

e 
R

es
po

nd
en

t 
sh

ou
ld

 in
cl

ud
e,

 b
ut

 a
re

 li
m

ite
d 

to
:

1.
Pr

oj
ec

t p
la

nn
in

g 
an

d 
de

si
gn

 s
er

vi
ce

s
2.

In
fra

st
ru

ct
ur

e 
an

d 
co

nn
ec

tiv
ity

 p
la

nn
in

g 
an

d 
de

si
gn

 s
er

vi
ce

s
3.

W
or

kf
or

ce
 M

an
ag

em
en

t a
nd

 O
pe

ra
tio

ns
 

Pl
an

ni
ng

 s
er

vi
ce

s
4.

R
ec

ru
itm

en
t a

nd
 tr

ai
ni

ng
 s

er
vi

ce
s

5.
Te

st
in

g 
an

d 
cu

to
ve

r t
o 

liv
e 

se
rv

ic
es

20
%

Po
in

ts
 w

ill
 b

e 
aw

ar
de

d 
in

 th
e 

fo
llo

w
in

g 
m

an
ne

r:
5 

p
ts

 -
th

e 
R

es
po

nd
en

t p
ro

vi
de

d 
ea

ch
 o

f s
er

vi
ce

s 
1 

-5
4 

p
ts

 -
th

e 
R

es
po

nd
en

t p
ro

vi
de

d 
at

 
m

os
t 4

 o
f s

er
vi

ce
s 

1 
-5

3 
p

ts
 –

th
e 

R
es

po
nd

en
t p

ro
vi

de
d 

at
 

m
os

t 3
 o

f s
er

vi
ce

s 
1 

-5
2 

pt
s 

-t
he

 R
es

po
nd

en
t p

ro
vi

de
d 

at
 

m
os

t 2
 o

f s
er

vi
ce

s 
1 

-5
1 

p
t

-t
he

 R
es

po
nd

en
t p

ro
vi

de
d 

at
 

m
os

t 1
 o

f s
er

vi
ce

s 
1 

-5
0 

p
ts

 –
th

e 
R

es
po

nd
en

t d
oe

s 
no

t 
id

en
tif

y 
pr

ov
is

io
n 

of
 a

ny
 o

f s
er

vi
ce

s 
1

-5
. 
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3
Th

e 
R

es
po

nd
en

t s
ho

ul
d 

id
en

tif
y 

th
e 

nu
m

be
r o

f F
ul

l 
Ti

m
e 

Eq
ui

va
le

nt
 C

C
 A

ge
nt

s 
re

cr
ui

te
d 

fo
r t

he
 

pu
rp

os
es

 o
f d

el
iv

er
in

g 
th

e 
re

fe
re

nc
ed

 p
ro

je
ct

’s
 C

C
 

se
rv

ic
es

.  

20
%

Po
in

ts
 w

ill
 b

e 
aw

ar
de

d 
in

 th
e 

fo
llo

w
in

g 
m

an
ne

r:
5 

p
ts

 -
th

e 
nu

m
be

r o
f r

ec
ru

ite
d 

FT
E 

Ag
en

ts
 w

as
 >

= 
50

0
4 

p
ts

 -
th

e 
nu

m
be

r o
f r

ec
ru

ite
d 

FT
E 

Ag
en

ts
 w

as
 >

= 
30

0 
bu

t <
 5

00
3 

p
ts

 –
th

e 
nu

m
be

r o
f r

ec
ru

ite
d 

FT
E 

Ag
en

ts
 w

as
 >

= 
17

5 
bu

t <
 3

00
2 

p
ts

 –
th

e 
nu

m
be

r o
f r

ec
ru

ite
d 

FT
E 

Ag
en

ts
 w

as
 >

= 
10

0 
bu

t <
 1

75
1 

p
ts

 –
th

e 
nu

m
be

r o
f r

ec
ru

ite
d 

FT
E 

Ag
en

ts
 w

as
 >

= 
50

 b
ut

 <
 1

00
0 

p
ts

 –
th

e 
nu

m
be

r o
f r

ec
ru

ite
d 

FT
E 

Ag
en

ts
 w

as
 <

 5
0

4
Th

e 
R

es
po

nd
en

t s
ho

ul
d 

id
en

tif
y 

th
e 

pr
oc

es
s 

us
ed

 to
 

so
ur

ce
 th

e 
re

qu
ire

d 
C

C
 A

ge
nt

s.
  R

es
po

nd
en

ts
 

sh
ou

ld
 e

xp
lic

itl
y 

id
en

tif
y:

1.
U

se
 o

f e
xi

st
in

g 
R

es
po

nd
en

t F
TE

s
2.

U
se

 o
f p

re
-e

xi
st

in
g 

po
ol

 o
f p

re
-q

ua
lif

ie
d 

re
so

ur
ce

s 
(e

.g
. r

es
ou

rc
es

 u
se

d 
on

 p
re

vi
ou

s 
R

es
po

nd
en

t C
C

 p
ro

je
ct

s)
3.

U
se

 o
f t

hi
rd

 p
ar

ty
 s

ta
ffi

ng
 a

nd
 re

so
ur

ci
ng

 
fir

m
s.

15
%

Po
in

ts
 w

ill
 b

e 
aw

ar
de

d 
in

 th
e 

fo
llo

w
in

g 
m

an
ne

r:
5 

p
ts

 –
W

he
re

 th
e

nu
m

be
r o

f 
ag

en
ts

 s
ou

rc
ed

 is
 g

re
at

er
 th

an
 o

r 
eq

ua
l t

o 
10

0 
–

th
e 

R
es

po
nd

en
t 

id
en

tif
ie

s 
us

e 
of

 e
xi

st
in

g 
or

 p
re

-
ex

is
tin

g 
R

es
po

nd
en

t F
TE

s 
fo

r a
ll

re
so

ur
ce

s
re

qu
ire

m
en

ts
.

4 
p

ts
 –

W
he

re
 th

e
nu

m
be

r o
f 

ag
en

ts
 s

ou
rc

ed
 is

 g
re

at
er

 th
an

 o
r 

eq
ua

l t
o 

75
 –

th
e 

R
es

po
nd

en
t 

id
en

tif
ie

s 
us

e 
of

 e
xi

st
in

g 
or

 p
re

-
ex

is
tin

g 
re

so
ur

ce
s 

fo
r 5

0 
or

 m
or

e 
re

so
ur

ce
s 

an
d 

id
en

tif
ie

s 
us

e 
of

 th
ird

 
pa

rty
 s

ou
rc

in
g 

fir
m

fo
r b

al
an

ce
.

3 
p

ts
 –

W
he

re
 th

e
nu

m
be

r o
f 

ag
en

ts
 s

ou
rc

ed
 is

 g
re

at
er

 th
an

 o
r 

eq
ua

l t
o 

50
 –

th
e 

R
es

po
nd

en
t 

id
en

tif
ie

s 
us

e 
of

 e
xi

st
in

g 
or

 p
re

-
ex

is
tin

g 
re

so
ur

ce
s 

fo
r 2

0 
or

 m
or

e 
re

so
ur

ce
s 

an
d 

id
en

tif
ie

s 
us

e 
of

 th
ird

 
pa

rty
 s

ou
rc

in
g 

fir
m

fo
r b

al
an

ce
.

2 
p

ts
 –

W
he

re
 th

e
nu

m
be

r o
f 

ag
en

ts
 s

ou
rc

ed
 is

 g
re

at
er

 th
an

 o
r 

eq
ua

l t
o 

20
 –

th
e 

R
es

po
nd

en
t 

id
en

tif
ie

s 
us

e 
of

 e
xi

st
in

g 
or

 p
re

-
ex

is
tin

g 
re

so
ur

ce
s 

fo
r 5

 o
r m

or
e 
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re
so

ur
ce

s 
an

d 
id

en
tif

ie
s 

us
e 

of
 th

ird
 

pa
rty

 s
ou

rc
in

g 
fir

m
fo

r b
al

an
ce

.
1 

p
ts

 –
R

es
po

nd
en

t i
de

nt
ifi

es
 u

se
 o

f 
th

ird
 p

ar
ty

 s
ou

rc
in

g 
fir

m
 o

nl
y.

0 
p

ts
 –

N
o 

re
le

va
nt

 re
sp

on
se

 
pr

ov
id

ed
.

5
Th

e 
R

es
po

nd
en

t s
ho

ul
d 

id
en

tif
y 

th
e 

le
ng

th
 o

f t
im

e 
in

 w
ee

ks
 th

at
 it

 to
ok

 to
 s

ta
ff 

th
e 

pr
oj

ec
t w

he
re

:
1.

Th
e 

pr
oj

ec
t s

ta
rt 

is
 d

ef
in

ed
 to

 b
e 

th
e 

co
nt

ra
ct

 a
w

ar
d 

or
 c

on
tra

ct
 d

ef
in

ed
 p

ro
je

ct
 

st
ar

t d
at

e 
(e

.g
. w

he
re

 th
e 

pr
oj

ec
t w

as
 o

ne
 

of
 a

 p
or

tfo
lio

 o
f C

C
 p

ro
gr

am
s 

or
 c

am
pa

ig
ns

 
in

iti
at

ed
 u

nd
er

 a
 b

ro
ad

er
 C

C
 S

er
vi

ce
s 

co
nt

ra
ct

).
2.

Th
e 

le
ng

th
 o

f t
im

e 
is

 d
ef

in
ed

 a
s 

th
e 

nu
m

be
r 

of
 w

ee
ks

 b
et

w
ee

n 
th

e 
pr

oj
ec

t s
ta

rt 
da
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APPENDIX D – APPLICABLE SCALES FOR RATED EVALUATION CRITERIA

Scoring key

The rated evaluation criteria are divided into four sections, R-1, R-2, R-3 and R-4.  For each section that 
has a minimum pass mark, it will be indicated as a percentage in Table 1 under the column titled 
Minimum Pass Mark.  If a minimum pass mark does not apply for a given section, it will be indicated as 
not applicable (N/A).  

Table 1 – Technical Capability and Experience – Weighting and Minimum Score
# Rated Evaluation Criteria Section 

Weight
Criterion 
Weight

Minimum 
Pass Mark

R-1 Corporate Capability 55% 60%
R-1.1 Understanding of 1 800 O-Canada CC Project 

Requirements 1.65%
R-1.2 Respondent Business Maturity - Years 4.40%
R-1.3 Respondent Business Maturity - Sector 6.60%
R-1.4 Respondent Business Facilities in Canada 5.50%
R-1.5 Respondent Capability – Range of Supported CC 

Services 3.85%
R-1.6 Respondent Capability – Resources 13.75%
R-1.7 Respondent Capability – Training 6.60%
R-1.8 Respondent Capability – Staff Retention 8.25%
R-1.9 Respondent Capability – Innovations and investment 4.40%
R-2 Respondent Implementation Project References 25% 60%
R-2.1 Respondent Implementation Project References –

Reference #1 5.00%
Respondent Implementation Project References –
Reference #2 5.00%
Respondent Implementation Project References –
Reference #3 5.00%

R-2.2 Respondent Onboarding and Staffing Reference 
Project #1 3.33%
Respondent Onboarding and Staffing Reference 
Project #2 3.33%
Respondent Onboarding and Staffing Reference 
Project #3 3.33%

R-3 Processes and Methodologies 10% 60%
R-3.1 Respondent Capability – Process and Methodology 6.00%
R-3.2 Respondent Capability – Process and Methodology 4.00%
R-4 Security and Privacy 10% 60%
R-4.1 Project Security – Security Policy 1.50%
R-4.2 Project Security - Privacy Policy 3.50%
R-4.3 Project Security – Disaster Recovery / Business 

Continuity 2.50%
R-4.1 Project Security – Security Policy 2.50%
Total Technical Proposal 100%



67

Scoring Instructions for Rated Requirements

For each of the rated criteria, the Scoring Method sets out how a response will be assessed based on a 
defined 0 to 5 scale for that specific criterion.  The Respondent’s score for each rated criterion is 
calculated as (the 0 to 5 score obtained by the Respondent based on the 0 to 5 scale set out in the 
Scoring Method for each rated criteria) multiplied by (the Criterion Weight available for that criterion as set 
out in Table 1).
For example, for criterion R-1.2:

a) Where a Respondent is awarded a score of 5 out of 5 points, their score of 5 is divided by 5 and 
multiplied by the criterion weighting factor of 4.4000 to obtain a weighted score of 4.4000 [i.e.: 
(5/5) x 4.4000 = 4.4000]

b) Where a Respondent is awarded a score of 4 out of 5 points, their score of 4 is divided by 5 and 
multiplied by the criterion weighting factor of 4.4000 to obtain a weighted score of 3.5200 [i.e.: 
(4/5) x 4.4000 = 3.5200]

c) Where a Respondent is awarded a score of 3 out of 5 points, their score of 3 is divided by 5 and 
multiplied by the criterion weighting factor of 4.4000 to obtain a weighted score of 2.6400 [i.e.: 
(3/5) x 4.4000 = 2.6400]

The following example demonstrates:
(i) How the weighted score for a section is calculated;
(ii) how the minimum pass mark for a section is calculated;
(iii) how the overall minimum pass mark for the rated criteria is calculated; 
(iv) how the Respondent’s total weighted score is calculated; and
(v) what is required for the Respondent to be found responsive to the evaluation criteria at Annex C.

As outlined above, the Respondent’s 0 to 5 scores for each evaluation criterion are multiplied by the 
weighting factors indicated in Table 1 to obtain a weighted score for each criterion.  The section score is 
then calculated as the sum of the weighted scores for each criterion as shown below:

Table 2 - Scoring Example for Section R-4
Criterion Respondent’s 

Score
x Weighting 

Factor
= Weighted 

Score

R-4.1 4/5 pts 1.50% 1.20

R-4.2 3/5 pts 3.50% 2.10

R-4.3 5/5 pts 2.50% 2.50

R-4.1 4/5 pts 2.50% 2.00

Section Score: 7.8

The weighted score of 7.8 exceeds the minimum pass mark at 60% * 10% = 6.0.  Failure to meet or 
exceed the minimum pass mark would result in the Response being removed from further consideration.

The Respondent’s total weighted score for the point rated technical evaluation criteria is then calculated 
by taking the sum of the Respondent’s weighted scores for each of sections R-1, R-2, R-3 and R-4.  
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To be found responsive to the evaluation criteria, the Respondent must:
(i) Meet all the mandatory criteria; and,
(ii) obtain the minimum pass mark for each of sections R-1, R-2, R-3 and R-4.

Scoring Instructions for Sample Project Forms 

For evaluation criteria R-2.1 and R-2.2 it is indicated that the sample project forms attached at Annex C-
1.2 and C-1.3 should be completed in order to respond to the criterion.  These forms contain evaluation 
criteria against which the Respondent’s bid will be evaluated and scored using the same 0 to 5 Scoring 
Method as above. 

For each of criteria R-2.1 and R-2.2, a weighting factor for each referenced project is set out in Table 1.

The scores obtained by the Respondent for each evaluation criterion on the sample project form will be 
multiplied by the criterion weighting factor associated with the criterion on the form.  A weighted project 
score for each project evaluated will be calculated using the sum of the weighted scores for each criterion 
shown on the form.

Scoring Example for Annex C-1.2: CC Implementation Project Services 
References

From Table 1, the available score for R-2.1 Project #1 is 5% of the total available rated score of 100%.

The available score for Project #1 criterion 1 is 5% of the available score for Project #1 as a whole. Hence 
the available score for criterion 1 is 5% of the 5% available total score – i.e. 0.25% of the total rated 
score.
Where the Project #1 criterion 1 response was awarded a score of 4/5, the contribution of Project #1 
criterion 1 is calculated as:

(4/5 * project weighting factor for criterion 1 (5%) * overall project #1 available score (5% of 100)) 
= (4/5 * 0.05 * 5) = 0.2%

As illustrated in the table below, based on the sample scores awarded for criteria 1 through 10, the 
contribution of R-2.1 Project 1 is 3.8% out of a possible total contribution of 5% of the overall response 
score.

R-2.1 Project 1 – overall weight from Table 1

Criterion Respondent’s 
Score

x Project 
Weighting Factor

x overall 
project #1 
available 

score

= Weighted 
Score

1. 4/5 pts 5% 5% 0.2

2. 5/5 pts 10% 5% 0.5

3. 5/5 pts 5% 5% 0.25

4. 4/5 pts 20% 5% 0.8

5. 3/5 pts 20% 5% 0.6
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6. 3/5 pts 15% 5% 0.45

7. 5/5 pts 5% 5% 0.25

8. 0/5 pts 5% 5% 0.2

9. 5/5 pts 5% 5% 0.25

10 3/5 pts 10% 5% 0.3

Weighted Project Score: 3.8
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APPENDIX E – RESPONDENT INSTRUCTIONS (RFQ)

1.0 Interpretation

In this RFQ, except to the extent the context or the express provisions of this RFQ otherwise require, any 
capitalized word or term not otherwise defined in the RFQ Respondent Instructions has the meaning set 
out for it in Appendix A.

2.0 Entire Requirement

2.1 This RFQ contains all applicable requirements for submitting a Response. Any other 
information or documentation provided to or obtained by a Respondent from any source is
not relevant unless issued by the Procurement Authority in accordance with the terms and 
conditions of this RFQ.

2.2 Respondents should not assume that practices used under previous contracts with Canada 
would continue, unless expressly included in this RFQ. Respondents should also not 
assume that their existing capabilities meet the requirements of this RFQ simply because 
they have met previous requirements under any other prior RFQ or similar document issued 
by the Procurement Authority.

2.3 Each Appendix attached to this RFQ is an integral part of this RFQ as if set out at length in 
the body of this RFQ.

2.4 Canada will make available Notices of Proposed Procurement (NPP), bid solicitations (RFQ) 
and related documents for download through buyandsell.gc.ca. Canada is not responsible 
and will not assume any liabilities whatsoever for the information found on websites of third 
parties. In the event an NPP, bid solicitation or related documentation would be amended, 
Canada will not be sending notifications. Canada will post all amendments, including
significant enquiries received and their replies, on buyandsell.gc.ca. It is the sole 
responsibility of the Respondent to regularly consult buyandsell.gc.ca for the most up-to-date 
information. Canada will not be liable for any oversight on the Respondent’s part nor for 
notification services offered by a third party.

2.5 Addenda

2.5.1 Canada may, in its absolute discretion, amend or clarify the terms or contents of 
this RFQ at any time before the RFQ Response Submission Deadline by issuing 
a written Addendum and posting it on Buyandsell.gc.ca. Addenda are the only 
means of amending or clarifying this RFQ, and no other form of communication, 
whether written or oral, including any responses to Respondent enquiries 
submitted pursuant to Section 2.5 of the body of this RFQ, will in any way amend 
or clarify this RFQ. Only the Procurement Authority is authorized to amend or 
clarify this RFQ by issuing an Addendum. No other employee or agent of Canada 
is authorized to amend or clarify this RFQ.

2.5.2 Each Respondent is responsible for ensuring that it has received all Addenda 
and is advised to check Buyandsell.gc.ca for Addenda regularly and up to the 
Response Submission Deadline.

3.0 Applicable Laws

This RFQ will be governed by the laws applicable in the Province of Ontario, including applicable federal
laws ("Laws").
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4.0 Priority of Documents

4.1 If there is a discrepancy between the wording of any documents that appear on the following 
list, the wording of the document that first appears on the list has priority over the wording of 
any document that subsequently appears on the list:

a. any Addendum issued prior to RFQ Response Submission Deadline;
b. the RFQ; and
c. Responses.

4.2 In the event of any conflict, discrepancy or inconsistency between two Addenda, the most 
recent Addendum shall prevail.

4.3 In the event of any conflict, discrepancy or inconsistency between a provision of general 
application and a specific provision that has been tailored or created for purposes of this 
Project, the latter shall prevail.

5.0 No Assignment

A Respondent cannot assign its rights in its Response. If any assignment is made the Response will be
rejected.

6.0 Rights of the Procurement Authority

6.1 Canada reserves the right to do any/or all of the following without liability to Canada:

a. reject any or all Responses received in response to the RFQ pursuant to Section 9, 
Section 10, Section 12, Section 13, Section 14, Section 15, Section 16, or Section 20 of 
this Appendix;

b. reject the Response if the Respondent assigns or transfers its rights in its Response;

c. cancel or defer the RFQ or the Project at any time;

d. reissue the same RFQ or a different RFQ document in relation to the Project;

e. if less than four (4) Qualified Responses are received and the requirements are not 
substantially modified, reissue the RFQ by inviting only the Respondents to resubmit 
Responses within a period designated by the Procurement Authority;

f. change the dates, deadlines, process and requirements described in this RFQ;

g. accept or reject any or all of the Responses; and

h. change the limits, scope and details of the Project.

7.0 Submission of Responses

7.1 It is the Respondent's sole responsibility to:

a. obtain clarification of the requirements contained in the RFQ, if necessary, before 
submitting a Response;

b. prepare its Response in accordance with the instructions contained in the RFQ;

c. submit a Response before the RFQ Response Submission Deadline at the Delivery   
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Address;

d. ensure that the Respondent's name, return address, the RFQ number, and RFQ 
Response Submission Deadline are clearly visible on the envelope or the parcel(s) 
containing the RFQ Response; and

e. provide a comprehensible and sufficiently detailed Response, including all forms and 
certifications with the requested detail, that will permit a complete evaluation in 
accordance with the Evaluation Criteria.

f. Responses and documentation in support of Responses must be submitted in either 
English or French.

7.2 Responses received before the stipulated RFQ Response Submission Deadline will become 
the property of Canada and will not be returned. All Responses will be treated as 
confidential, subject to section 7 of Appendix E - Respondent Instructions, as well as the 
provisions of the Access to Information Act (R.S. 1985, c. A-1) and the Privacy Act (R.S., 
1985, c. P-21).

7.3 Unless specified otherwise in this RFQ, Canada will evaluate only the documentation 
provided with a Response. 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.

8.0 Transmission by epost Connect

8.1 Responses may be submitted by using the epost Connect service provided by Canada Post 
Corporation.

a. PWGSC, National Capital Region: The only acceptable email address to use with epost 
Connect for responses to solicitations issued by PWGSC headquarters is: 
tpsgc.dgareceptiondessoumissions-abbidReceiving.pwgsc@tpsgc-pwgsc.gc.ca.

b. To submit a response using epost Connect service, the Respondent must either: 
i. send directly its response only to the specified PSPC Response Receiving Unit, 

using its own licensing agreement for epost Connect provided by Canada Post 
Corporation; or 

ii. send as early as possible, and in any case, at least six business days prior to the 
solicitation closing date and time, (in order to ensure a response), an email that 
includes the response solicitation number to the specified PWGSC Response
Receiving Unit requesting to open an epost Connect conversation. Requests to 
open an epost Connect conversation received after that time may not be 
answered.

c. If the Respondent sends an email requesting epost Connect service to the specified 
Response Receiving Unit in the response solicitation, an officer of the Response
Receiving Unit will then initiate an epost Connect conversation. The epost Connect 
conversation will create an email notification from Canada Post Corporation prompting 
the Respondent to access and action the message within the conversation. The 
Respondent will then be able to transmit its response afterward at any time prior to the 
solicitation closing date and time. 

d. If the Respondent is using its own licensing agreement to send its response, the 
Respondent must keep the epost Connect conversation open until at least 30 business 
days after the solicitation closing date and time. 
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e. The response solicitation number should be identified in the epost Connect message field 
of all electronic transfers.

f. It should be noted that the use of epost Connect service requires a Canadian mailing 
address. Should a respondent not have a Canadian mailing address, they may use the 
Response Receiving Unit address specified in the solicitation in order to register for the 
epost Connect service.

g. For responses transmitted by epost Connect service, Canada will not be responsible for 
any failure attributable to the transmission or receipt of the response including, but not 
limited to, the following: 

i. receipt of a garbled, corrupted or incomplete response;
ii. availability or condition of the epost Connect service;
iii. incompatibility between the sending and receiving equipment;
iv. delay in transmission or receipt of the response;
v. failure of the Respondent to properly identify the response;
vi. illegibility of the response;
vii. security of response data; or,
viii. inability to create an electronic conversation through the epost Connect service.

h. A response transmitted by epost Connect service constitutes the formal response of the 
Respondent and must be submitted in accordance with Appendix E – Response 
Instructions.

9.0 Late RFQ Responses

For late bids submitted using means other than the Canada Post Corporation's epost Connect service, 
the physical bid will be returned.

For bids submitted electronically, the late bids will be deleted. As an example, bids submitted using 
Canada Post Corporation's epost Connect service, conversations initiated by the Bid Receiving Unit 
via the epost Connect service pertaining to a late bid, will be deleted. Records will be kept 
documenting the transaction history of all late bids submitted using epost Connect. 

10.0 Rejection of Responses 

10.1 Without limiting any other provision of this RFQ, Canada may, at its sole discretion, disqualify 
a Response:

a. if the Respondent or a Core Respondent Team Member has been declared ineligible for 
selection, following unsatisfactory performance in a previous project as determined in 
accordance with PSPC's performance review procedures, found at 
https://buyandsell.gc.ca/policy-and- guidelines/supply-manual/section/8/180;

b. if the Respondent's bidding privileges are suspended or are in the process of being 
suspended by Canada;

c. if the bidding privileges of any member of the Respondent Team are suspended or are in
the process of being suspended by Canada, which suspension or pending suspension 
would render that member of the Respondent Team ineligible to bid on the Project or the 
portion of the Project that it is to  perform;

d. if the Respondent, is bankrupt, in any bankruptcy, insolvency, company credit 
arrangement or other insolvency proceedings or where for whatever reason, its activities 
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are rendered inoperable for an extended period;

e. if evidence, satisfactory to 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, a member of the Respondent Team 
or any of their respective representatives;

f. if evidence satisfactory to Canada that based on past conduct or behavior the 
Respondent, or any member of the Respondent Team, is unsuitable or has conducted 
itself improperly; or

g. With respect to current or prior transactions with Canada if:

i. Canada has exercised, or intends to exercise, the contractual remedy of taking the 
work away from the Respondent or a member of the Respondent Team pursuant to 
any contract previously entered into with Canada; or

ii. Canada determines that the Respondent's or a member of the Respondent Team's 
performance on other contracts with Canada is sufficiently poor to jeopardize the 
successful completion of the Project.

10.2 Where Canada intends to reject a Response pursuant to this Section 10, Canada will so 
inform the Respondent and provide the Respondent ten (10) Business Days within which to 
respond to the circumstances which Canada is relying on to reject the Response.

11.0 Response Costs

No payment will be made for costs incurred in the preparation and submission of a response to the RFQ. 
Costs associated with preparing and submitting a response, as well as any costs incurred by the 
Respondent associated with the evaluation of the response, are the sole responsibility of the Bidder.

12.0 Integrity Provisions

12.1 The Ineligibility and Suspension Policy (the "Policy") in effect on the date the RFQ is issued, 
and all related directives in effect on that date, are incorporated by reference into, and form a 
binding part of the response solicitation. The Respondent must comply with the Policy and 
Directives found at http://www.tpsgc-pwgsc.gc.ca/ci-if/politique-policy-eng.html.

12.2 Under the Policy, charges and convictions of certain offences against a Respondent, its 
affiliates or  first tier subcontractors, and other circumstances, will or may result in a 
determination by PSPC that the Respondent is ineligible to enter, or is suspended from 
entering into a contract with Canada. The list of ineligible and suspended Respondents is 
contained in PSPC's integrity database. The Policy describes how enquiries can be made 
regarding the ineligibility or suspension of Respondents.

12.3 In addition to all other information required in the Response solicitation, the Respondent 
must provide the following:

12.3.1 by the time stated in the Policy, all information required by the Policy described 
under the heading “Information to be Provided when Bidding, Contracting or 
Entering into a Real Property Agreement"; and
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with its Response, a complete list of all foreign criminal charges and convictions pertaining to itself, its 
affiliates and its proposed first tier subcontractors that, to the best of its knowledge and belief, may be 
similar to one of the listed offences in the Policy. The list of foreign criminal charges and convictions must 
be submitted using an Integrity Declaration Form, which can be found at Declaration form for 
procurement.

12.4 Subject to subsection 12.5, by submitting a response to this solicitation, the Respondent 
certifies that:

12.4.1 it has read and understands the Policy;

12.4.2 it understands that certain domestic and foreign criminal charges and 
convictions, and other circumstances, as described in the Policy, will or may 
result in a determination of ineligibility or suspension under the Policy;

12.4.3 it is aware that Canada may request additional information, certifications, and 
validations from the Respondent or a third party for purposes of making a 
determination of ineligibility or suspension;

12.4.4 it has provided with its response a complete list of all foreign criminal charges 
and convictions pertaining to itself, its affiliates and its proposed first tier 
subcontractors that, to the best of its knowledge and belief, may be similar to one 
of the listed offences in the Policy;

12.4.5 none of the domestic criminal offences, and other circumstances, described in 
the Policy that will or may result in a determination of ineligibility or suspension, 
apply to it, its affiliates and its proposed first tier subcontractors; and

12.4.6 it is not aware of a determination of ineligibility or suspension issued by PSPC
that applies to it.

12.5 Where a Respondent is unable to provide any of the certifications required by subsection 
12.4, it must submit with its Response a completed Integrity Declaration Form, which can   
be found at Declaration form for procurement.

12.6 Canada will declare non-responsive any Response in respect of which the information 
requested is incomplete or inaccurate, or in respect of which the information contained in a 
certification or declaration is found by Canada to be false or misleading in any respect. If 
Canada establishes after award of the Contract that the Successful Bidder provided a false 
or misleading certification or declaration, Canada may terminate the Contract for default. 
Pursuant to the Policy, Canada may also determine the Respondent to be ineligible for 
award of a contract for providing a false or misleading certification or declaration.

13.0 Code of Conduct for Procurement

The Code of Conduct for Procurement provides that Respondents must respond to bid solicitations in an 
honest, fair and comprehensive manner, accurately reflect their capacity to satisfy the requirements  set  
out  in  the  bid  solicitation and resulting  Contract,  submit  bids  and enter into Contracts only if they will 
fulfill all obligations of the Contract. 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 may render the bid non-responsive.
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14.0 Prohibited Contacts

Effective with the issue of this RFQ, other than as expressly permitted in this RFQ, all communications by 
an actual or prospective Respondent, its Team Member or each of their respective representatives with 
respect to this RFQ or the Project shall be made exclusively to the Procurement Authority. Canada may, 
at its sole discretion, disqualify any Respondent(s) that fails to comply with this requirement.

15.0 Conflict of Interest - Unfair Advantage

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

a. if the Respondent, any Respondent Team Member, any of its subcontractors, any of their 
current or former Representatives was involved in any manner in the preparation of the 
RFQ or in any situation of conflict of interest or appearance of conflict of  interest;

b. if the Respondent, any Respondent Team Member, any of its subcontractors, any of their 
respective employees or former employees had access to information related to the RFQ 
that was not available to other Respondents and that would, in Canada's opinion, give or 
appear to give the Respondent an unfair advantage.

15.2 The experience acquired by a Respondent who is providing or has provided the goods and 
services described in the Response (or similar goods or services) will not, in itself, be 
considered by Canada as conferring an unfair advantage or creating a conflict of interest. 
This Respondent remains however subject to the criteria established above.

15.3 Where Canada intends to reject a Response under Section 15, Canada will inform the 
Respondent and provide the Respondent an opportunity to respond before making a final 
decision. Respondents which are in doubt about a particular situation should contact the 
Canada Contact Person before the RFQ Response Submission Deadline. By 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 
Canada's sole discretion to determine whether a conflict of interest, unfair advantage or an 
appearance of conflict of interest or unfair advantage exists.

15.4 Without limiting rights under 15.0 – Conflict of Interest – Unfair Advantage, the following 
private sector business entities have been engaged in the preparation of this solicitation:

16.0 Changes to Respondent Team 

16.1 During the period between the Response Submission Deadline and issuance of the RFP, 
where a Respondent wishes or requires to add or remove any Core Respondent Team 
Member from those identified in the Respondent's RFQ Response, the Respondent must 
submit a written application to Canada for approval, including supporting information that 
may assist Canada in evaluating the change.

Business Entity
BDO LLP
E&Y LLP – Steve Bennetts – Project Management Support
ForwardVu Solutions Inc.
KPMG LLP
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16.2 Canada, at its discretion, may approve or refuse an application under this Section 16. In 
exercising its discretion, Canada may, without limitation, (i) consider the objective of carrying 
out an RFQ evaluation that is fair to the other Respondents; and (ii) refuse to permit a 
change to the membership of a Respondent Team or Core Respondent Team Member if:

a. the change would, in Canada's judgment, result in a Respondent Team that no longer 
holds similar qualifications and experience as that which was submitted by the 
Respondent in its original RFQ Response; or

b. the evaluation of the new Team Member or of the new Respondent Team, using the   
Evaluation Criteria described in the RFQ, would rank it or them lower than a respondent 
to the RFQ that was not selected as one of the four (4) highest ranked Qualified 
Respondents.

16.3 Without limiting the extent of the foregoing, Canada may refuse a change to a Respondent 
Team and may, at its discretion, disqualify the Respondent where the Respondent has 
undergone or carried out a change contemplated by this Section 15 without Canada's prior 
written approval.

16.4 Respondents should note that the Proposal must be made in the same name as the 
person(s) or entity(ies) named as Respondent in this RFQ. Qualified Respondents must 
utilize, in their Proposal, the same Respondent Team, subject to the provisions of this 
Section 15.

16.5 If the Respondent has proposed any Third Party Service Provider in its Response, the 
Respondent certifies in Form B-1 - Master RFQ Submission Form that it has the permission 
from such Third Party Service Provider to propose his/her services in relation to the work to 
be performed and to submit his/her resume to Canada.

16.6 During the time period between the Response Submission Deadline and issuance of the 
RFP, where a Respondent becomes aware of any event which has or may have a material 
adverse change on the Respondent, (including any event or change which would render the 
Respondent's financial situation following the event or change materially different from that 
which was previously disclosed to Canada in the RFQ Response), the Respondent will 
forthwith in writing disclose the event to Canada for its consideration. Based on the 
disclosure, Canada may take any action it deems necessary as determined in its sole 
discretion up to and including disqualification of the Respondent.

17.0 Access to Information Act

17.1 The Respondent acknowledges that the documents and other records under the control of 
Canada or any other federal government institution are subject to the Access to Information   
Act (RSC 1985, c A 1) ("ATI") and other applicable Laws. Except as expressly stated in this 
RFQ and subject to the ATI or other applicable Laws, all documents and other records 
submitted in response to this RFP will be considered confidential; however such information 
or parts thereof may be released pursuant to requests under the ATI, other applicable Laws 
or court/tribunal order. The Respondent waives any right it may have to make any Claim or 
take any other action against Canada or any other government institution as a result of any 
action taken or required to be taken by Canada and any other federal government institution 
for the purpose of complying with the ATI or other applicable Laws or court/tribunal order.
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18.0 Non-Disclosure

Respondents must not disclose, issue a news release or other public announcement in respect of any 
details pertaining to their Response in whole or in part to anyone not specifically involved in their 
Response, without the prior written approval of Canada which consent may be withheld in Canada's sole 
discretion.

19.0 RFQ Intent

This RFQ outlines Canada's general intent with respect to the Project and the competitive procurement 
process that it intends to follow, including an RFP stage, leading to the selection of a Successful Bidder
and the award of a Contract for the Project. Information in this RFQ respecting the RFP, the Contract and 
other Project documents is provided to indicate Canada's general intentions, but Canada reserves 
complete discretion to draft these subsequent documents as Canada may decide, in a manner which may 
include variances from the descriptions in this RFQ.

20.0 Exclusivity

A firm or individual must participate as a member of only one Respondent Team and each Respondent 
Team may submit only one Response. In the event that a firm or individual fails to comply with the 
requirements of this Section 20, Canada may, at its discretion, require the applicable Respondent(s) to 
remove such firm or individual from their Respondent Team and if such Respondent(s) fail to comply with 
this requirement, Canada may, at its discretion, disqualify the Respondent(s).

21.0 Respondent Due Diligence

21.1 Canada and its advisors make no representations or warranties, and there are no 
representations, warranties or conditions, either express or implied, statutory or otherwise, in 
fact or in law, with respect to the accuracy or completeness of this RFQ or any information, 
data, materials or documents (electronic or otherwise) provided to the Respondents or their 
Team Members in this RFQ or during this RFQ with respect to the RFQ or the Project. 
Canada and its advisors shall not be liable for any Claim of any kind whatsoever arising from 
any Respondent's or Core Respondent Team Member's reliance on or use of this RFQ or 
any other information, data, materials or documents (electronic or otherwise) provided or 
made available to the Respondents or their Team Members by Canada or its advisors during 
this RFQ Process or with respect to the RFQ or the Project.

21.2 Each Respondent, and each Team Member, is responsible for obtaining its own independent    
financial, legal, accounting, engineering, environmental, architectural and other technical and 
professional advice with respect to the RFQ, and the Project and with respect to any 
information, data, materials or documents (electronic or otherwise) provided or made 
available to the Respondents or their Team Members by Canada or its advisors during the 
RFQ or with respect to the RFQ or the Project.

21.3 Each Respondent, and each Team Member, is responsible for ensuring that it has all of the 
information necessary to prepare its Response in response to this RFQ and for 
independently informing and satisfying itself with respect to the information contained in this 
RFQ, or provided during this RFQ with respect to the RFQ or the Project and with respect to 
any conditions that may in any way affect its Response.
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22.0 Legal Capacity

The Respondent must have the legal capacity to contract. If the Respondent is a sole proprietorship, a 
partnership or a corporate body, the Respondent must provide, if requested by the Procurement
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 bid as a joint venture.
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APPENDIX F – ENQUIRY FORM

Enquiry number (sequential number 
of the Enquiry):

Respondent:

Respondent Representative:

Date of Enquiry:

Subject of the Enquiry (specify whether Enquiry relates to a specific section of the RFQ itself or
to another document or matter)

RFQ Section:

Other:

Do you request that this Enquiry be 
considered commercially confidential 
in accordance with Section 2.5 of the 
RFQ

o Yes o No

Justification (where applicable)

Enquiry (only one subject per Enquiry Form):
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APPENDIX G – SUBMISSION AGREEMENT FOR RFP

(For Information Purposes ONLY at the RFQ Stage)

[Note: This Submission Agreement should be executed by the Qualified Respondent and all of the 
Qualified Respondent’s Team Members, as per the definition of these terms in the RFQ.

To: The Procurement Authority Attention
Re: Participation in the Request for Proposals (RFP) phase for the 1-800 O-Canada Contact Centre

1.0INTRODUCTION

Canada has selected [insert shortlisted Qualified Respondent’s name] under the Request for 
Qualifications as a "Qualified Respondent",  and  Canada  intends  to  invite the Qualified Respondent to
participate as one of up to four participants (each a “Proponent") under the RFP for the Project.

As a condition of such invitation, Canada requires the Qualified Respondent to enter into an agreement 
with Canada (the "Submission Agreement") respecting its participation under the RFP.

Following receipt of a signed Submission Agreement, Canada intends to finalize and issue the RFP. The 
terms of the RFP will apply to the procurement of the Project, subject to amendment by way of formal 
Amendment.

ACCORDINGLY, in consideration of Canada's agreement to allow the Qualified Respondent to participate 
in the RFP the Qualified Respondent agrees with Canada as follows:

2.0DEFINED TERMS

In this Submission Agreement, the defined terms will have the meanings as set out in Appendix A of the 
RFQ, unless defined otherwise in this Submission Agreement.

3.0PARTICIPATION

3.1 Preparation of Proposal

The Proponent will prepare and submit to Canada, a bona fide Proposal in response to the RFP, and as a 
condition of participating in the RFP, including any Commercially Confidential Meetings and obtaining 
access to the Documentation Room, the Qualified Respondent will comply with the terms of this 
Submission Agreement..

Any breach of the terms of this Submission Agreement will constitute sufficient grounds to disqualify a 
Qualified Respondent from participation in the RFP. 

3.2 No Representation or Warranty

The Qualified Respondent will investigate and satisfy itself of every condition that affects the preparation 
of its Proposal. The Qualified Respondent further acknowledges and represents that its investigations 
have been based on its own examination, knowledge, information, and judgment, and not upon any 
statement, representation, or information made or given by Canada, its employees or representatives, or 
any advisor to Canada, other than the information contained in the RFP, as may be amended from time to 
time by Amendments.
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3.3 Cost of Preparing the Proposal

The Proponent will be solely responsible for all costs it incurs in the preparation of a Proposal, including 
all costs of providing information requested by Canada, preparing for and attending meetings including 
any Commercially Confidential Meetings and conducting due diligence.

4.0CONFIDENTIALITY

All information which has not otherwise been made public pertaining to Canada or the Project, which is 
obtained by the Qualified Respondent directly or indirectly through participation in the RFP including all 
information in the Documentation Room, is confidential and will not be disclosed to any third party without 
the prior written authorization from Canada which may be unreasonably withheld.

4.1 Interpretation

In this Section 4 of this Submission Agreement:

"Confidential Information" means all documents, knowledge and information provided by Canada or any 
of its Representatives (the "Disclosing Party") to, or otherwise obtained by,  the Qualified Respondent or 
any of its Representatives (the "Receiving Party"), whether before or after the date of this Submission 
Agreement, and whether orally, in writing or other visual or electronic form in connection with or relevant 
to the Project or the RFP, and including information made available in the Documentation Room 
including, without limitation, all design, operational and financial information, together with all analyses, 
compilations, data, studies, photographs, specifications, manuals, memoranda, notes, reports, maps, 
documents, computer records or other information in hard copy, electronic or other form obtained from  
the Disclosing Party or prepared by the Receiving Party containing or based upon any such information. 
Notwithstanding the foregoing, Confidential Information does not include information which:

a. is or subsequently becomes available to the public, other than through a breach of this 
Submission Agreement by the Receiving Party or through a breach of a confidentiality agreement 
which another person has entered into concerning the Confidential Information;

b. is subsequently communicated to the Receiving Party by an independent third party, other than a 
third party introduced to the Receiving Party by the Disclosing Party   or connected with the 
Project, without breach of this Submission Agreement and which party did not receive such 
information directly or indirectly under obligations of confidentiality;

c. was rightfully in the possession of the Receiving Party or was known to the Receiving Party 
before the date of this Agreement and did not originate, directly or indirectly, from the Disclosing 
Party;

d. was developed independently by the Receiving Party without the use of any Confidential 
Information; or

e. is required to be disclosed pursuant to any judicial, regulatory or governmental order validly 
issued under applicable law.

"Permitted Purposes" means preparing a Proposal, and any other use permitted by this Section 5 of this 
Submission Agreement.

"Representative" means a director, officer, employee, agent, accountant, lawyer, consultant, financial 
advisor, subcontract, or other member of the Qualified Respondent or any other person contributing to or 
involved with the preparation of Proposals, as the case may be, or otherwise retained by the Qualified 
Respondent, in connection with the Project.

4.2 Confidentiality

The Qualified Respondent will keep all Confidential Information strictly confidential and will not without the 
prior written consent of Canada, which may be unreasonably withheld, disclose, or allow any person to 
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disclose, in any manner whatsoever, in whole or in part, or use, or allow any of its Representatives to use, 
directly or indirectly, the Confidential Information for any purpose other than the Permitted Purposes. The 
Qualified Respondent will make all reasonable, necessary, and best efforts to safeguard the Confidential 
Information from disclosure to any other person, firm, corporation, or other entity except as permitted in 
this Section 4 of this Submission Agreement, and will ensure that any party receiving the Confidential 
Information agrees to keep such information confidential and to be bound by the terms contained herein.

4.3 Ownership of Confidential Information

Canada owns all right, title and interest in the Confidential Information and, subject to any disclosure 
requirements under applicable law, and except as permitted by this Section 4, the Qualified Respondent
will keep all Confidential Information that the Qualified Respondent receives, has access to, or otherwise 
obtains strictly confidential for a period of ten years after the date of this Submission Agreement, and will 
not, without the prior express written consent of an authorized representative of Canada, which may not 
be unreasonably withheld, use, divulge, give, release or permit or suffer  to be used, divulged, given or 
released, any portion of the Confidential Information to any other person, firm, corporation or other entity 
for any purpose whatsoever.

4.4 Limited Disclosure

The Qualified Respondent may disclose Confidential Information only to persons who need to know the 
Confidential Information for Permitted Purpose and on the condition that all such Confidential Information 
be retained as strictly confidential on terms identical to those expressed in this Submission Agreement.

4.5 Destruction on Demand

On written request from Canada, the Qualified Respondent will promptly deliver to Canada or destroy all 
documents and copies thereof in its possession or control constituting or based on the Confidential 
Information and the Qualified Respondent will confirm that delivery or destruction to Canada in writing, all 
in accordance with the instructions of Canada; provided, however, that the Qualified Respondent may 
retain one copy of any Confidential Information which it may be required to retain or furnish to a court or 
regulatory authority pursuant to applicable law.

4.6 Acknowledgment of Irreparable Harm

The Qualified Respondent acknowledges and agrees that the Confidential Information is proprietary and 
confidential and that Canada may be irreparably harmed if any provision of this Section 5 were not 
performed by the Qualified Respondent or any party to whom the Qualified Respondent provides 
Confidential Information in accordance with its terms, and that any such harm could not be compensated
reasonably or adequately in damages. The Qualified Respondent further acknowledges and agrees that 
Canada will be entitled to injunctive and other equitable relief to prevent or restrain breaches of any of the 
provisions of this Section 5 by the Qualified Respondent or to enforce the terms and provisions hereof, by 
an action instituted in a court of competent jurisdiction, which remedy or remedies are in addition to any 
other remedy to which Canada may be entitled at law or in equity.

4.7 Waiver

No failure to exercise, and no delay in exercising, any right or remedy under this Section 5 by Canada will 
be deemed to be a waiver of that right or remedy. No waiver of any breach of any provision of this Section 
5 will be deemed to be a waiver of any subsequent breach of that provision or of any similar provision.
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5.0PUBLIC COMMUNICATIONS

To ensure that all public information generated about the Project is fair and accurate and will not 
inadvertently or otherwise influence the RFP, the disclosure of any information related to the Project, 
including communications with the media and the public, will be coordinated with, and is subject to prior 
written approval of Canada. Accordingly the Qualified Respondent will:

a. notify Canada in writing of any and all requests for information or interviews received from the 
media or any third party; and

b. not disclose any information related to the Project, including communications with the media and 
the public, without the prior written approval of Canada.

6.0SEVERABILITY

If any portion of this Submission Agreement is found to be invalid or unenforceable by law by a court of 
competent jurisdiction then that portion will be severed and the remaining portion will remain in full force 
and effect.

7.0ENUREMENT

This Submission Agreement enures to the benefit of Canada and binds the Qualified Respondent and the
undersigned, and their respective successors.

8.0GOVERNING LAW

This Submission Agreement will be governed by the laws applicable in the Province of Ontario, including 
applicable federal laws.

SIGNATURE OF QUALIFIED RESPONDENT

Name of authorized representative 

Company
(Registered or Corporate Name)

Address
(Registered Head Office and place of  
business)

E-mail Address

Telephone

Signature

SIGNATURES OF QUALIFIED RESPONDENT’S TEAM MEMBERS

Name of authorized representative 
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Company
(Registered or Corporate Name)

Address
(Registered Head Office and place of  
business)

E-mail Address

Telephone

Signature
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APPENDIX H – RFQ SECURITY GUIDE

1.0Security Clearance Requirements for RFQ Stage

Respondents must obtain Designated Organization Screening (DOS), or have been sponsored for DOS, 
prior to the closing of the RFQ.

This Appendix describes activities and submissions that Respondents are strongly encouraged to 
undertake as soon as possible to be ready to participate as Proponents in the RFP stage and to respond 
fully to the RFP which will include security requirements as outlined in the SRCL in Appendix J.2.

2.0Security Clearance Requirements for RFP Stage

Canada will not be responsible if required security clearances are not obtained in an appropriate time 
frame by any Respondent/Bidder.

The following are the minimum security clearance clearances required:

1) Prior to closing of this Request for Qualification:

Designated Organization Screening (DOS), or have been sponsored for DOS;

2) Prior to closing of subsequent Request for Proposals:

Designated Organization Screening approved by PSPC’s Canadian Industrial Security 
Directorate (CISD);

Approved Document Safeguarding at the PROTECTED B level issued by CISD for one of the 
Bidder’s facilities; and

Sponsorship for Approved Document Safeguarding at the PROTECTED B level issued by the 
CISD for a second of the Bidder’s facilities.

Due to the time involved in obtaining such security clearances, potential Respondents are strongly 
encouraged to initiate the security clearance process and submit the required documentation as soon as 
possible during the RFQ Stage to the Canada Contact Person. A common reason for delay in clearance 
is incomplete or incorrectly completed documents, as such potential Respondents are encouraged to 
check the documents carefully prior to submission.

3.0Contract Award

Prior to Contract award the successful Bidder must have obtained Document Safeguarding at the 
PROTECTED B level issued by the CISD for a minimum of two (2) of the Bidder’s facilities.

Canada will not delay award of contract for the Bidder to obtain the required security clearances.
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4.0Start of Project

Following award of contract and prior to the start of Work under the contract, the Contractor personnel 
requiring access to PROTECTED information, assets or sensitive work site(s) must EACH hold a valid 
RELIABILITY STATUS, granted or approved by CISD/PWGSC.

5.0General Information on Application Procedures and Responsibilities

Information technology (IT) requirements will be defined during the solicitation process and associated
certification completed after the contract is awarded and prior to full service implementation.

For additional information, see the attached Security Requirements Check List (Annex J.2), which is
applicable to any resulting contract.

Canada intends that the security processes be as practical as possible in order to prevent delay to the 
Project schedule and to limit the time and cost demands on Respondents/Bidders while meeting the 
essential security requirements of Canada.

It is recommended that Respondents visit the PSPC CISD Industrial Security Manual website at 
https://www.tpsgc-pwgsc.gc.ca/esc-src/msi-ism/index-eng.html and become knowledgeable of the 
specific submission requirements. 

Canada will not be responsible if required security clearances are not obtained in an appropriate time 
frame by any Proponent.

6.0Sponsorship Request

Potential Respondents whose organizations currently do not hold a valid DOS security clearance nor a 
valid PROTECTED B level Document Safeguarding issued by the CISD for two facilities (must be located 
in Canada) are encouraged to initiate the security clearance process immediately. Requests for 
sponsorship should be sent to the Procurement Authority Canada Contact Person identified in the 
summary information.

It is the responsibility of potential Respondents to ensure that the information required concerning the 
security clearance is provided on time to either the requesting authority or the CISD.

The sponsorship request should include the following information:

a) Legal name of the company
b) Business name, if different from legal name
c) Mailing address
d) Civic address for the two facilities in Canada
e) Company telephone number
f) Company fax number
g) Surname and given name of the contact person (Canadian official)
h) Title of the contact person
i) Telephone number of the contact person
j) Email address of the contact person
k) Language preference (English or French)
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APPENDIX I – ADMINISTRATIVE CHECKLIST

Section Reference Submitted
Package 1 - Forms and Certifications - Appendix B to the RFQ

Form B-1 Yes / No
Form B-2 Yes / No
Form B-3 Yes / No



89

APPENDIX J – STATEMENT OF REQUIREMENT

Important Note: Appendix J and J.1 will be provided to interested parties upon request.

Requests for the documents must be submitted to: 

Susan Westall
Supply Team Leader
Public Services and Procurement Canada 

Telephone: 613-949-8350
Email: susan.westall@pwgsc-tpsgc.gc.ca
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APPENDIX J.1 – HISTORICAL CONTACT CENTRE CALL VOLUMETRICS AND 
STAFFING

Important Note: Appendix J and J.1 will be provided to interested parties upon request.

Requests for the documents must be submitted to: 

Susan Westall
Supply Team Leader
Public Services and Procurement Canada 

Telephone: 613-949-8350
Email: susan.westall@pwgsc-tpsgc.gc.ca
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APPENDIX J.2– SECURITY REQUIREMENTS CHECK LIST (SRCL)

Note: This SRCL will be updated at the RFP stage with IT security requirements to meet the target 
infrastructure environment (as described in section 3.32 of Appendix J)
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