
R.FP240008B)B 
Answering Service for After-Hour C !Is mrnty Wld 
Direct Interactions, Jn , 

A REEM NT FOR AN W RING SERVICES FOR A 
OUNTY WIDE 

Cl Contract # _NIA • P,0, 

• HOU S CALLS -

THIS AGREEMENT ("Agreement") is made and entered into by and between Lee 
ounty, a political subdivision of the State of Florida, hereinafter referred to as the 

"County" and Direct rnteractions, Inc., a Washington corporation authorized to do 
business in the State of Florida, whose address is 7901 4t h St N STE 300, St. 
Petersburg, FL 33702, and whose federal tax identification number is 26-0536439, 
hereinafter referred to as "Vendor." 

WITNESSETH 

WHEREAS, the County intends to purchase professional answering services for after
hours calls from the Vendor in connection with "Answering Services for After-Hours 
Calls - County Wide" (the "Purchase"); and, 

WHEREAS, the County issued Solicitation No. RFP240008BJB on October 24, 2023 
(the "Solicitation"); and, 

WHEREAS, the County evaluated the responses received and found the Vendor 
qualified to provide the necessary services; and, 

WHEREAS, the County posted a Notice of Intended Decision on January 25, 2024; 
and, 

WHEREAS, the Vendor has reviewed the services to be supplied pursuant to this 
Agreement and is qualified, willing and able to provide all such services in accordance 
with its terms. 

NOW, THEREFORE, the County and the Vendor, in consideration of the mutual 
covenants contained herein, do agree as follows: 

IL P.RODUCTS AND SERVICES 

The Vendor agrees to diligently provide alt services for the Purchase in 
accordance with the project Specifications made part of this Agreement as 
Exhibit A, attached hereto and incorporated herein. Vendor shall comply 
strictly with all of the terms and conditions of Solicitation No. RFP240008BJB, 
as modified by its addenda, copies of which are on file with the County's 
Department of Procurement Management and Is deemed incorporated into this 
Agreement to the extent that it does not conflict with the remainder of the 
Agreement. 

II. TERM AND DELIVERY 

A. This Agreement shall commence lmmedlately upon the effective date and 
shall continue on an as needed basis for one (1), three (3) year period. 
Upon mutual written agreement of both parties, the parties may renew the 
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Agreement, In whole or In part, for a renewal term or terms not to exceed 
the term of two (2) years. The Increments of renewal shall be at the sole 
dis retlon o the aunty as deemed In Its best Interest. The effective date 
shall be the date the Lee County Board of County Commissioners awarded 
the Solicitation to the Vendor. 

B. A purchase order must be Issued by the County before commencement of 
any work or purchase of any goods related to this Agreement. 

III. COMPENSATION AND PAYMENT 

A. The County shall pay the Vendor In accordance with the terms and 
conditions of this Agreement for providing all products and services as set 
forth In Exhibit A, and further described In Exhibit B, Fee Schedule, attached 
hereto and Incorporated herein. Said total amount to be all Inclusive of 
costs necessary to provide all products and services as outlined in this 
Agreement, and as supported by the Vendor's submittal In response to the 
Solicitation, a copy of which Is on file with the County's Department of 
Procurement Management and Is deemed Incorporated Into this Agreement. 

B. Notwithstanding the preceding, Vendor shall not make any deliveries or 
perform any services under this Agreement until receipt of written 
authorization from the County. Vendor acknowledges and agrees that no 
minimum order or amount of product or service is guaranteed under this 
Agreement and County may elect to request no products or services. If the 
County authorizes delivery of products or performance of services, the 
County reserves the right to amend, reduce, or cancel the authorization In 
its sole discretion. 

C. All funds for payment by the County under this Agreement are subject to 
the availability of an annual appropriation for this purpose by the County. 
In the event of non-appropriation of funds by the County for the services 
provided under this Agreement, the County will terminate the contract, 
without termination charge or other liability, on the last day of the then 
current fiscal year or when the appropriation made for the then-current 
year for the services covered by this Agreement Is spent, whichever event 
occurs first. If at any time funds are not appropriated for the continuance 
of this Agreement, cancellation shall be accepted by the Vendor on thirty 
(30) days' prior written notice, but failure to give such notice shall be of no 
effect and the County shall not be obligated under this Agreement beyond 
the date of termination. 

IV. METHOD OF PAYMENT 

A. The County shall pay the Vendor In accordance with the Local Government 
Prompt Payment Act, Section 218.70, Florida Statutes, upon receipt of the 
Vendor's invoice and written approval of same by the County Indicating that 
the products and services have been provided in conformity with this 
Agreement. 
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B. The Vendor shall submit an Invoice for payment to the County on a monthly 
basis for those specific products and services as described in Exhibit A (and 
the corresponding fees as described In Exhibit B) that were provided during 
that invoicing period. 

C. For partial shipments or deliveries, progress payments shall be paid 
monthly in proportion to the percentage of products and services delivered 
on those specific line items as approved in writing by the County. 

V. ADDITIONAL PURCHASES 

A. No changes to this Agreement or the performance contemplated hereunder 
shall be made unless the same are in writing and signed by both the Vendor 
and the County. 

B. If the County requires the Vendor to perform additional services or provide 
additional product(s) related to this Agreement, then the Vendor shall be 
entitled to additional compensation based on the Fee Schedule as amended 
to the extent necessary to accommodate such additional work or 
product(s). The additional compensation shall be agreed upon before 
commencement of any additional services or provision of additional 
product(s) and shall be incorporated into this Agreement by written 
amendment. The County shall not pay for any additional service, work 
performed or product provided before a written amendment to th is 
Agreement. 

Notwithstanding the preceding, in the event additional services are required 
as a result of error, omission or negligence of the Vendor, the Vendor shall 
not be entitled to additional compensation. 

VI. LIABILITY OF VENDOR 

A. The Vendor shall save, defend, indemnify and hold harmless the County 
from and against any and all claims, actions, damages, fees, fines, 
penalt ies, defense costs, suits or liabilities which may arise out of any act, 
neglect, error, omission or default of the Vendor arising out of or in any 
way connected with the Vendor or subcontractor's performance or failure 
to perform under the terms of this Agreement. 

B. This section shall survive the termination or expiration of this Agreement. 

VII. VENDOR'S INSURANCE 

A. Vendor sha ll procure and maintain insurance as specified in Exhibit C 
Insurance Requirements, attached hereto and made a part of this 
Agreement. 
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B. Vendor sha ll, on a primary basis and at its sole expense, maintain in full 
force and effect, at all t imes during the life of this Ag reement, insurance 
coverage (including endorsements) and lim its as described in Exhibit C. 
These requirements, as well as t he County's review or acceptance of 
insurance maintained by Vendor, are not intended to and shall not in any 
manner limit or qualify the liabilities or obligations assumed by Vendor 
under this Agreement. I nsurance carriers providing coverage required 
herein must be licensed to conduct business in the State of Florida and 
must possess a current A.M . Best's Financial Strength Rat ing of "B or 
better." No changes are to be made to these specifications without prior 
written specific approval by County Risk Management. To the extent 
multiple insurance coverages and/or County's self- insured retention may 
apply, any and all insurance coverage purchased by Vendor and its 
subcontractors identifying the County as an additional named insured shall 
be pri mary. 

VIII. RESPONSIBILITIES OF THE VENDOR 

A. The Vendor shall be responsible for the quality and functionality of all 
products suppl ied and services performed by or at the behest of the Vendor 
under this Agreement. The Vendor shall, without additional compensation, 
correct any errors or deficiencies in its products, or if directed by County, 
supply a comparable replacement product or service. 

B. The Vendor warrants that it has not employed or retained any company or 
person ( other than a bona fide employee working solely for the Vendor), to 
solicit or secure this Agreement and that it has not paid or agreed to pay 
any person, company, corporation, individual, or firm other than a bona 
fide employee working solely for the Vendor, any fee, commission, 
percentage, gift, or any other consideration, contingent upon or resulting 
from the award of this Agreement. 

c. The Vendor shall comply with all federal, state, and local laws, regulations 
and ordinances applicable to the work or payment for work thereof, and 
shall not discriminate on the grounds of race, color, religion, sex, or national 
origin in the performance of work under this Agreement. 

D. Vendor specifically acknowledges its obligations to comply with Section 
119.0701, Florida Statutes, with regard to public records, and shall: 

1) keep and maintain public records that ordinarily and necessarily 
would be required by the County in order to perform the services 
required under this Agreement; 

2 ) upon request from the County, provide the County with a copy of the 
requested records or allow the records to be inspected or copied 
within a reasonable t ime at a cost that does not exceed the cost 
provided in Chapter 119, Florida Statutes, or as otherwise provided 
by law; 
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3) ensure that public records that are exempt or confidential and 
exempt from public records disclosure requirements are not 
disclosed, except as authorized by law; and 

4) meet all requirements for retaining public records and transfer, at no 
cost to the County, all public records in possession of Vendor upon 
termination of this Agreement and destroy any duplicate public 
records that are exempt or confidential and exempt from public 
records disclosure requirements. All records stored electronically 
must be provided to the County in a format that is compatible with 
the information technology system of the County. 

IF THE VENDOR HAS QUESTIONS REGARDING THE 
APPLICATION OF CHAPTER 119, FLORIDA STATUTES, 
TO THE VENDOR'S DUTY TO PROVIDE PUBLIC 
RECORDS RELATING TO THE CONTRACT, CONTACT 
THE CUSTODIAN OF PUBLIC RECORDS AT 239-533-
2221, 2115 SECOND STREET, FORT MYERS, FL 33901, 
PRRCustodian@leegov.com; 
http:/ /www.leegov.com/publicrecords. 

E. The Vendor is, and shall be, in the performance of all work, services and 
activities under this Agreement, an independent contractor. Vendor is not 
an employee, agent or servant of the County and shall not represent itself 
as such. All persons engaged in any work or services performed pursuant 
to this Agreement shall at all times, and in all places, be subject to the 
Vendor's sole direction, supervision and control. The Vendor shall exercise 
control over the means and manner in which it and its employees perfonn 
the work, and in all respects the Vendor's relationship and the relationship 
of its employees to the County shall be that of an independent contractor 
and not as employees of the County. The Vendor shall be solely responsible 
for providing benefits and insurance to its employees. 

F. The Vendor shall comply with the Vendor Background Screening Affidavit 
attached hereto and incorporated herein as Exhibit D. 

IX. OWNERSHIP OF PRO_OUCTS 

It is understood and agreed that all products provided under this Agreement 
shall become the property of the County upon acceptance by the County. 

X. TIMELY DELIVERY OF PRODUCTS AND PERFORMANCE OF SERVICES 

A. The Vendor shall ensure that all of its staff, contractors and suppliers 
involved In the production or delivery of the products are fully qualified and 
capable to perform their assigned tasks. 
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B. The personnel assigned by the Vendor to perform the services pursuant to 
this Agreement shall comply with the terms set forth In this Agreement. If 
the services provid d require use of specific key personnel, the personnel 
shall be agreed to by the County and Vendor. If the Vendor's key personnel 
have been predetermined and approved, through the Solicitation process 
or otherwise, any subsequent change or substitution to the personnel must 
receive the County's written approval before said changes or substitution 
can become effective. 

C. The Vendor specifically agrees that all products shall be delivered within 
the time limits as set forth in this Agreement, subject only to delays caused 
by force majeure, or as otherwise defined herein. 1'Force majeure" shall be 
deemed to be any unforeseeable and unavoidable cause affecting the 
performance of this Agreement arising from or attributable to acts, events, 
omissions or accidents beyond the control of the parties. 

XI. COMPLIANCE WITH APPLICABLE LAW 

This Agreement shall be governed by the laws of the State of Florida . Vendor 
shall promptly comply with all applicable federal, state, county and municipal 
laws, ordinances, regulations, and rules relating to the services to be 
performed hereunder and in effect at the time of performance. Vendor shall 
conduct no activity or provide any service that is unlawful or offensive. 

XII. TERMINATION 

A. The County shall have the right at any time upon thirty (30) days' written 
notice to the Vendor to terminate this Agreement in whole or in part for 
any reason whatsoever. In the event of such termination, the County shall 
be responsible to Vendor only for fees and compensation earned by the 
Vendor, in accordance with Section III, prior to the effective date of said 
termination. In no event shall the County be responsible for lost profits of 
Vendor or any other elements of breach of contract. 

B. After receipt of a notice of termination, except as otherwise directed, the 
Vendor shall stop work on the date of receipt of the notice of termination 
or other date specified in the notice; place no further orders or sub
contracts for materials, services, or facilities except as necessary for 
completion of such portion of the work not terminated; terminate all 
vendors and subcontracts; and settle all outstanding liabilities and claims. 

C. The County's rights under this Agreement shall survive the termination or 
expiration of this Agreement and are not waived by final payment or 
acceptance and are in addition to the Vendor's obligations under this 
Agreement. 
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XIII. DISPUTE RESOLUTION 

A. In the event of a dispute or claim arising out of this Agreement, the parties 
agree first to try In good faith to settle the dispute by direct discussion. If 
this is unsuccessful, the parties may enter into mediation in Lee County, 
Florida, with the parties sharing equally in the cost of such mediation. 

B. In the event mediation, if attempted, is unsuccessful in resolving a dispute, 
the parties may proceed to litigation as set forth below. 

C. Any dispute, action or proceeding arising out of or related to this Agreement 
will be exclusively commenced in the state courts of Lee County, Florida, or 
Where proper subject matter jurisdiction exists, in the United States District 
Court for the Middle District of Florida. Each party irrevocably submits and 
waives any objections to the exclusive personal jurisdiction and venue of 
such courts, including any objection based on forum non convenfens. 

D. This Agreement and the rights and obligations of the parties shall be 
governed by the laws of the State of Florida without regard to its conflict of 
laws princ[ples. 

E. Unless otherwise agreed in writing, the Vendor shall be required to continue 
all obligations under this Agreement during the pendency of a claim or 
dispute including, but not limited to, actual periods of mediation or judicial 
proceedings. 

XIV. STOP WORK ORDER 

The County may, at any time, by written order- to the Vendor, require the 
Vendor to stop al l or any part of the work called for by this Agreement. Any 
order shall be identified specifically as a stop work order ssued pursuant to 
this clause. This order shall be effective as of the date the order is delivered to 
the Vendor. Upon receipt of such an order, the Vendor shall immediately 
comply with its terms and take all reasonable steps to minimize the incurrence 
of costs allocable to the work covered by the order during the period of work 
stoppage. The Vendor shall not resume work unless specifically so directed In 
writing by the County. The County may take one of the following actions: 

1. Cancel the stop work order; or 

2. Terminate the work covered by the order; or 

3. Terminate the Agreement 1n accordance with provisions contained In 
Section XII. 

J11 the event the County does not dlrect the Vendor to resume work, the stop 
work order rnay be converted into a notice of termln tion for convenience 
pursuant o Section XII. The notice period for such termination shall be 
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deemed to commence on the date of issuance of the stop work order. ln the 
event the County does not direct the Vendor to resume work within ninety (90) 
days, the Vendor may terminate this Agreement. 

XV. VENDOR WARRANTY 

A. All products provided under this Agreement shall be new (unless specifically 
identified otherwise in Exhibit B) and of the most suitable grade for the 
purpose intended. 

B. If any product delivered does not meet performance representations or 
other quality assurance representations as published by manufacturers, 
producet"S or distributors of the products or the specifications listed in this 
Agreement, the Vendor shall pick up the product from the County at no 
expense to the County. The County reserves the right to reject any or all 
materials if, in its judgment, the item reflects unsatisfactory workmanship 
or manufacturing or shipping damage. In such case, the Vendor shall refund 
to the County any money which has been paid for same. 

XVI. MISCELLANEOUS 

A. This Agreement constitutes the sole and complete understanding between 
the parties and supersedes all other contracts between them, whether oral 
or written, with respect to the subject matter. No amendment, change or 
addendum to this Agreement is enforceable unless agreed to in writing by 
both parties and incorporated into this Agreement. 

B. The provisions of this Agreement shall inure to the benefit of and be binding 
upon the respective successors and assignees of the parties hereto. A party 
to this Agreement shall not sell, transfer, assign, license, franchise, 
restructure, alter, or change its corporate structure or otherwise part with 
possession or mortgage, charge or encumber any right or obligation under 
this Agreement without the proposed assignee and/or party restructuring, 
altering or changing its corporate structure agreeing in writing with the 
non-assigning party to observe and perform the terms, conditions and 
restrictions on the part of the assigning party to this Agreement, whether 
express or implied, as if the proposed assignee and/or party restructuring, 
altering or changing its corporate structure was an original contracting 
party to this Agreement. Notwithstanding the foregoing provision, the 
Vendor may assign its rights if given written authorization by the County 
and claims for the money due or to become due to the Vendor from the 
County under this Agreement may be assigned to a financial institution or 
to a trustee in bankruptcy without such approval from the County. Notice 
of any such transfer or assignment due to bankruptcy shall be promptly 
given to the County. 

C. The exercise by either party of any rights o emedies provided here n hall 
not constitute a waiver of any other rights or remedies available under th s 
Agreement or any applicable law. 
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D. The fallure of the County to enforce one or more of the provisions of the 
Agreement shall not be construed to be and shall not be a waiver of any 
such provision or provisions or of Its right therea~er to enforce each and 
every such provi ion. 

E. The parties covenant and agree that each s duly authorized to enter into 
and perform this Agreement and those executing this Agreement have all 
requisite power and authority to bind the parties. 

F. either the County's review, approval or acceptance of, nor payment for, 
the products and services required under this Agreement shall be construed 
to operate as a waiver of any rights under this Agreement or of any cause 
of action arising out of the performance of this Agreement. 

G. If the Vendor is comprised of more than one legal entity, each entity shall 
be jointly and severally liable hereunder. 

H. When any period of time is referred to by days herein, it shall be computed 
to exclude the first day and include the last day of such period. When the 
period of time is fewer than three (3) days, it shall mean business days as 
defined by Lee County. If the period of time is greater than three (3) days, 
then it shall mean calendar days. For any period of time greater than seven 
(7) days, where the deadline falls on a Saturday, Sunday, or Lee County 
recognized holiday, the deadline will then fall to the next Monday or non
Lee County recognized holiday 

I. Any notices of default or termination shall be sufficient if sent by the parties 
via United States certified mail, postage paid, or via a nationally recognized 
delivery service, to the addresses listed below: 

Vendor's Reoresentattye 
Name: Matt Storey 
Title : 

President 
Address: 7901 5th Avenue, Suite 

4250, Seattle, WA 98104 
Telephone: 866-773-3622 
Facsimile: N/A --'--- - - ----,----Em a i I: rnatt@dlrectlnteractlons,com 

county's Representative 
Name: 
Title: 

Address: 

Telephone: 
Facs1mne: 
Emal!: 

Mary Tucker 
Procurement 
Management Director 
P.O. Box 398 
Fort Myers, FL 33902 
{239) 533-8881 
(239) 485~8383 

mtycker@leeaov.com 

J, Any change In the County's or the Vendor's Representative will be promptly 
communicated by the party making the change. 

K. Paragraph headings are for the convenience of the parties and for reference 
purposes only and shall be given no legal effect. 
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L. In the event of conflicts or Inconsistencies, the documents shall be glven 
precedence in the following order: 

1. Agreement 
2. County's Purchase Order 
3. Solicitation 
4. Vendor's Submittal in Response to the Solicitation 

[The remainder of this page intentionally left: blank.] 
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I WITNESS WHEREOF, the parties have executed this Agreement as of the date 
last below written. 

WITNESS: 

~ Signed By: 

Print Name: Jo~a~ N,ck[~ 

ATTEST: 
CLERK OF THE CIRCUIT COURT 

DIRECT INTERACTIONS, INC. 

Signed By: ~~ 
Print Name: yl/ lt'rttf:C: W -S TO f?c: '.(_ 

Title: PRfc::-S{f>0.rr 

Date : rG'5 2&{. '282~ 

LEE COUNTY 

BOARD OF COUNTY COMMISSI ONERS 
OF LEE COUNTY, FLORIDA 

GDocuSigned by: 

Si ned B : /lttil:t- ~JL g y AD5 1A9A2EBF943C ... 

Print Name: ---------

Date: -------~ ,,,,,, ..... ,,,-,,,--
•' olltlTYCO,!f, ,, .............. ~ : .. •····. ·-.. ~J';-...... 

:~.· •, ~~ 

Ed/ \~: 
= "': SEAL :"' = : ~ : : : ~ : : 

?'" 

-:. ·. .· : ...... , <~·············~,.. ............ 
11,,,;oUNTY,f\..~,,.,., ,, ........ . 

r-:-OocuSigned by: 

BY: _L~ 1s:~21~ ______ _ 
DEPUTY CLERK 

APPROVED AS TO FORM FOR THE 
RELIANCE OF LEE COUNTY ONLY: 

r-:OocuSigned by: 

BY: -~ ~0:~tt~~~VlA-
OFF l CE: Of THE COUNTY ATTORNEY 

Sol ct atlon No. RFP240008BJB Page 11 o 4 



l. 

2. 

EXHIBIT A 
SCOPE OF WORK AND DETAILED SPECIFICATIONS 

1. l. ndor hall provide after-hours professional answering services for various ounty departments after 
nonnal bu iness hours, weekend . holidays and during emergencies. The call being received hall require 
immediate a lion to provide for the afety and well-being of the public. The required services to be performed 
shall in lu<le but arc not limitc<l to the following: 

• Answering all after-hours calls; 
• Colle ting ital information; 
• Resp ndirrg lo informational rcquc ts· 
• Relaying pertinent information to designated staff- and 
• Recording/do umenting all calls in accordance with County procedures and protocol. 

ICE REOUJREME TS 

I I The Vendor shall receive incoming calls from citizens who will be roporting emergency services or situation 
to the appropriate County department. 

2.1.1. Upon receiving a call, the Vendor's Operator shall obtain as much infotmation as po ible from the 
aller relative to the situation. After being advised of the situation and assessing the nature of the call. 

when required the Operator shall immediately contact the d signated County . taff member t address 
the situation. 

l.2. The Vendor shall conduct outgoing calls lo the County's designated staff to relay the information provid d 
by the citizen. 

1.2.l. In the event it is de1em1ined that a designated County staff member i to be contacted, and the 
individual cannot be immediately reached or is unable to respond, messages may be texted or I ft on 
oicemail/answcring machine ; however. the Vendor's perator shall continue to contact other 

County staff member from the contact list until an available person is reached. A the Operator goes 
down the Ii t, lhe Operator will note the time each call or text is made and whether the response was 
"no answer'', "line bu y't, "voicemail box full", "individual returning call'', etc. 

I .. llle Vendor hall provide a person s), not a machine. to an wer multiple a.ll fr m citizens during the 
designaled hours of service needed by the ounty. 

1.4. The ertd r shall provide answ ring service after regu lar County, orking hour· r t ll1'.I tller tuned m 
nece sary by the requesti ng ·outuy department. 

1.$. The Vendor 'hall be prepared t ny time to provide continuous service no 24-hour bn is, 3 S d p r year 
dunng the contract period if <kemcd necessary by the unty. 

1.6. TI c v~nd r hall han , the pr vided coll list of th designuted ·ounty pc 
• wily. ·requency of this chang shall be al the tliscre1ion of the unt . 

de ·1guuted stuff sh II not be provi<l d 1 citizens. 

1 nel upon the quc t 

oil list r onta t num 

Sol cl tlon No. RFPi40008BJB Page 12 of 4 



I. TI1c etldor shall pr vidc answering services utilizing clear and effective communication skills in both 
· ugli. h and pani. h. 

1 .. The endor hall ensure that all mcoming calls are handled immediately (no more than three rings). The 
endor shall have present at all time odequate, efficient, and courteous Agents to effectively accommodate 

all all· and pro ide the required service. Incoming calls shall not be placed on l1old for an exce ive period 
f time (over one minute) on a continual basis. Repeated fai lure on the part of the Vendor to comply with 

the c requirements may result in contract tcnnination. 

1.9. The endor shall maint;:iin and archive an audio recording of each incomfog call that was received with the 
ability to ea ily retrie tin: recorded call and email to the appropriate Lee ounty taff upon request. Call 
r cordings anJ Jocumentntion must remain archi e<l for a minimum of 60 days. 

1 .10. The endor hall maintain a log of all incoming and outgoing phone calls consisting of the followmg 
infonnation: 

1. 10.1. Incoming Calls: 
• Date :md Time of incoming call 
• Person taking the call 
• Full name of caller 
• Address 
• elephone umber 
• Rea on for call 
• Type of ervice needed 
• Action taken 

1.10.2. Outbound alls: 
• Date and Time of outbound call 
• Person placing the call 
• Name of aunty's staff member/designee on duty 
• Name of ounty 's staff membcr/designee call wo relayed to 
• Number of Limes County's slaff member/designee was called 
• Confirmation of verbal contact with County staffroember/designee 

1. 10.3. Outbound Text Mc sage : 
• Date and Time of outbound text 
• Per on ending the text 
• Name of ouoty' taffmember/de ign eon duty 
• Name or County·s staffmember/designee te r wa ent to 
• 'onfinnation of text mes age received by ounly staff member/de igoee 

1.11 .Tlie Vendor sha ll ·ubmit a omplete and comprehensive dai ly report to a h ounty department that tis all 
ufthe incoming and outgoing phone call thnt were eondu ted for the day prior and applicabl to that specific 
department. all report shall be ubmitted in a fom1at 1hat is easy for the department to read and under taod. 
R.cports shaJI consist of the following information: 

• Date all we · taken 
• Time . JI , a re ived 
• Type of i;ervice rl.!4uiu:d 
• Tim cull r·luy\!<l to uunty stuff m m r/des1 nc 
• 'u IOOlCI ll Ill 
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• ·ustom r a drcs 
• ·us1ome1 1clcph nc number 
• ·tail. of all (A ·Lion/ ervic requested nd I ati n 
• l11f'om1ation Ir vide<l 10 ustomcr 
• amc of' ' unt personnel call wa relayed to 
• amc(s) lf any other 'ounty pers nnel n the call list who were contacted but were 

unable to respond, and the order in whi h they were contacted 
• ontirmati n f verbal contact with 'ounty personnel 

l 1 .The ndor . hall hand! a varict or difTcrent t pes of calls for various dcpanmcnt operations, activities. and 
pr cedure . To a id any confu ·ion or misunderstanding, and to ea ure that all request receive immediate 
attention, the cndor will be gi en Jet ailed in tructions on proper emergency and non-emergency notification 
pr edure · for ea h department and how they are to be communicated to the individual departments. 

1.12.1. After-hour · ervice c. JI for the Lee County Domestic Animal Services Department shall 
include but are not limited to the following type of calls: 

1.12. l. l. Rescue of tray, injured, inhumanely trapped, or unnaturally re trained domestic cats, 
dogs, and ferrets. 

1.12.1.2. Rescue or to take custody of Living domestic cats, dogs and ferrets involved in a motor 
vehicle a cident . 

1.12.1.3. Provide detail fr m tbe caller to the animal control officer where a bite or atta k has 
occurred by a domestic cat, dog or ferret, and/or the aggrcssi e ammal remains at the 
scene and is a threat to citizens or their propeny. 

1.12. l .4. Provide details from the caller to the animal control officer whe.re any aggressi e dog 
i posing an immediate threat to citizen or property. 

1.12. 1. . Provide details from the caller to the animal control officer where as i lance to law 
enforcement for emergencies including the pick-up and transport ofa domestic cat, dog 
or ferret at the scene related to a law enforcement incident. 

1.12. l .6. Provide details from the caller to the animal control officer so the officer can patrol 
areas where a threatening or menacing animal has been reported and remains at large in 
the area. 

l. J 2. 1. 7. Provide details from the caller to the animal control officer \: hell a tray pet ha been 
confined by Lhe calling party. 

l.12.1.8. Additional call of a non-emergency nature to be reluyed to Lee County Domestic 
Animal Services Department through the normal method freporting all calls from th 
previo\J day. 

1.12.1.9. Report • reveals or details being pr vided regarding animals thac arc invol ed in 
negle tion or abus situation . 

1.12. l.l 0. Miscellane us calls 

1. 12.2. After-hours . crvicc~ calls for the Lee Countv Utilities Department shall include but ar not 
limited to the ollowing types of calls: 

J. I 2.2, I. Prov rd details from the caller to de ignateu taff of i ues that ur on" i<lered _general, 
•inergency, nd non-emerg ncy in nature, such , 

• Water Main Breaks 
• o Water 
• Waler uolity 
• Wa1er eak · 
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• Low wntcr pressure 
• Leak al hydrants, damaged hydrants 
• ewer Back-up. 
• Manhole cover mis ·ing 
• tom) Water and anal issues 
• Lill Station Alanns 
• Miscellaneou calls 

1.12.3, After-hours set ices calls for the Lee Countv Solid Waste Department shall include but are not 
limited to the following types of calls: 

l.12.3.1. Provide details from the caller 1o designated staff of issues that are con idercd general. 
emergency, and non-emergency in nature, such as: 

• General inquiries 
• Garbage and Trash issue 
• Mi sed pickups 
• Miscellaneous calls 

1. 13. The County re ·erves the rigbl to acid or delete, at any time. any additional departments, tasks, or ervice 
associated wilh this Agreement and in a manner that is in the best interest of the County. 

2. SCHED LE/ HOURS OF SERVICE 

2.1. The Vendor shall be familiar with the various departments schedules and hours in which the call are 10 be 
received. To -avoid any confo ion or misunderstanding, and to ensure that all requests receive immediate 
attention, tbc Vendor will be given specific detailed schedules of each department and the identified after 
hours required by the department. Hours are subject lo change based on the needs of the County and the 
departments. The standard schedule and hours of the services required are as follows : 

o Available 24 hour. on a "stand-by" basis 
o Weekdays: Monduy - Timr day (4:00 p .rn. to 8:00 a.m. - varies amongst departments) 
o Weekends; Beginning Friday at 4:00 p.m. to Monday al 8:00 a.m. 
o Holidays: 24 hours per day 

2.2. TI1e following is a list of holidays that are observed by Lee County: 

HOLIDAY SCHEDULE 
New Year's Eve* December 31 
New Year's Dav* January 1s1 

Martin Luther Kirig 3rd Monday in January 
Dav 
Memorial Day Last Monday in May 
Founh of Julv July 4ih 

Labor Day 151 Monday in Seotember 
Veteran's Day November 11 1h 

Thankse:iving Dav 4m Thursday in November 
Day After 4lh riday in N vember 
Thanksl!iving 
Christmas Eve • December24 
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Monda 
Monda 
Monda 

PRl l G 

4. 1. at\ annual agreement for "a -needed" ervice , which hall not be limited to any pecific department 
ill be authorized, scheduled, funded, and accounted for by issuance of u Purchase Order, by the 

requc ting department, di ision, or other governmental entity. 

3 .1 . l . ore Service pricing shall provide for the following: 

3.1 1.1 Vendor hall pro ide an implementation fee, as established in the at1ached fee schedule. 
Fee hall be for the cost associated with a one-time initial account set up for the entire 

ounty. 

3. l.l.2. Vendor shall provide a monthly base rate for each department a sig.ned, as e tabHsbed in 
lhe atlached fees hedulc. Monthly base rate shall cover fees associated\ itb adminfatrativc 
co t and inclu ive of au initial 500 minute for that month. Initial 500 minutes shaJI be 
inclusive of incoming calls recei ed, outgoing calls placed and text nc>ti fications made. Any 
minutes exceeding the initial 500 minute will be billed a per the After Hour Rutes 
specifications below. 

3. 1.2. Aflcr Hours Rates (for services exceeding tbe initial 500 monthly minutes) shall provide for 1he 
following: 

3.1.2.J. Vendor hall provide a per minute rate for each incoming call received for the follo ing 
chedules: 

o Monday through Thursday (4:00 p.m. 10 8:00 a.m.) 
o Weekends (Bcginniog Priday at 4:00 p.m. to Monday at 8:00 a.m.) 
o Holiday (24 hour per day) 

3.1.2.2. Vendor shall pro 1dc u per mimue rate for each omgoing call pla d fi r th followmg 
!ichcdulcs: 

o Monday through Thursday (4;00 p.m. to :00 a.m.) 
o Weekends Beginning Fnduy al 4:00 p.m. to Monda at 8:00 a.m.) 
o Holidays (24 houri; per duy) 
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3 1.2.3 ml I hall pro id a per lexl rate for each text nolllicntion made to the department. 

. I . endor ·hall $t1l>m11 . cparale invoices~ r n h department rvcd n a monthly ba i . Invoices shall 
in Jud the foll , ing in onnation: 

• Pur ha c Order number 

• Depar1mcnt Serviced 

• One time lmplcmcntation ee (if applicable) 

• Monthly Rate for Depru1ment (as identified on line 2 of the pricing schedule) 

• Total number of the initial 500 minute utilized for that month 

• Detailed listing of all Inbound all in that monthly billing period exceeding the initial 500 minutes 
al lo, ed for that month, as received and answered for the department. Listing shall provide the date the 
call w· received und an::iwered, to include the start time and end time of the call, along with the total 
duration of the call in minute. for the following rate. : 

e, Monday through Thursday (Item 3 on Fee Schedule) 
o Weekend (Item 4 on Pricing Schedule) 
a Holiday (Item 5 on Pricing Schedule) 

• Detailed listing of all Outbound Calls in that montl1ly billing period exceeding the initial 500 minutes 
allowed for that month, a placed and made for the department. Listing hall ptovid th date th call 
was placed. to include lbc start time and end Lime of the call, along with the total duration of the call in 
minut s for the following rates: 

o Monday through Thur day (Item 6 on Fee chedule) 
o Weekend (Item 7 on Pricing Schedule) 
o Holiday Item 8 on Pricing Schedule) 

• Dclailed listing of Text Notifications (Item 9 on Fee Schedul in that monthly billing perio that~ 
mad and sent to lhe department. Listing hall provide the date and tim th text wa sent. 

5.2. All tnfi nnation nece sary to accurately verify nil costs incurred by the County hall ac rupany lhc 
Vendor's invoice. 1f the ounty cannot re on ile uccur-.i tely the costs for ervices rendered , 1th th 
submiued invoice, payment shull be held until th Vend r substantiates all its invoi ed harg . 

£ 0 F DET ILED PE IFI TIO E TIO 
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Lee County 
1-~fl,,.;,J,, 

Posted Date: ovember 8 2023 

Solicitation o.: RFP'l40008BJB 

Solicii a1lon ame: Answering Service for After-Hours Calls - County Wide 

Subjed: Addendum Number I 

Prorurement Management Department 
21 IS Second Street, 1• oor 

Fort Myer FL 33901 
Ma.in Line: (239) S33-888I 
Fu Line: (.239) 485-8383 

www.leegov.com/prog1rement 

The following represenl.$ clarification. additions, deletions, and/or modifications to the above rc:facnccd bid. Thi, 
addendwn shall hereafter be regarded as part of the solicitation. Items not referenced herein remain 11nchanged, including 
the response date. Words phrases or sentences with a strikethrough represent deletions to the original solicitation. 

ndcrlined words and bolded, phrases or serttences represent additions to the original solicitation. 

1. OPEN D TE/ PROPOSAL D DATE EXTENSJO1 OTI 

FRO J: onmber 29, 2023 at 2:30 PM 

TO: December 8, 20'23 1rt 2:30 PM 

Proposers must ensure they continue to monitor the Lee County Procurement website for any follow-up iiuonnation 
regarding this solicitation. 

BIDDER/PROPOSER IS ADVISED, YOU ARE REQUIRED TO ACKNOWLEDGE RECEIPT OF nn 
ADDENDUM WHEN SUBMITTING A BID/PROPOSAL. F !LURE TO OMPLY WITH 1111 
REQUIREMENT MAY RESULT I THE BIDDER/PROPOSER BEi G CO SIDERED O -RESPO SIVE. 

ALL OTIIER TERMS AND CONDITIO S OF THE SOLICIT TIO DOCUMENTS ARE AND HALL 
REMA.I THE SAME. 

Brian Boehs 
Procuranenl Analy t Direct Line: 239-533-8887 
Lee O>unty Procurement Management 

Solicitation No. RFP240008BJB 
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Lee County 
·'-' .. ~ 

Pro(;tlremenl anagement Deparlment 
211:5 Second Street, J,. Floor 

Fort Myers, FL 33901 
Main Line: (2.39) 533.8881 
Fu Line: (239) 485-8383 

nw.le,;gpv.oom/prns:utcmi•ot 
Po led Date.: ver:nber 13, 2023 

licilation o. : RFP240008BJB 

olicltation Name: Answeri11g Service for After-Hours Calls - County Wide 

Subj : Addendwn Number 2 

The following represents clnrification, additions, deletions, and/or modi.ficatio1111 lo the ~bove refe:rcnccd bid. This 
addendum sb.lU hereafter be regarded as ptlrt of lhe solicitation. Items not referenced herein rcm11in unch.Mged, including 
lht respanse date. \ ords, phrases ot stmtcnCC!I wilh a strikl)through :represonl delcliorut to the origirui I solicitation. 
Underlined words and boldcd, phrases or sentences represent additions to the original solicitation. 

1. ATIACHMENT 

• ATI CHMENT J - FY22n3 Billing for AfterrHour An ering Ser ic s 

1. QUESTIO SI SWERS 

I. 

Annver 

2 
Answer 

3, 

Anllwer 

4. 

An wer 

5. 

6. 
An1w 

We wanted to clarify if lhis opportunity requires agents to be on si~ or is this open for 
remote work or>Portunitv as well. 
The County does not own or operate • caJI center. The ervices being requested 
sbaU be performed at a locatioo provided by the Vmdor. Consideration oh 
remote location would be considered a Vendor's means and methods. 

aJ can be from outside the United States. 

What .iB the date bv which vou will illlllWCI these ouestions? 
See Page 5 or Che Solicitation, Terms and Conditions section & I. Any inquiries,, 
suggesl ions or requests a:>ncer11in2 interprtC ation, clarlfiealion r addiliooal 
information J>11r1alning to thesolicilation sbaU be submitted in writing prior to 
5:00 PM at least eight (8) ctlendu da)'IJ prior to the dah, when the ubm OD 

due. 

There currently J\O c:ontract In pla wllh the ount for th e enias. 
MuUlple departments are utilizing th~e ervlces lhrough mall dolJar 
acquisftions. Tiu: County M!t 10 ron olidat the services and bsu one eonlnct 
to one v ndor fo th r u led 1ervlces. This will be• brand new eon Ir act. 

When is tJ1e anlic.i al.Cd c-0n1tuct slllft datc'l 
JI I antic! ated that the contract will 1t1rl ometlme In March or2024. 

Paa l of7 
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7. 

An er 

8. 

Answer 

9. 
Answer 

10. 
An er 

11. 

Answer 

12 

Answer 

13. 

14. 

<\ bidd pem,itied to deviate fo any way fr m any manner of quoting fees you may 
be C:Xf'C'.--ling7 For ewnp\e if tJ1crc • a pricing page in the RPP, can bidder ubmit an 
Ile-mate fee tructurc? lf there is no pncing page in tbe RFP, do you have any 

preference for ho, bidden; should quote fees or can bidder create their own pricing 
calc on ? 
Propoul shall not d iate from lt1e price propo al form provid d with this 
olicitation. The CQunty will only aa:ept pricing submitted on the proposal form 

H identified and provided by the County. Proposals submitted on other forms, 
other than Lh e pro ided by the County, will deem the Proposer non
responsive and ineligible for award. Proposers may not adjust or modify date 
rrovided with the Bid/Proposal form. Proposals received with modified data may 
deem the Propo er as non-responsive and ineligible for award. The price proposal 
form has been provided wilb the solicitation and ball be u ed by all proposer . 
This is identified as the Price. Proposal Form (excel dl)(:(lment). Instructions 
regarding the prlc:Ei proposal form can be viewed on Form la. Completed price 

ro sal form shall be laced ffithln Tab 5 of our ro saJ. 

Please describe your level of satisfaction with your current or recent vendor( ) for the 
same ourchasimi: activity, if annlicable. 
The County has no feed back to offer as to the current level of satisfaction. 

Has lhe cummtcontracl onefuU tetm? 
See answer1o uestion # 4. 

Have all o tions Lo extend lhe cllJTCll.l contract been exercised? 
See answer to uestion # 4. 

Who is the incumbent, and how long has th.e incumbent been providing the requested 
services? 
The County is currmtly using Phase V of Florida - lntercept or Florida. 
Departments have been utilizing them off and on over the past couple of years with 
no consistent amount ofusll!!'e. 

How arc fees cWTcntlv bcin~ billed by an incumbenl(s). by catcszorv, and at what rotes? 
Currently fees are being billed as a monthly base. rate for a set period or call 
minutes and then an overage rate (or each additional call minutes beyond lhat 
r>eriod, 

What c,-stimated or ;ictual dollars were p:iid last year, last month, or I t quarter to mi. 

incumbent s ? 
$100,483,92 was paid in FY 1022 
SIU,856.29 was paid In FY 2023 
S<.-e Attachment I to lhi, addendum for a breakdown of amount paid b ach 
dC! artinent within the defined lod . 

ls previou experience with 11oy specific clllllomcr infonn!\ti ruystems, phones tcms, 
or oflwarc r uircd'l 
See Submittal Requirement and Evaluation Criteri a, Tab 1: Relevant 

sperieru.-e on rage 2J. Ptopos hall dem n rat u e.uful perience n the 
work to be p rror,n d and I primarily en aged In y a -round after-ho1.1 call 
t'.-nter service• similar to those outlined In the oil ltatlon and typically 

, formed or ovenment and custom er ervlce or ntl'd d artmeola. 

Page 2 of7 
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1 . 

An er 

16. 
Answer 

17. 

Answer 

18. 
Answer 

19. 

Answer 

20. 

Answer 

21. 

Answer 

22 

Answer 

23. 

An er 

Ther i no ilabl hed amount top along ounty cunentJy does no1 
o n or operate a all center. This 501fcilatlon u to establish a new contract with 
one vendor to provide the ervices requested. Any anticipated minimums, 
maximum or outcomes, a a r ult of ervice performed by the Vendor, should 
be pla d in Tab 2 and 3 of the Vendors pro po aJ. The County d ires to M!e 

h t mean and methods are utilized by the Vendor to achieve the utfdpated 
results and outcomes projected. b1:Se will be cored accordingly by the 
e,•aJuafion CQmmittee. 

What is lhe minimum simultaneous inbound call ca aci ? 
See answer to uestion # 15. 

Whnt is the maximum wait time? 
See Page 17, Section 2.9. Calls shall not be placed on hold for an excessive period 
of time (over one minute). 

What percentnge of calls must be resolved wilhout a transfer, second call, or a return 
call? 
Potential Proposer are encouraged to read the Service Requirements identified 
in Section 2, Page 17. A majority of the calls received are from citjzens reporting 
emergency sihlations or are requesting basic information. All calls are to be 
resolved and addressed accordingly by the Vendor and either p~ along to 
County staff as deemed o~vy or information is to be provided to 1he caller by 
the Vendor's staff 

What is the maximum percentage of calls that can be terminated by the caller without 
resolution? 
See answer to question# 19. 

Is there 3 minimum or maximum number of ooc:rators lllld supervi.sors? 
This is a mean and method that wiJI need to be determined by the Propcner and 
pf aced within Tab 3 identified as Plan of Approach. 

What . the required degree of dedication for the call center? (C-an call centers work on 
othci conlr.lcts al the amc time: as this one ? 
The ounty expects 1004>/o dedication to its after-hours all that are r-eceived. 
However, the County is not opposed to the Vendo h ving other contracts at the 
ame time fo rform I.he same l ot ervice!! with olh r entities. 

What is the required degree of dedication for lhe opemtors? (Can operators ~ ork on 
other contracts at tJ1e same time: as this 011e ? 
The ounty e pecu a 100% dedl atlo11 to It after-hour call! that are t ived. 
However, the County i not oppo ed to th Vendor having other oontra'1 at th 
nme t m to ert'i nn tlu? ame t or ervl Ith other eotitf 

Page of7 
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.. 4. 

IWE'I" 

25. 

nswer 

26. 
Answer 

27. 

Answer 

28. 
Answer 

29. 

Answer 

30. 
Amwer 

31. 
.Answer 

32. 

Answer 

3. 

Answer 

34. 

An 

The County doe. not currently own or opet tea call center, This solicitation is lo 
e tabli h a new contract with one vendor to rovide the services r uested. 

What is Lhe c\ITT"ent number of seats for operators and supervisors at your existing call 
center? 
The County does nol currently own or operate an existing call center. Nor I the 
County seeking to own or operate a call cenler. This solicitation is to establish a 
new contract with one vendor. A call center utilized for this contract will be 
conducted through the means and methods esfablished by the Vendor in order to 
provide the services reauested. 

What is the current avera e wait time for hone calls? 
See answer to uestioo # 24. 

Whal is U1e current average handle time for phone calls and other types of 
communications? 
See answer to question# 24. 

Whal is the current avera e afte.--calJ work time for o rators? 
See answer to uestion # 24. 

0 er the past year, what is the percentage of caUs received in English versus non• 
En~lish? 
See answer to question #14. 

anish? 

What's the reason for the bid? Are I.hey unhappy with the incwnbent (if o, why?), or 
is this just a thing they 're required to do every fow years and there intention is to stick. 
with -what tht:v've ROl. 

See answer to ouestion # -4 

How man d artmenlB would we be nswenn fo,1 
See Section 2.13 on pages 19 and 20 for a II ting of the current departmeots 
utilizing after hours ans ering ervlt'e from oulsid v !Jon. AddltlonaU , 
Sect.ion 2.14 on page 20 lat Lhal th ounty reter et the right to add or delet 
at an time, an add t onal de artment . 

Docs tl1e Utilities d1:partment include eleclric oul go calls, or arc tho e calls h.amllcd 
anothi:r wa 
The Lee County Ulllltles departm t does not provide I rldtyto tbe public. 
Seaion l.13.2, pag 19 for eumples of th ty or • ncr-hour rvi calla to 
handled ftlr th tll ties de arlment. 

Pug 7 
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--1, 

38. 

Answer 

39. 

Answer 

40. 

Answer 

41. 

Answer 

42. 
Answer 

43. 
Answer 

44. 

Answer 

4S. 

46. 

Whafs tJ1e typical calJ volume. Any call volume reports would bo n:oJJy helpful, 
ciall brcalon down c.illll bv da /wee montl1. 

ated call volwne and avera e handle time? 

HistoriCJJI dota showing how many calls nrc received during the period of time whe-re, 
coveta2c is needed? 
See anffler to auestion # 24. 

Is Hus C.,11s onlv or do vou wish to incomor:ite email nnd chat as well? 
This service shall be for1he receipt of incoming calls only, F.mail and chat are not 
lo be included. 

Information around the teclU1olol?Y bein2 used? 
The County does not c;urreritly own or operate a call center. There 1s oo 
information available as to technology being used. This solidtatloo is to establish 
a new contract with one vendor to provide the services requested. Tedmology to 
be used would be conducted through the mean and methods established by the 
Vendor. 

Can this be remote or brick and mortar man.1ged only? 
Ulilization of remote locations are considered a means and method uftbe Vendor. 
The services being requested hall be performed at a location provided by the 
Vendor. 

Wh:it lanlllla~es are needed? 
See Page 17, Section 2.8. Vendor shall provide answering er-vices utilizing dear 
and effective communication sltills in both Enelisb and Spanish. 

Is there an incumbent for this work. if so can ou share who it is? 
The ount is current) usin Phase V urFlorida - Iolerce t ofFloridL 

rovement? 

Pag 19, Section 2.13. The Vendor ball become farnill r with the variou 
departments opetif on , a tlvitie., and prooodur for the caJls to be received and 
how they are to be ommunicated to the individual department Instructions 
from Cl) d partinent will be coordinated with the Vendor p i r to start of the 
conlract. 

P SC f7 

materials. 

Io ructions from tb County 
rior to art of the contrld. 
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4?. What are tlie averag number of minutes , or numbc:r of C3II that are expected to be 
answered in a month? 

Answer Set! answer to auestion # 24. 

48. for the calls? 
Answer 

usa e data avajlab)e for the above listed o-ect 

50. 
nswer 

51. rovide? 
Answer 

52 ovements ou would like to see made? 
Answer 

53. 
Answer See answer to uestion # 13. 

54. Whal is your monlhly and / or annual bud$(et? 
See page 7, Section 14.3 oft he solicitation. Lee County will not reveaJ budget 

Answer amounts for a project unless required by grant funding or llDless it is in the best 
interest oflhe Countv. 

55. weckl or monlhl ? 
Answer 

56. 
Answer 

57. 
Answer 

58. anisb? 
Answer 

59. 
hall be picked up ud a 

60. 

Answer 

61. 

ion #24. 

P gc o 7 
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63. Ho, is Lee Count coverio 
s,,c RIil\\\ r 1o ucsHon # 4. 

64. 

All ·, er 
are 

BIDD • R/PROPOSER IS ADVI ED, YO ARE REQUlRED TO ACKNOWLEDGE RECEIPT OF IBIS 
ADDEND 1 WHEN SUBMlTTlNG A BID/PROPOSAL. AILURE TO COMPLY wrrn THIS 
REQ MENT MAY RESULT l TIIE BIDDER/PROPOSER 8EI G CO SIDERED O -RESPO SfVE. 

ALL OTHER TERMS AND ONDITIONS OF TUE SOLi IT TIO DOCUME S ARE AND SHALL 
REMA.I TI-IE SAME. 

f3UMfJ~qM, 
Brian 13oe1,s 
Procurcmcut Anal st Direct Line: 239-533-8887 
Lee County Procurement Managcml)nl 

SollClta Ion No. RFP240008BJB 
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Lee County 
Pro urernent M1n11getr11,n1 Department 

2115 e<:(lnd treet, l'" Floor 
Fort Myer~ FL JJ90t 

M11ln Line: (239) 533-8881 
Fu Line: (239) 485-8383 

www.le:rgnv,som/procuremrnt 
Po. I~ Dat ovembel 27. 2023 

Ii ltalion o. ; RFP2AQ(I088ffi 

lidbtion am : Aruwcnng 8ervi e for llc:r-Ho11r5 Calh - County Wide 

'ubjm: Addendum Numhc:t . 

Th foflowing repic:;c:nl's clarification, addition . deletions, and/or modifications to lhenbovcrefcmmced bid. This addendum ~hall 
herca.ftcr hercgnded as pan oflhc solicit:ation. Item.snot referenced herein remain unchanged. including the rcspon,e date. Wonh, 
phras or senlcncc:s with ~ln~ugh TCJ)t'e5ent deletions to the original solicitation. Underlined words and boldc::d. p~c:S or 
entcncc, tepf cnl additioflll to lhe origin~! olicillllion. 

l. QUESTIONS/ 

1, 

Answer 

2 

An er 

WERS 

Terms and Coudmons, page 11, 30.2 L stales "Default contract tetm sh.all be for one 
()) tluaee-yeai (3) period. Upon mutual agreement ofbotl, parties the parties mA 

renew the Agreement, in whole or in part. for a renewal term or terms not to exoeed 
the initial Agremienl 1mm of three (3) years. The increments of renewal shllll be at the 
sole discretion of the County as deemed in ist best inten::sl" Special Conditions, page 
16, I.I. reads for one (I) three-year period then stltca "Upon mutual written 
agreement of botl, parties, the parties may ren~v the Agreement., m whole or in part. 
for a renewal term or lcrms not to e;,;ceed lh0c term of two (2) yean. The increments of 
renewal hall be at the sole discretion of lhe County as deemed in it.s be&\ inlcn:sl ~ 
Wluch is l11e com,ct amoWll of 11a111 re ardin the renewal? 
See Page 3, Section 2 (or Order of Preoedmce. The Cennutaled In lhe pedal 
Conditions ball apply, The Vendor shall be responslble for furnishing and 
deliv ring to ch Lee County rcqaesfingDepartmenl(s) tbecommod ty or 
services on an "115 needed basis" for one (1) tbree-yeu (3) period. Upon mutual 
written agreement of both parties, the parties may renew the Agreemeot, in 
wbol or in part, for • renewal tenn or terms not to ncced the lerm or two (2) 
years. TI,e incremenls of renewal shall be at the sole disue.don or I.be County 11 

deemed in its bed inter t, 

"""' d1te, Per dd oJum 
2023 11 l :30 P t 
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4. 

n -u-

5. 

Answer 

6. 

Ans er 

ncral op of Work, page 17 2.9. states "The Vendor shall ensure that all 
in oming calls are l,andled immediately (no more than three rings)." The 
industry tandard is 0/20, 80 percent of all tai ls answered in 20 seconds or 
le s and 90/95, 90 percent of all call wered in 95 seconds or less. Three 
rings are appro imately 12 econds. Thi requirement is most likely 
unattainable b any caU center. \ ill there be a reevaluation of tbis 
re uirement? 
The County e ped that a endor would answer a call u quickly u possible. 
instead of waiting till the maximum time allowed to answer. However, the 

ounty does consider this as a means and method ofthe Vendor. Therefore, the 
ounty desires to see what practices are utilized by lhe Vendor to achieve the 

anticipated results and outcomes projected. The County requests that Vendor 
provide within their proposal any minimum and maximum ranges they have for 
an ~ering incoming calls. Vendors shall identify their allfflering call tim 
within ab 3 - Pl an of Approach. These will be scored accardingfy by the 
enluation committee. 

ls it permissible to submit two fonns of pricing, one for regular hours and 
another for 24-Hour ricin ? 
No. Only the Bid / Price Proposal Form and the pricing contained therein, 
pr ovided by the County; shall be used in the Vendors proposal, 

The Bid / Price Proposal Form (Form ta) states the followin~ "The County wiU 
only accept proposals submitted on the proposal from provided by the County. 
Proposals submitted on other forms, other than those provided by the County, 
will deem Proposer a non-responsive IUld ineligible for award." Form la also 
states that "Proposers may not adjust or modify data provided ithin the 
Bid/Proposal Forin. Proposals received with modified data may deffll the 
Proposer as non-responsive and ineligible for award." 

Additionally, the County is only seeking 14 hour services during holida)'5. This is 
identified as line item S (Inbound Call-Holiday Rate 14 houn1 per day) and line 
item 8 (Outbound Call - Holiday Rate 24 hour-s per day) in the Bid/ Proposal 
Price Form. There is no need for 24 Hour pricing other th:111 stated. lbe County 
will not pay for times that services are not being provided. The times abr bed 
for the needed services are clearly identified in Section 4.4 and 4.5 of the Detailed 

ification section. 

What is the estimated volume that will be handled by the selected vendor'] 
See answer to qu.estion # 15 in Addendum# '2. There is no established data or 
orevious reportln2 to pus alone to vendors. 

What is the avera e handle lime I.hat the selected vendor i ex 
tlon # 15 ln Addendum# 2. There Is no 

Pag 2 of 
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c nrc cun"011tl hccnscd lo work in the st.ile ofC.ilifom1a. will we rcquiro a licert11e:: 
to do bu incn in U1c s!Jllc of Florida? 
The a ardcd mdor will be required lo trgister wilb the www. u11blurg 
web ile abli hlng their rll'm 11.'l au1horlt.ed (Jndudlng authorized 
r pr entallv ) t conduct bu in In the tale of Florida, as provided by lh 
lllorlda De ar1men1 ofSlalt1 Dl\'ialon ofCor rations. 

AOVJSED, YOU ARE REQ JR Im TO ACKNOWLEDGE RECEIYf OF nu ADDENDUM 
WHE MJTrt G lJll)/l'ROPOSAL. FAJLURE TO COMP y WlTH nus REQUIREMENT MAY 1W UL 
I Tiffi RU)D 'R/PROPO, ER DEI G O SIDERED ON-RESPONSIVE. 

M AND CONDITIO OF TiiE SOLICITATION DOC •NT AR£ AND SHALLREMAI 

Sri:in Boehs 
Procurement Jialyst Direct Line: 239-533-8887 
Lee County Procurement Management 

Page ofJ 
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Lee County 
Pro uremmt Man ement Dep rtment 

2Jl:5 econd Street. J" .Floor 
Fnrt Myer , FL 3.l901 

Main L ne; (%39) 533-8881 
Fa Une: (239) 485-8383 

www.feegoy.com/procucsmrn• 
Po ted Date: o emhcr 30, 2023 

, olicitation 'o.: RFP240008BJB 

Solicitnlion ame: Ans, ering Scrvlccfor After-Hours Calls - Counly Wide 

ubject : ddendum Number 4 

Th following represents clarification, additions, deletions, and/or modifications lo the above Rlferenced bid. Tlus addendum ahaII 
hereafter beregnrded as part of the solicitation. Items not referenced herein remain unchanged, including thete9ponse date. Words, 
phrases r entences with a strikethrough represent deletions to the original solicitation . Underlined words and bolded, phrases or 
entenc rcprcsenladditions to the original solicitation. 

1. QUESTIO SIA SWERS 

I. 

An wer 

2 

Au,wer 

Can you clarify if you arc looking for each department lo ha e their owo rate plan, or 
all departments under 1? 
See Bid / Proposal Pridng Form. AU departments will be billed at the same rates 
established within the Pricing Form. The County is not weking for each 
department to have their own rate plan. It houJd a.lso be noted that Item 2 
(Monthly Base Rate) within the Bid /ProposaJ Priang Form halJ be lbe me 
rate for all depa.rtments. However, if wiU be invoiced separately toe eh 
Department utilizing Che agreement. lnwicing wiU be for each month of usage 
by a Deoartment. 

)? 

Proposals sbaJJ not deviate from the price proposaJ rorm pro 'ded witb th -
solicitation. The CouotywiU only accept pria ngwbmitted on 1he proposal form 
a identified and r,rovided by the County. Proposals ubmitted on otber fo.rma, 
other than those provided by the ouoty, will deem the Proposer a.s non-
respon. Ive and ineligible for •ward. Proposer may not adjust or modify dat 
provided wilh the Bid/Proposal form. P roposaJs received wflb modined da a 
may de«n th Proposer non-responslw and ineUgible fol' a-.,ud.. he pr1ai 
proposal torm bas been pro ided wUh the llcitalfon and hall be used by a.II 
propo er This · identified as th Price Proposal Form (e:te1tl document). 
Instruction regarding the price proposal form can be viewed on Form h . 

om leted rl~ ro saJ form hall be laced within Tab 5 of our o saJ. 

ould ou provide estimated ca ll volume$ per department? If not by 
de a.rt.men then tol41s aero s de nrtments? 

arm,er to Add ndum 2, qu ion # 24. 

Ing Cr ed and th e v e no u a 

P g 1 of 
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4. 

5. 

An er 

tml ' replacing an incumbent provider? lf so, c uld you share the n me 
rovidcr? 

If so are there any specific gaps in service y u are trying to address with this 
RFP?? 
See answer to Addendum 2, question 4. 

There currently is no contract in place with the County tor these services. 
Multiple departments are utilizing 1hese services through mall dollar 
acquisition The County seeks to consolidate the services and issue one contract 
to one vendor for the roouested services. This will be a brand new contract. 

BIDDER/PROPOSER IS ADVISED, YOU ARE REQUIRED TO ACKNOWLEDGE RECEIPT OF 1Hl ADDE."IDUM 
WHE MITTlNG BID/PROPOSAL. FAIL T CO.MP Y WITH TIil REQUIREMENT Y RESULT 

HE BIDDER/PROPOSER BEI G CO SIDERED O -RESPONSIVE. 

TERMS AND ONDITIO S OF TIIE SOLICITATIO DOCUMENTS ARE AND SHALL REMAIN 

Brian Boero 
Procurement Analyst Direct Line: 239-533-8887 
Lee County Procurement Management 

Sollelta Ion No . R P240008BJB 
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EXHIBIT 8 
FEE SCHEDULE 

A SWERI G RVJCES FOR AFTER-HOURS CALLS- COUNTY WIDE 

ERJ'l ER TE 

Item De cription 

Implementation Fee ( ne Time Initial ct-Up) 

Month I Ba C Rate (Per Department) •Includes Initial 500 minute for th~t month• 

Item Description 

Inbound Call - Monday through Thursday Rate (4:00 p.m. to 8:00 a.m.) 

4 Inbound Call - Weekend Rate (Beginning Friday at 4:00 p.m. to Monday at 8:00 a.m.) 

Inbound Call - Holiday Rate (24 hours per day) 

6 Outbound CaJI - Monday through Thursday Rate (4:00 p.m. 10 8:00 a.m.) 

7 Outbound Call - Weekend Rate (Beginning Friday at 4:00 p.m. to Monday at 8:00 a.m.) 

Outbound Call - Holiday Rate (24 hours per day) 

9 Text Notification 

** Quantitin are not guaranteed. Final payment will be based on actual quantities ** 

Solicitation No. RFP240008BJB 

nit of 
Measure 

L 

Each 

Unit of 
Measure 

Per Minute 

Per Minute 

Per Minute 

Per Minute 

Per Minute 

Per Minute 

Per Text 

Page 31 of 34 

nit Price 

$5 000.00 

$500.00 

Unit Price 

$1.00 

$1.00 

1.00 

1.00 

$1.00 

1.00 

$1.25 



EXHIBIT C 
INSURANCE REQUIREMENTS 

LeeCou ty 
Lee County Insurance Requirements 

.s,.,krw.rt r1,,.,J. 

Minimum Insurance Requirements: Risk Management In no way represents that the Insurance 
required Is sufficient or adequate to protect the vendors' Interest or /lab/I/ties. The fol/owing are 
the required minimums the vendor must maintain throughout the duration of this cc,ntract. The 
County reserves the right to request additional documentation regarding Insurance provided 

a Commerclal General Llabmty - Coverage shall apply to prernises and/or operations, products 
and completed operations, Independent contractors, contractual liablllty exposures with 
minimum limits of: 

$1,000,000 per occurrence 
$2,000,000 general aggregate 
$1,000,000 products and completed operations 
$1,000,000 personal and advertising injury 

h Buslness Auto UablUty - The following Automobile Liability will be required and coverage shall 
apply to all owned, hired and non-owned vehicles use with minimum limits of: 

$1,000,000 combined single limit (CSL); or 
$500,000 bodily Injury per person 
$1,000,000 bodily injury per accident 
$500,000 property damage per accident 

c Workers' Compensatjon - Statutory benefits as defined by FS 440 encompassing all operations 
contemplated by this contract or agreement to apply to all owners, officers, and employees 
regardless of the number of employees. Workers Compensation exemptions may be accepted 
with written proof of the State of Florida's approval of such exemption. Employers' liability will 
have minimum limits of: 

$500,000 per accident 
$500,000 disease limit 
$500,000 disease - policy limit 

*The required minimum 1/mlt of llab/llty shown In a. and b. may be provided In th• form of "Exc.u 
Insurance" or "Commert;lal Umbr•lla Pol/cl••·" In which case, a "Fol/owing Form Endorsem.nt• 
w/11 be required on the uExcess Insurance Polley" or "Commercial Umbrella Polley." 

Revised 12/02/2022 - Pago l of2 
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Lee County 
Lee County Insurance Requirements 

J:,. « 111,.,/. 

\ftrjfjcation of coyer;aoe: 

1. Coverage shall be rn place prior to the commencement of any work and throughout the duration of 
the contract. A certificate oflnsurance will be provided to the Risk Manager for review and approval. 
The certificate shall provide for the following: 

a. Under the Description of Operations, the following must read as listed: 

''Lee County, a political subdivision and Charter County of the State of Florida, its 
agents, employees, and pubHc officials are automatic additional insureds and mcludes 
an automatic waiver of subrogation with regard to general liability. The certificate holder 
1s an additional insured on a primary and noncontributory basis with regards to general 
liability. " 

b. The certificate holder must read as follows: 

Lee County, a political subdivision and Charter County of the State of Florida 
P.O. Box 398 
Fort Myers, Florida 33902 

Soecjaf Reaujrements: 

l. An appropriate "Indemnification" clause shall be made a provision of the contract. 

2, It is the responsibility of the general contractor to ensure that all subcontractors comply with all 
insurance requirements. 

Revised 12/02/2022 - Page 2 of2 
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EXHIB TD 

V NO R B KGROUN C ENING AFF DAVIT 

1 eeC untv VENDOR BACKGROUND 
SCREENING AFFIDAVIT 

tatute hat tc1 4 5 governs required t>Dckground screenings for any employees, 
nntra l{ rs, sul < ntrn tors, or agi.!nts of the Vendc>r who will have c ntact with any vulnerable 

persot • a d fin d b rntutc, or , ho otherwise are required to undergo a Level I or Level 2 
background scrccnmg m accordance with Florida law. 

The cndor i~ respon ible for cosuring that such required backgrou11d creenings are conducted 
in accordan with Florida Statut Chapter 435. Documentation of such completed background 
s; reening ' mu ' I be maintain d for a period of n le than five (5) years and are subject to audit 
b. Lee ounty at any time during such five (5) year period. 

nd r penalty of perjury, I declare that I have read and understand the requirements stated 
abo e, and that all required background screenings shall be conducted in accordance with 
thi affidavit. I further understand that there may be additional local, state. and federal 
r gulati ns that may require hackground screening, and that the Vendor will be so]ely 
re ponsible for complying with such legal requirements. Furthennore, the Vendor shall 
indemnify aud hold Lee County harmless from any and all claims or actions resulting from failure 
to omply with this affidavit. 

Date: () 1/2--VY J.. ~ 

STATE OF ltJ t\:: 
COUNTY OF (( ~ t\f] 

Signature 

fl1 fJ- Dl,ftc..l T?Jf e"/ /p.eordc T' 

Name/Title 

The foregoing instrument was sworn to (or affirmed) and subscribed before me by means ofJQ...physicat 
presence or • ontine notarization, this A day of Fe I, . .:2,t.Wi , by !he above-named ~rson 
and in their stated capacity, and ls either personally known to me or who has produced the following type 
of identification: W ll QL W D:5Ji1 b Q \S'3 f, 

Type of Identification 

(Stamp/seat required] 

JUDAH MCCLAIN 
Notary Publtc 

S~te ol W,uhlnatori 
Comml~skffl # 196310 

My Comm. Eicplre~ Nov 2, 2025 
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ITEM 18.
Procurement Management - Consent

AGENDA ITEM REPORT

DATE: April 2, 2024
DEPARTMENT: Procurement Management
REQUESTER: Mary Tucker
TITLE: Award Contract for Answering Services for After-Hours Calls - Countywide

I. MOTION REQUESTED
A) Award Request for Proposal No. RFP240008BJB, Answering Services for After-Hours Calls-Countywide to Direct Interactions, Inc. for
the answering services of after-hours calls, on an as-needed basis, for an initial term of three years, as approved in the departments’
annual adopted budgets. Individual purchases in excess of $100,000.00 will be presented to the Board for approval.
B) Authorize the Chair to execute the contract documents on behalf of the Board of County Commissioners.
C) Grant the County Manager or designee the authority to renew the contract for up to two additional one-year periods, and to execute all
associated documents, as approved in the departments’ annual adopted budgets, if doing so is in the best interest of Lee County, and
there are no cost increases associated with the renewal(s).

II. ITEM SUMMARY
Awards a contract to Direct Interactions, Inc. for answering services for after-hours calls countywide on an as-needed basis for an initial
period of three years with an option to renew the contract for up to two additional years. Departments using these services include Animal
Services, Utilities and Solid Waste. Total expenditures under this contract during Fiscal Year 2022-2023 were approximately $117,856.29.

III. BACKGROUND AND IMPLICATIONS OF ACTION

A) Board Action and Other History
On October 24, 2023, Procurement Management issued a Request for Proposal No. RFP230596BJB for Answering
Services for After-Hours Calls – County Wide. On the solicitation deadline of December 8, 2023, Procurement
Management received three submittals.

An evaluation meeting was held on January 9, 2024, during which the Evaluation Committee considered criterion listed in
the solicitation request including such items as: Relevant Experience, Company Resources and Capabilities, Plan of
Approach, Price and Local Vendor Preference. Based on the information submitted by the proposers, the Committee
reached a consensus to recommend the award of a contract to Direct Interactions, Inc.

B) Policy Issues

C) BoCC Goals

D) Analysis

E) Options

IV. FINANCIAL INFORMATION 

A) Current year dollar amount of item: See Comments below.
B) Is this item approved in the current budget?
C) Is this a revenue or expense item? Expense
D) Is this Discretionary or Mandatory? Discretionary 
E) Will this item impact future budgets?

If yes, please include reasons in III(D) above.
F) Fund: Various funds.

Program:
Project:
Account Strings: 

G) Fund Type? Other: Various Department Funds
H) Comments:

Expenditures will be on an as-needed basis, as approved in the departments' annual adopted budgets.

V. RECOMMENDATION
Approve 

I 

Lee County 
~ . &,,(k,wt f'k.if, 

CJ::===========~::==========~ 
CJ::===========~::==========~ 

CJ::===========~::==========~ 
CJ::===========~::==========~ • ~========== •:======~=== 
CJ::=====================~ •~----------
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VI. TIMING/IMPLEMENTATION
 

VII. FOLLOW UP
 

ATTACHMENTS:
Description Upload Date Type
RFP240008BJB - Agreement Direct Interactions OCR 3/11/2024 Agreement

REVIEWERS:
Department Reviewer Action Date
Procurement Management Tucker, Mary Approved 3/20/2024 - 3:19 PM
Budget Services Henkel, Anne Approved 3/21/2024 - 9:15 AM
Budget Services Winton, Peter Approved 3/21/2024 - 10:03 AM
County Attorney Holborn , Robert Approved 3/21/2024 - 1:50 PM
County Manager Winton, Peter Approved 3/22/2024 - 8:51 AM
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