June 10, 2011
To:  Prospective Offerors

Enclosed is a Request for Proposals (RFP) for User Pays Call Center.  If you would like to submit a proposal, follow the instructions in Enclosure 2 of this solicitation and submit your proposal to the address shown below:



U.S. Embassy Athens – GSO

91 Vas. Sophias Avenue

101 60 ATHENS

If you elect to hand-carry your proposal, please ensure that it is delivered to the following address:



U.S. Embassy Athens – GSO

91 Vas. Sophias Avenue

101 60 ATHENS

In order to be considered for award, any offer submitted must be received at the address/location specified above not later than 14.00 hours (local time) on June 21, 2011. Any offer received after that time and date will not be considered for award.

This solicitation contains two enclosures.  Enclosure 1, which includes attachments, would form the basis of any resultant contract.  Enclosure 2 sets out proposal instructions and explains evaluation and award procedures.

The U.S. Government intends to award a contract to the responsible company submitting an acceptable offer following the criteria set forth in Enclosure 2 that best meets the Government’s needs.  We intend to award a contract based on initial proposals, without holding discussions, although we may hold discussions with some or all offeror’s if we determine there is a need to do so.








Sincerely, 








Ramon Menendez-Carreira








Agreement Officer

Enclosures

ENCLOSURE 1

1.0
GENERAL
1.1.
Scope of Work. The purpose of this contract is to provide visa information by telephone and related information transmission services and other special related services, including visa interview appointments for the Consular Section of the U.S. Embassy, 91 Vas. Sophias Avenue, 101 60 Athens.

1.2.
Type of Contract.  This is a no cost to the U.S. Government services contract; therefore, no funds are obligated by the U.S. Government. All revenue/funding to provide for the services listed in this contract shall be generated from the telephone toll charges for the “900” telephone service.  The U.S. Government shall not be liable for any costs of performance associated with this contract and does not guarantee any minimum level of calls or any minimum level of revenue generated from this service for any period of performance.  The Service Provider shall be responsible for collection of all user fees and for disbursement of funds for all contract performance costs.

2.0
PRICING -- PER MINUTE CHARGES TO CALLERS
2.1.
Type of Prices.  All per minute charges to callers for services provided under this contract are fixed for the periods of performance identified below.  Please note Section 7.2.4 which states that the prices are subject to OTE adjustments
2.2. Per Call Pricing to Callers.  The following per minute charges are intended to cover all costs/profit to the Service Provider as outlined in section 7.2. and section 6.1.

Period of Performance 



Per Minute Price

Year 1 – July 1, 2011 – June 30, 2012

€ ____________

Year 2 – July 1, 2012 – June 30, 2013

€ ____________

Year 3 – July 1, 2013 – June 30, 2014

€ ____________

Year 4 – July 1, 2014 – June 30, 2015

€ ____________

Year 5 – July 1, 2015 – June 30, 2016

€ ____________

3.0       RESERVED
4.0
DISTRIBUTION OF REVENUES
The distribution of revenue, after payment to the public utility firm shall be as follows:  Ninety (90) percent to the Service Provider for providing the service listed in sections 5.0 through 6.4; ten (10) percent for disposition pursuant to 8.0
5.0
SCOPE OF WORK/GENERAL DESCRIPTION OF SERVICES REQUIRED
5.1.
Scope of Work.  The purpose of this contract is to provide visa information by telephone and related information transmission services and other special related services, for the Consular Section of the U.S. Embassy, 91 Vas. Sophias Avenue, 101 60 Athens.

5.2.
Type of Service and Per Minute Charges.  Service shall be provided under the public utility firm, or a similar system as designated by the U.S. Government.  Under such system the caller shall be charged a fee, and such fees shall be collected by the Service Provider, less any fee charged by the provider of the system.  The receipts collected by the Service Provider shall be allocated and utilized as set forth in sections 4.0 and 8.0 below.  

5.3.
Configuration.  The system shall initially consist of the minimum number of telephone lines for voice and/or facsimile (fax) communication to accommodate at least 85 non-immigrant visa callers per day using a computer interface with recordings with a minimum of one (1) live telephone operator available for assistance.    In order to accommodate future needs, the system should be easily expandable to include more lines and operators, and easily contractible if a smaller system is required.

5.4.
Function.  All lines under the system shall be accessible by one (1) telephone number, which shall be connected to the service presently known as the 900 system service offered by the public utility firm, for which service a fee is paid by the caller.  Each call placed to this number shall be answered within 2 rings and callers shall be advised of the per minute charge for the call and given an opportunity to terminate the call within the first minute after the call is answered without charge.  The firm is responsible for allowing use of prepaid calling cards, billing to a credit card and/or using cellular telephones to obtain visa information on toll number.

5.5.
Revenues.  Revenues generated by the 900-system service, or such similar service as shall be selected by the U.S. Government, shall be collected from the public utility company by the Service Provider.

6.0
SPECIFICATIONS/STATEMENT OF WORK--BASIC SERVICES

6.1. General Description of Basic Services.  Basic services shall consist of the services described in sections 5.0 through 6.4, including, but not limited to providing all necessary equipment; leasing of telephone line(s); initial recording of messages; and a minimum of one live telephone operator.  

Live telephone answering services shall take place during the hours of 08:00 until 20:00, seven days a week.  During non-working hours, the Service Provider shall provide a recorded message advising applicants to call back during normal hours of operation. All telephone calls shall be answered within two rings.

6.2.
Telephone Line(s).  The Service Provider shall ensure that adequate line capacity is available to meet requirements in 5.4.

6.3.
Appointment System.  The purpose of the system is to provide each caller with access to visa interview appointments and information needed to answer the caller’s questions regarding Consular matters.  Caller shall be able to leave a request with a live operator for information. The AOR will provide scripts for the Service Provider’s telephone operators giving answers to standard questions and will provide orientation for operators before they begin answering calls regarding Consular matters.

6.3.1.
RESERVED
 
6.3.2.
Appointment System.  

(a) The Service Provider shall provide callers’ access to a telephone operator who will assist them in making non-immigrant visa appointments.  The telephone system shall be easily expandable (or contactable) to accommodate future needs or variations between peak and slack periods of visa applications.  All lines shall be capable of handling voice communications, and shall be accessible using throughout the Consular District in the country of Greece. To the extent possible, all interruptions in service shall be scheduled so as to occur during non-business hours.

(b) The Service Provider shall schedule appointments for those requesting appointments by accessing the Embassy’s web-based appointment system, located at the following address:

To be provided upon award
All telephone operators provided by Service Provider shall have access to the Internet.  Family groups of 6 persons shall be able to apply under one call.  Each member of the family will constitute one of the allotted spaces for the day.  Applicants will be given a verbal confirmation (a PIN number) of their scheduled appointment.  No written confirmation will be provided.  


(c) The Service Provider shall provide the Embassy daily, at a time determined by the AOR, with the contact information of any person who is in need of information that the Service Provider is unable to provide.  The following is the contact email address: athusniv@state.gov.

7.0
SERVICE PROVIDER’S FEE

7.1.
General.  Service shall be provided under the Greek Telecommunications Company (OTE) system or a similar system as designated by the U.S. Government.  Under any such system the caller shall be charged a fee, and such fees shall be collected by the Service Provider, less any fee charged by OTE.  The amount of the fee charged the caller per minute is set forth in section 2.2.  However, in no event, shall any caller be charged more than a maximum of €25.00 per call. 

7.2.
Costs/Profit Covered by Charges to Callers. 


7.2.1. These charges to callers are intended to cover the Service Provider’s costs (direct and indirect), including fees due to the 900 service provider, and profit for providing all basic services including, but not limited to the following:


(a) Costs of telephone lines utilized in contract performance;


(b) Start-up costs incurred in contract performance;

(c) All equipment costs, including any acquisition costs, operation costs, and maintenance costs;


(d) Costs associated with providing live operators;


(e) Costs of scripting (if required) and recording initial messages; and,

(f) All other costs resulting from and profit associated with performance of the services described in sections 5.0 through 6.4 above.


7.2.2. These charges to callers are also intended to cover the Service Provider’s costs (direct and indirect), including fees due to the 900 service provider and profit.

7.2.3. The Government shall not be liable for any costs or profit deemed by the Service Provider to be under-recovered as the Service Provider provides these basic services.
7.2.4  The cost per call charged to the callers shall meet the minimum price set forth by OTE, the Greek telecommunications company.  In the event that OTE increases the mandatory minimum cost per call, the Service Provider shall notify the Government within five (5) business days, and provide documentation from OTE mandating this increase.  The Agreement Officer shall then issue a modification incorporating the new cost per call.
8.0
DISPOSITION OF OTHER REVENUES, INCLUDING REPORTS REGARDING SURPLUS REVENUES 
8.1. The formula set forth in section 4.0 anticipates a percentage of the total revenue (after payment to the public telephone carrier for the line service) that will be allocated to the initial development and implementation and operation of the 900 basic telephone services.

8.1.1. The first percentage for the basic 900 telephone service is revenue to the Service Provider and shall be deemed to cover all the Service Provider’s overhead, profit and all other direct and indirect costs associated with the service.   If there are surplus revenues above and beyond the amount necessary to provide the basic at the expiration of the contract, these surplus revenues will be paid by the Service Provider, as further described in sections 8.1.3 and 13.0, in the form of a bank certified check made payable to the U.S. Treasury.


8.1.2. If an option is exercised by the U.S. Government for an additional year of service within the total potential, cumulative life of this contract (five years), the Service Provider shall apply any surplus funds to the optional performance year.  


8.1.3. At the end of the five year period, or if the contract expires prior to that time, the Service Provider shall on or before sixty (60) days after the expiration date of the contract, furnish to the Agreement Officer a final statement of revenues and expenses.  If revenue is due the U.S. Government, the certified check to the U.S. Treasury shall be submitted at that time along with a certification that the Service Provider has made payment to all subService Providers and employees for services/supplies rendered under the contract and that no outstanding claims exist, other than those for which a reasonable escrow has been set aside.

8.2.
Reporting Requirements.
The Service Provider shall prepare a Statement of Account each month stating the month, amounts of receipts generated by the per minute charges, and payments made or owing to the 900 service provider.  This report, accompanied by copies of the Monthly Statement of Account, shall also show the amount of revenue generated remaining after payment to the 900 service provider and shall reflect the amount the Service Provider will keep to offset his other costs and profit, using the percentages set forth in section 4.0.   The report shall report previous periods and thus will reflect a running total, per month of revenues.   Attachment 4 sets forth a sample of this report.  The Service Provider may request utilize a different format for the report, if approved by the AOR.   This report is due ten days after completion of the period being reported.  This report shall be delivered to:

Chief of Visa Section


American Embassy


91 Vas. Sophias Avenue


101 60 ATHENS

8.3.
RESERVED
8.4.
Reduction in Per Minute Charges to Callers.
If funds are accruing more rapidly, the Government may recommend that the Service Provider lower the per-minute price charged to callers.  If both parties agree to the reduction, the contract shall be modified to reflect the reduced per minute charge.    

9.0
OTHER SERVICE PROVIDER RESPONSIBILITIES AND PROHIBITED ACTIVITIES
9.1.
Equipment.  The equipment utilized in providing the above-described services shall be physically located at the Service Provider’s facility.  The Service Provider’s percentage of receipts shall include the costs of using and maintaining all equipment and upgrading systems as necessary. 

9.2.
Permits, Copyrights, Licenses. The Service Provider is responsible for obtaining all permits, copyrights, licenses, etc. necessary or required under this contract, at its own expense.

9.3
Work on Government Premises.  In the event that any equipment is required to be located or services are required to be performed within the Government’s premises by Service Provider employees, the contract shall be modified prior to the movement of Service Provider employees onto the Government’s premises to incorporate terms and conditions regarding movement of Service Provider employees within the Embassy/Consulate; separation of special areas for Service Provider employees; restrictions on supervision of Service Provider employees by Government personnel; use of equipment instructions; security clearances; and other conditions which would apply to non-Government employees working on the Government’s premises.

9.4.
Other Services Fee.  Fees such as the following shall be paid directly by the Service Provider: costs of renting telephone lines, costs of subscribing to caller-paid telephone number, telephone company’s one-time start-up costs relating to caller-paid number.    

9.5.
Location of Service.  All services shall be performed off the premises of the U.S. Embassy Athens. 

9.6.
Charges to Callers Not Allowed.  The Service Provider shall not require payment from callers for the distribution of visa information or other information related to the visa interview process in addition to the amount that the caller will be charged for the duration of the call to the 900-telephone service.

10.0.
INSPECTION

10.1.
Final inspection for the purpose of quality control with regard to condition of service and supplies rendered and conformance with terms and conditions of the contract shall be made by the AOR.

10.2.
The Service Provider shall provide and maintain an inspection system acceptable to the Government covering the services under this contract. Complete records of all inspection work performed by the Service Provider shall be maintained and made available to the Government during contract performance and for as long afterwards as the contract requires.

10.3. 
The Government has the right to inspect and test all services called for by the contract, to the extent practicable at all times and places during the term of the contract.  The Government shall perform inspections and tests in a manner that will not unduly delay the work.

10.4. 
If the Government performs inspections or tests on the premises of the Service Provider or a subService Provider, the Service Provider shall furnish, and shall require subservice Providers to furnish, at no increase in contract price, all reasonable facilities and assistance for the safe and convenient performance of these duties.

10.5. 
If any of the services do not conform with contract requirements, the Government may require the Service Provider to perform the services again in conformity with contract requirements, at no charge to the Government.  When the defects in services cannot be corrected by re-performance, the Government may require the Service Provider to take necessary action to ensure that future performance conforms to contract requirements.

10.6. 
If the Service Provider fails to promptly perform the services again or to take the necessary action to ensure future performance in conformity with contract requirements, the Government may:


10.6.1. By contract or otherwise, perform the services and charge to the Service Provider any cost incurred by the Government that is directly related to the performance of such service; or


10.6.2. Terminate the contract.

11.0.
CONTRACT TERM
11.1.
General.  The Service Provider shall commence performance of Basic Services under this contract no later than 2 days after the award date. 
11.2. Period of Performance. The performance period of this contract is from the date of award through twelve calendar months thereafter, with four one-year optional periods of performance. 
11.3.
Options.

11.3.1 Option To Extend The Term Of The Contract – Services. 

(a) The Government may extend the term of this contract by written notice to the Service Provider within the performance period of the contract.

(b) If the Government exercises this option, the extended contract shall be considered to include this option clause.

(c) The total duration of this contract, including the exercise of any options under this clause, shall not exceed 5 years; in addition, the Government may exercise additional option under subsection 11.3.1(d) below.


(d) Option to Extend Services. 


The Government may require continued performance of any services within the limits and at the prices specified in the contract.  The option provision may be exercised more than once, but the total extension of performance hereunder shall not exceed 6 months.  The Agreement Officer may exercise the option by written notice to the Service Provider not later than fourteen (14) calendar days before contract expiration.

12.0
RESERVED
13.0
REMITTANCE TO U.S. GOVERNMENT


Surplus revenues as identified in sections 4.0 and subsection 8.1.3 shall be remitted to U.S. Embassy, FMC Office, 91 Vas Sophia Ave, 101 60 Athens Greece by the following procedure:


Submitting a certified bank check made payable the U.S. Treasury.
14.0
AGREEMENT OFFICER’S REPRESENTATIVE (AOR)

14.1. 
The Agreement Officer may designate in writing one or more Government employees, by name and position title, to take action for the Agreement Officer under this contract.  Each designee shall be identified as an AOR.  Such designation(s) shall specify the scope and limitations of the authority so delegated; provided that the designee shall not change the terms or conditions of the contract, unless the AOR is a warranted Agreement Officer and this authority is delegated in the designation.

14.2.
The AOR is the Chief of Visa Section.
15.0.
INSURANCE, LICENSES AND INDEMNIFICATION


15.1.
Insurance.  


15.1.1. The Service Provider shall comply with all local labor laws and most specifically obtain insurance against personal injury and property damage due to any cause whether or not required by local laws.  The Service Provider shall assume full responsibility for the protection of all persons or property against injury or damages at the site of work or by reason of his/her activities, including Worker’s Compensation and all personal and property damage liabilities.


15.1.2. For the purpose stated above, it is the sole responsibility of the Service Provider to provide sufficient insurance protection for him/her at his/her expenses during the entire period of his/her performance of the work under this contract.

15.2.
Licenses. The Service Provider shall have obtained all necessary licenses, etc. for the performance of this contract.

15.3.
Indemnification. The Service Provider expressly agrees to indemnify and to save the Government, its officer, agents, servants and employees harmless from and against any claim, loss, damages, injury, and liability, however caused, resulting from or arising out of the Service Provider’s fault or negligence in connection with the performance of work under this contract or its failure to comply with section 9.2.  Further, it is agreed that any negligence of the Government, its officers, agents, servants, and employees, shall not be a bar to a claim for indemnification unless the act or omission of the Government, its officers, agents, servants, and employees is the sole, competent and producing cause of such claim, loss, damages, injury, or liability.

16.0.    TRAVEL AND SUBSISTENCE COSTS.  RESERVED.

17.0.
DISPUTES

If the Agreement Officer and the Service Provider fail to reach agreement over any disputed issue resulting from this Licensing Agreement, the sole remedy to both parties shall be referral of the disputed issue to the American Embassy official at one level above the Agreement Officer.  This individual’s ruling shall be considered final by both parties. 

The Service Provider shall continue performance under the contract notwithstanding any dispute.

18.0.
STANDARDS OF CONDUCT/PRIVACY/DATA PROTECTION
The Service Provider shall be responsible for maintaining satisfactory standards of employee attitude, competency, conduct, and integrity and shall be responsible for taking disciplinary action with respect to employees as may be necessary.  Each Service Provider employee is expected to adhere to standards of conduct that reflect credit on themselves, their employer and the U.S. Embassy Athens.   Service Provider employees must use politeness and courtesy when dealing with callers/applicants and with Embassy Athens personnel.  The Government reserves the right to direct the Service Provider to remove an employee for failure to comply with the standards of conduct.

18.1.
Ownership of Data.
Information captured and stored in Service Provider-owned database required to support this Project will be owned by the U.S. Embassy Athens both during and at the conclusion of the Project term.  Should this contract terminate for any reason, Service Provider shall arrange for the timely transfer of such data records to the U.S. Embassy Athens.

18.2.
Restriction on the Uses of Information.
This project is unclassified.  However, there are concerns regarding confidentiality and safeguarding of information.  The Service Provider and its employees are prohibited from using any and all data either furnished by the U.S. Embassy Athens or gathered by Service Provider from the U.S. Embassy Athens employees or customers for any reasons other than performing Service Provider's duties in accordance with this Statement of Work and supporting documents.  All documents and records (including electronic) generated during the performance of this contract shall be for the sole use of and become the exclusive property of the Government.

Furthermore, no article, book, pamphlet, recording, broadcast, speech, television appearance, film, or photograph concerning any aspect of work performed under this contract shall be published or disseminated through any media without the prior written authorization from the U.S. Embassy Athens.  These obligations do not cease upon expiration or termination of this contract.  The Service Provider shall include the substance of this provision in all contracts for employment and subcontracting work performed under this contract.

At the end of this contract, or upon termination of this contract, all information resources provided to the Service Provider by the U.S. Embassy Athens and/or information resources developed in support of this contract, including any databases and associated database formats, shall be turned over to the U.S. Embassy Athens, in their entirety.  The Service Provider may not keep any information resources or paper or electronic copies of information, without the express written consent of the U.S. Embassy Athens.

18.3.
Liability for Information.
The Service Provider shall be solely responsible for damages suffered by the public that result from the use of information not previously approved by the U.S. Embassy Athens during the performance of this contract.

18.4.
Privacy Act Information.
Work on this project requires that personnel have access to Privacy Act protected information.  Personnel shall follow the limitations on disclosure prescribed by the Privacy Act, Title 5 of the U.S. Code, Section 552a and applicable agency rules and regulations.

Employees or representatives of the Service Provider involved in this contract will be required to sign individual acknowledgements that the provisions of the Privacy Act, Section 222(f) of the Immigration and Nationality Act (INA), and Department of State rules on the control of sensitive but unclassified information cover all data contained within the appointment and registration systems utilized by the Service Provider.

The Service Provider, its employees or representatives shall treat all such records as United States Government records protected by these statutes and rules and shall safeguard and disseminate the data and/or information on individuals to which they have access or have received only in compliance with existing law and regulation.  They may not release any personal, private or confidential information to the public, except in strict compliance with all applicable U.S. laws, statutes or regulations.

19.0.
TERMINATION

During the period of performance, this contract may be terminated by either party following the submission in writing of a notice to termination upon the other party.  The termination shall be effective sixty (60) calendar days after the receipt of the termination notice.  Each party agrees to cease activities and to mitigate costs incurred under the contract and to proceed to the distribution of any surplus revenues in accordance with section 4.0 and subsection 8.1.3 of this contract and disposal of any property or supplies which have been acquired under the contract.

20.0.
CONTINUITY OF SERVICES
20.1.
The Service Provider recognizes that the services under this contract are vital to the Government and must be continued without interruption and that, upon contract expiration, a successor, either the Government or another Service Provider, may continue them.  The Service Provider agrees to (1) furnish phase-in training and (2) exercise its best efforts and cooperation to effect an orderly and efficient transition to a successor.

20.2.
The Service Provider shall, upon the Agreement Officer's written notice, (1) furnish phase-in, phase-out services for up to 90 days after this contract expires and (2) negotiate in good faith a plan with a successor to determine the nature and extent of phase-in, phase-out services required.  The plan shall specify a training program and a date for transferring responsibilities for each division of work described in the plan, and shall be subject to the Agreement Officer's approval.  The Service Provider shall provide sufficient experienced personnel during the phase-in, phase-out period to ensure that the services called for by this contract are maintained at the required level of proficiency.

20.3.
The Service Provider shall allow as many personnel as practicable to remain on the job to help the successor maintain the continuity and consistency of the services required by this contract.  The Service Provider also shall disclose necessary personnel records and allow the successor to conduct onsite interviews with these employees.  If selected employees are agreeable to the change, the Service Provider shall release them at a mutually agreeable date and negotiate transfer of their earned fringe benefits to the successor.

20.4.
The Service Provider shall be reimbursed for all reasonable phase-in, phase-out costs (i.e., costs incurred within the agreed period after contract expiration that result from phase-in, phase-out operations) and a fee (profit) not to exceed a pro rata portion of the fee (profit) under this contract.

21.0.
INCONSISTENCY BETWEEN ENGLISH VERSION AND TRANSLATION OF CONTRACT

In the event of inconsistency between any terms of this contract and any translation thereof into another language, the English language meaning shall control.

LIST OF ATTACHMENTS/ENCLOSURES
NOTE TO PROSPECTIVE OFFERORS - ENCLOSURE 2 RELATES TO PREPARATION AND SUBMISSION OF OFFERS AND EVALUATION AND AWARD.  THIS ENCLOSURE WILL NOT BE MADE PART OF ANY RESULTANT CONTRACT.  

Attachment/Enclosure
Title

Enclosure 2


Proposal Preparation/Submission and Evaluation/Award

Attachment 1 


Estimated One-Year Quantities

Attachment 2


List of Holidays

Attachment 3


Information Packet Mailing Data

Attachment 4


Monthly Statement of Account

ENCLOSURE 2

PROPOSAL PREPARATION/SUBMISSION AND EVALUATION/AWARD
1.0.
SUBMISSION OF OFFERS

1.1.
Summary of instructions. Offers and revisions thereof shall be submitted in sealed envelopes or packages (1) addressed to the office specified in the solicitation, and (2) showing the time specified for receipt, the solicitation number, and the name and address of the offeror.

1.2.
Specifics.  Each offer must consist of the original and one (1) copy of:

1.2.1. Completed pricing pages for all periods of performance (Enclosure 1, Section 2); 

1.2.2. Description of how the services will be provided, including the requirement of Enclosure 1, Sections 5 and 6; any Special Related Services, Section 8; Section 9.5 – Location(s); Section 10.0 Inspection; and Section 15.0 Insurance, licenses and indemnification

1.2.3. Company profile, including details such as:

(1) Computer equipment (hardware and software);

(2) Staffing size and expertise

(3) Experience and Past performance and experience information including:

 
List all contracts and subcontracts your company has held over the past three years for the same or similar work.  Provide the following information for each contract and subcontract.  However, if your company has no performance history or relevant experience, provide a list of references where the key personnel and management worked on similar contracts.

(A) Customer's name, address, and telephone numbers of customer's lead contract and technical personnel;



(B) Contract number and type;

(C) Date of the contract, place(s) of performance, and delivery dates or period of performance;



(D) Contract size and dollar value;



(E) Brief description of the work, including responsibilities;



(F) Comparability to the work required under this solicitation; 



(G) Brief discussion of any major technical problems and their resolutions;

(H) Any terminations (partial or complete) and the type (convenience or default) as well as any show cause notices or cure notices.  Offeror may also provide explanatory details;

1.2.4. Authorized negotiator: Complete the following information:


(a) List the person(s) who are authorized to negotiate on its behalf with the Government in connection with this request for proposals:


Name



Title



Telephone number


______________

________________

_______________


(b) Information relating to contract administration.  If the offeror does not fill-in the blanks below, the official who signed the offer will be deemed to be the offeror’s representative for Contract Administration, which includes all matters pertaining to payments.



Name: _________________________________________ 

Address: _______________________________________
_______________________________________________
_______________________________________________



Telephone Number: _______________________________

1.3.
Place and Time of Submission.  The complete offer shall be submitted at the address indicated not later than the time and date indicated in the cover letter.

1.4.
Deviations/Exceptions/Etc.  Any deviations, exceptions, or conditional assumptions taken with respect to any of the instructions or requirements of this solicitation shall be identified and explained/justified in the offer.

1.5. 
Proprietary Data. Offerors who include in their proposals data that they do not want disclosed to the public for any purpose or used by the Government except for evaluation purposes, shall -


1.5.1. Mark the title page with the following legend:

"This proposal includes data that shall not be disclosed outside the Government and shall not be duplicated, used, or disclosed - in whole or in part - for any purpose other than to evaluate this proposal.  If, however, a contract is awarded to this offeror as a result of - or in connection with - the submission of this data, the Government shall have the right to duplicate, use, or disclose the data to the extent provided in the resulting contract.  This restriction does not limit the Government's right to use information contained in this data if it is obtained from another source without restriction.  The data subject to this restriction are contained in sheets _______ (insert numbers or other identification of sheets)"; and


1.5.2. Mark each sheet of data it wishes to restrict with the following legend:

"Use or disclosure of data contained on this sheet is subject to the restriction on the title page of this proposal or quotation."

1.6.
Submission of Offers in the English Language.  Offers submitted in response to this solicitation shall be in the English language.  Offers received in other than English shall be rejected.

 1.7.
Facsimile Offers.   Facsimile offers, revisions or withdrawals will not be considered unless authorized by the solicitation.

1.8.
Preparation of Offers.


1.8.1. Offerors are expected to examine all sections of this solicitation, including Enclosure 1, all attachments and this Enclosure 2.  Failure to do so will be at the offeror's risk.


1.8.2. Each offeror shall furnish the information required by the solicitation.  The offeror shall sign the offer and print or type its name on each page on which it makes an entry.  Erasures or other changes must be initialed by the person signing the offer.  Offers signed by an agent shall be accompanied by evidence of that agent's authority, unless that evidence has been previously furnished to the issuing office.

2.0.
EXPLANATION TO PROSPECTIVE OFFERORS
             Any prospective offeror desiring an explanation or interpretation of the solicitation must request it in writing soon enough to allow a reply to reach all offerors before the submission of their offers.  Oral explanations or instructions given before the award of the contract will not be binding.  Any information given to a prospective offeror concerning a solicitation will be furnished promptly to all other prospective offerors, if that information is necessary in submitting offers or if the lack of it would be prejudicial to any other prospective offers.

3.0.
AMENDMENTS TO SOLICITATIONS
3.1.
If this solicitation is amended, then all terms and conditions which are not modified remain unchanged.

3.2.
Offerors shall acknowledge receipt of any amendments to this solicitation by (1) signing and returning the amendment; (2) letter or telegram, or (3) facsimile.  The Government must receive the acknowledgment by the time specified for receipt of offers.

4.0.
CONTRACT AWARD
4.1.
The Government will award a contract resulting from this solicitation to the responsible offeror whose offer conforming to the solicitation will be most advantageous to the Government, cost or price and other factors, specified elsewhere in this solicitation, considered.

4.2.
The Government may (1) reject any or all offers if such action is in the public interest, (2) accept other than the lowest offer, and (3) waive informalities and minor irregularities in offers received.

4.3.
The Government intends to evaluate proposals and award a contract without discussions with offeror’s (except communications conducted for the purpose of minor clarification). Therefore, each initial offer should contain the offeror's best terms from a cost or price and technical standpoint. However, the Government reserves the right to conduct discussions if later determined by the Agreement Officer to be necessary.

4.4.
A written award or acceptance of offer mailed or otherwise furnished to the successful offeror within the time for acceptance specified in the offer shall result in a binding contract without further action by either party.  By submitting an offer, the offeror agrees that the offer will be valid for sixty (60) calendar days from the proposal due date.  Before the offer's specified expiration time, the Government may accept an offer whether or not there are negotiations after its receipt, unless a written notice of withdrawal is received before award. Negotiations conducted after receipt of an offer do not constitute a rejection or counteroffer by the Government.

4.5.
Neither financial data submitted with an offer, nor representations concerning facilities or financing, will form a part of the resulting contract.

4.6.
The Government may disclose the following information in post-award debriefings to other offerors: (1) the overall evaluated cost or price of the successful offeror; and (2) a summary of the rationale for award.

5.0.
LATE SUBMISSIONS, MODIFICATIONS AND WITHDRAWALS OF PROPOSALS
Offers must be received at the place designated for receipt of offers, not later than the time and date specified in this Request for Proposals.  No offer received at the place designated for receipt of offers after the due date and time will be considered.

6.0.
FINANCIAL STATEMENT
           The offeror shall, upon request, promptly furnish the Government with a current certified statement of the offeror’s financial condition and such data as the Government may request with respect to the offeror’s operations.  The Government will use this information to determine the offeror’s financial responsibility and ability to perform under the contract.  Failure of an offeror to comply with a request for information will subject the offer to possible rejection on responsibility grounds.

7.0.
RESERVED
8.0.
EVALUATION OF PROPOSALS
8.1.
General.  To be acceptable and eligible for evaluation, proposals must be prepared in accordance with this Enclosure 2 and must meet all the requirements set forth in the other sections of this solicitation.

8.2.
Basis for Award.

8.2.1. The Government intends to award a contract resulting from this solicitation to the lowest priced, acceptable offeror who is a responsible Service Provider.  Price will be evaluated as follows:

The caller per minute price for the base year, (Enclosure 1, section 2.2), will be multiplied by the estimated quantities set forth in Attachment 1.  The caller per minute price for each of the four (4) optional periods of performance, (Enclosure 1, section 2.2), will also be multiplied by these same estimated quantities set forth in Attachment 1.  The total estimated amount for the base year and each optional period will be added together to determine the low total price. The estimated quantities set forth in Attachment 1 will be utilized for both the base period and each optional period of performance for purposes of calculating the estimated total price to callers for each period of performance.  Evaluation of options will not obligate the Government to exercise the options.


8.2.2. Acceptability will be based on compliance with the solicitation requirements and any technical information provided by the offeror with its proposal, if requested herein or otherwise included with the offeror’s proposal.  Responsibility will be determined by analyzing whether the apparent successful offeror complies with the following requirements:

· Adequate financial resources or the ability to obtain them;

· Ability to comply with the required performance period, taking into consideration all existing commercial and governmental business commitments;

· Satisfactory record of integrity and business ethics;

· Necessary organization, experience, and skills or the ability to obtain them; and 

· Be otherwise qualified and eligible to receive an award under applicable laws and regulations.

8.3.
Separate charges.  Separate charges, in any form, are not solicited.  For example, proposals containing any charges for failure of the Government to exercise any options will be rejected.

8.4.     Award Without Discussions.  In accordance with the provision in this Enclosure 2 entitled Contract Award, offeror’s are reminded that the Government intends to award this contract based on initial proposals and without holding discussions.

ATTACHMENT 1

ESTIMATED ONE-YEAR QUANTITIES

For the purpose of estimating contract costs and evaluating the offer, the following quantities provide a basis for the technical proposal and proposed rates per minute:

Month



900 Live Calls





January



4,500




February


3,250




March



2,000




April



2,000


May



3.250


June



4,500



July



4,500



August



3,250

September


2,000


October



2,000



November


3,250

December 


5,000



ATTACHMENT 2

HOLIDAYS SCHEDULE

The Embassy will be closed on the following official holidays observed by the American Mission: 

Independence Day (A) 


July 4



Monday
Assumption Day (G)    


August 15


Monday
Labor Day (A)         


September 5


Monday

Columbus Day (A)      


October 10


Monday

OXI Day (G)           


October 28


Friday
Veteran’s Day (A)     


November 11


Friday
Thanksgiving Day (A)        

November 24


Thursday

Christmas Day (A&G)
            December 25


Sunday

Boxing Day (A&G)
            December 26


Monday

(Observance day does not change)
New Year’s Day (A&G)  

January 2      


Monday
Epiphany (G)          


January 6       
 

Friday
Martin Luther King’s Birthday (A) 
January 16     
 

Monday

President Day (A)   


February 20  
 

Monday

Kathari Deftera (G)       


February 27


Monday

Greek Independence    


March 25


Saturday
Good Friday (G)     


April 13


Friday

Holy Saturday* (G)    


April 14


Saturday

Easter Sunday* (G)    


April 15


Sunday

Easter Monday (G)     


April 16


Monday

May Day (G)            


May 1



Tuesday
Memorial Day (A)      


May 28



Monday

Holy Spirit Day (G)


June 5



Monday
(Observance day does not change)
A ‑ American Holiday

G ‑ Greek Holiday

* 
When an American holiday falls on Saturday, Friday will be observed as a holiday, and when it falls on Sunday, Monday will be observed as a holiday.

ATTACHMENT 3

INFORMATION PACKET MAILING DATA

The basic fulfillment packet shall be as follows:

(a) The contents shall be mailed in a standard brown or white business size envelope.

(b) The information shall be printed on 8 1/2” x 11” (216mm x279mm), 75g/m2 white bond paper, two sides

(c) The packet shall consist of an application form and one or two pages containing basic visa application information and commonly asked questions.

(d) The Service Provider shall prepare for typeset, print, stuff, label and mail the requested packets.  The Consulate will provide the information to be printed.

(e) Sufficient supplies will be kept to prevent delays in mailing and all mailing supplies will be stored with the Service Provider.  However, the Government will not be responsible for losses incurred due to content changes.

(f) The Service Provider will change the contents as requested by the Agreement Officer.  There can be frequent changes as visa regulations and requirements are revised.

(g) The packets shall be mailed within two business days after receipt of the call request.

(h) Any materials to be mailed are to be approved by the AOR prior to making changes or printing for future mailings. 

ATTACHMENT 3

MONTHLY STATEMENT OF ACCOUNT

	MONTH
	PER 

MINUTE
RECEIPTS

	PER 
MINUTE
RECEIPTS
MOBILE
	PER 
MINUTE
RECEIPTS
FIXED
	900 
SERVICE PAYMENTS
	REVENUE REMAINING
	% - *  
BASIC 
SERVICE
FUNDS
	FUNDS
REMAINING

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


* - Fill in % amount from section 4.0

INSTRUCTIONS FOR COMPLETION OF FORM:

Column 1 - Month

Column 2 - Total Receipts Generated (Col. 2 = Col. 3 + Col. 4 + Col 5)

Column 5 - Amount paid to 900 Service Provider

Column 6 - Receipts Remaining after Payment to 900 Service Provider 

Column 7 - Amount Owing to Service Provider for Providing Basic Services. 

Column 8 - Amount Remaining
