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CALENDAR OF EVENTS
	Activity
	Responsibility
	Date

	Deadline to submit Questions via email to the attention of Angela Corish @ ra-itpurchases@state.pa.us with the Subject Line marked “RFP #61000010475 Question” 
	Potential Offeror’s
	June 17,2010

2:00 PM EST

	Pre-Proposal Conference Location: 

Department of General Services, Bureau of Procurement, 555 Walnut Street, Forum Place 6th Floor, Harrisburg, PA  17101 – Conference Room 1
	Issuing Office/Potential Offeror’s
	June 24, 2010

2:00 PM EST

Optional

	Answers to Potential Offeror questions posted to the DGS website (http://www.dgsweb.state.pa.us/RTA/Search.aspx) no later than this date.
	Issuing Office
	July 14, 2010
4:00 PM EST

	Please monitor website for all communications regarding the RFP.
	Potential Offeror’s
	On Going

	Sealed proposal must be received by the Issuing Office at: Department of General Services

Bureau of Procurement

Attn:  Angela Corish

555 Walnut Street, Forum Place 6th Floor

Harrisburg, PA  17101
	Potential Offeror’s
	August 4, 2010

2:00 PM EST


The Commonwealth will make every effort to adhere to the following schedule:

PART I:
GENERAL INFORMATION

I-1. Purpose.  This request for proposals (RFP) provides to those interested in submitting proposals for the subject procurement (“Offeror’s”) sufficient information to enable them to prepare and submit proposals for the Department of General Service’s consideration on behalf of the Commonwealth of Pennsylvania (“Commonwealth”) to satisfy a need for a “turnkey” service to replace the existing program that is used by the Department of Conservation and Natural Resources (DCNR) Bureau of State Parks (BSP) for providing a system to handle the Parks Reservation/Registration, and Revenue Management System (PRRS).  This turnkey service will include the following components, which are described in detail in Part IV.
Provide a Park Reservation/Registration and Revenue program:


Offeror is to provide a program to handle reservations and registrations for all facilities at all parks, track all revenue collected at the parks, and provide various reports or data extracts on usage, revenue collected, number of visitors, etc.  Park personnel would access the program via the Internet.

Provide Internet Reservations:


Offeror is to provide a web site that can be accessed by the public to check availability of sites, reserve a site, cancel a reservation, and get site information.  The web site is to have the look and feel of the other DCNR and state park web sites and provide real-time updates regarding reservation status.

Provide Call Center Operation:


Offeror is to operate a call center that is fully staffed and are knowledgeable in state parks and their facilities, rules and regulations, fees, and Pennsylvania geography.  The public would access the center through a toll free number already in existence and being used for reservations at PA state parks.

Provide a Point of Sale System:


Offeror is to provide an integrated point of sale system that permits park staff and call center personnel to handle items, such as parking passes, in conjunction with customer reservations.  The system must maintain inventory of the designated point of sale items and required reporting.

Provide a Help Desk:


Offeror is to provide a help desk for BSP staff.  Help Desk personnel will answer all software and user questions, as well as provide troubleshooting and solve system problems for BSP staff.  The help desk component will include a customer service group and data management team.  Offeror will be required to provide a toll free number for BSP staff to call.

Conduct Training:


Offeror is to provide the initial training on the application for state park staff at four (4) designated regional locations.  Update training on enhancements and changes to the services will be handled through train the trainer approach.  The Offeror will be required to train selected state park staff, which in turn will provide training to the other staff.

I-2. Issuing Office.  The Department of General Services (“Issuing Office”) has issued this RFP on behalf of the Commonwealth.  The sole point of contact in the Commonwealth for this RFP shall be Angela Corish, 555 Walnut Street, Forum Place – 6th Floor, Harrisburg, PA  17101, the Issuing Officer for this RFP.  Please refer all inquiries to the Issuing Officer @ ra-itpurchases@state.pa.us.

I-3. Scope.  This RFP contains instructions governing the requested proposals, including the requirements for the information and material to be included; a description of the service to be provided; requirements which Offerors must meet to be eligible for consideration; general evaluation criteria; and other requirements specific to this RFP.

I-4. Problem Statement.  DCNR’s BSP currently contracts for a full service reservation and revenue program that is used by the public, BSP employees, and a Central Call Center (CCC) for creating reservations/registrations for campsites, pavilions, walled tents, camping cottages, yurts, cabins, boating facilities, organized group cabin camps, whitewater boating launch times, meeting rooms, picnic groves, and organized group areas.  The service also includes data management, accounting, reporting, and a 24 hour help desk for use by DCNR employees.  In addition, the program handles point of sale items and tracks all revenue taken in by state park and call center staff.  DCNR has successfully provided these services through maintaining the program in-house and privatizing from 1998 through 2010.  In this capacity, the current application is responsible for handling all revenue collected by state parks.

BSP is seeking the continuation of having the most robust, flexible, enhanced, comprehensive, and user-friendly web based reservation and revenue solution and Call Center for selling individual items and permits, taking reservations and registrations, reporting facility attendance and usage, inventory control, and revenue tracking and reporting.  BSP will be utilizing a Central Call Center and the Internet for the reservations and providing park information along with a field application reservations and point of sale (POS) operations.  The system is expected to effectively and simultaneously process all park facility reservations/registrations with an integrated POS component that tracks all park collected revenue that is Generally Accepted Accounting Principles (GAAP) compliant, and provides real time data for all users.  Additional detail is provided in Part IV of this RFP.
I-5. Type of Contract.  It is proposed that if the Issuing Office enters into a contract as a result of this RFP, it will be a firm, fixed price contract based on the unit prices with an estimated total amount and containing the IT Contract Terms and Conditions as shown in Appendix Y.  The Issuing Office, in its sole discretion, may undertake negotiations with Offerors whose proposals, in the judgment of the Issuing Office, show them to be qualified, responsible and capable of performing the Project.
I-6. Rejection of Proposals.  The Issuing Office reserves the right, in its sole and complete discretion, to reject any proposal received as a result of this RFP.
I-7. Incurring Costs.  The Issuing Office is not liable for any costs the Offeror incurs in preparation and submission of its proposal, in participating in the RFP process or in anticipation of award of the contract.
I-8. Pre-Proposal Conference.  The Issuing Office will hold a pre-proposal conference as specified in the Calendar of Events.  The purpose of this conference is to provide opportunity for clarification of the RFP.  Offerors should forward all questions to the Issuing Office in accordance with Part I, Section I-9 to ensure adequate time for analysis before the Issuing Office provides an answer.  Offerors may also ask questions at the conference.  In view of the limited facilities available for the conference, Offerors should limit their representation to two (2) individuals per Offeror.  The pre-proposal conference is for information only.  Any answers furnished during the conference will not be official until they have been verified, in writing, by the Issuing Office.  All questions and written answers will be posted on the Department of General Services’ (DGS) website as an addendum to, and shall become part of, this RFP.  Attendance at the pre-proposal Conference is optional.
I-9. Questions & Answers.  If an Offeror has any questions regarding this RFP, the Offeror must submit the questions by email (with the subject line “RFP 6100010475 Question”) to the Issuing Officer named in Part I, Section I-2 of the RFP.  If the Offeror has questions, they must be submitted via email no later than the date and time indicated on the Calendar of Events.  The Offeror shall not attempt to contact the Issuing Officer by any other means.  The Issuing Officer shall post the answers to the questions on the DGS website by the date stated on the Calendar of Events.
All questions and responses as posted on the DGS website are considered as an addendum to, and part of, this RFP in accordance with RFP Part I, Section I-10.  Each Offeror shall be responsible to monitor the DGS website for new or revised RFP information.  The Issuing Office shall not be bound by any verbal information nor shall it be bound by any written information that is not either contained within the RFP or formally issued as an addendum by the Issuing Office.  The Issuing Office does not consider questions to be a protest of the specifications or of the solicitation.  The required protest process for Commonwealth procurements is described on the DGS website.  
I-10. Addenda to the RFP.  If the Issuing Office deems it necessary to revise any part of this RFP before the proposal response date, the Issuing Office will post an addendum to the DGS website at http://www.dgsweb.state.pa.us/RTA/Search.aspx.  It is the Offeror’s responsibility to periodically check the website for any new information or addenda to the RFP.  Answers to the questions asked during the Questions & Answers period also will be posted to the website as an addendum to the RFP.
I-11. Response Date.  To be considered for selection, hard copies of proposals must arrive at the Issuing Office on or before the time and date specified in the RFP Calendar of Events.  The Issuing Office will not accept proposals via email or facsimile transmission.  Offerors who send proposals by mail or other delivery service should allow sufficient delivery time to ensure timely receipt of their proposals.  If, due to inclement weather, natural disaster, or any other cause, the Commonwealth office location to which proposals are to be returned is closed on the proposal response date, the deadline for submission will be automatically extended until the next Commonwealth business day on which the office is open, unless the Issuing Office otherwise notifies Offerors.  The hour for submission of proposals shall remain the same.  The Issuing Office will reject unopened, any late proposals.
I-12. Proposals.  To be considered, Offerors should submit a complete response to this RFP to the Issuing Office, using the format provided in Part II, providing nine (9) paper copies of the Technical Submittal (one being an Original), two (2) paper copies of the Cost Submittal and two (2) paper copies of the Disadvantaged Business Submittal.  In addition to the paper copies of the proposal, Offerors shall submit two (2) complete and exact copies of the entire proposal (Technical, Cost and Disadvantaged Business Submittals, along with all requested documents) on CD-ROM or Flash drive in Microsoft Office or Microsoft Office-compatible format.  The electronic copy must be a mirror image of the paper copy and any spreadsheets must be in Microsoft Excel.  The Offerors may not lock or protect any cells or tabs.  Offerors should ensure that there is no costing information in the technical submittal.  Offerors should not reiterate technical information in the cost submittal.  The CD or Flash drive should clearly identify the Offeror and include the name and version number of the virus scanning software that was used to scan the CD or Flash drive before it was submitted.  The Offeror shall make no other distribution of its proposal to any other Offeror or Commonwealth official or Commonwealth consultant.  Each proposal page should be numbered for ease of reference.  An official authorized to bind the Offeror to its provisions must sign the proposal.  If the official signs the Proposal Cover Sheet (Appendix AA to this RFP) and the Proposal Cover Sheet is attached to the Offeror’s proposal, the requirement will be met.  For this RFP, the proposal must remain valid for 120 days or until a contract is fully executed.  If the Issuing Office selects the Offeror’s proposal for award, the contents of the selected Offeror’s proposal will become, except to the extent the contents are changed through Best and Final Offers or negotiations, contractual obligations.  
Each Offeror submitting a proposal specifically waives any right to withdraw or modify it, except that the Offeror may withdraw its proposal by written notice received at the Issuing Office’s address for proposal delivery prior to the exact hour and date specified for proposal receipt.  An Offeror or its authorized representative may withdraw its proposal in person prior to the exact hour and date set for proposal receipt, provided the withdrawing person provides appropriate identification and signs a receipt for the proposal.  An Offeror may modify its submitted proposal prior to the exact hour and date set for proposal receipt only by submitting a new sealed proposal or sealed modification which complies with the RFP requirements.
I-13. Disadvantaged Business Information.  The Issuing Office encourages participation by small disadvantaged businesses as prime contractors, joint ventures and subcontractors/suppliers and by socially disadvantaged businesses as prime contractors.
Small Disadvantaged Businesses are small businesses that are owned or controlled by a majority of persons, not limited to members of minority groups, who have been deprived of the opportunity to develop and maintain a competitive position in the economy because of social disadvantages.  The term includes:

a. Department of General Services Bureau of Minority and Women Business Opportunities (BMWBO)-certified minority business enterprises (MBEs) and women business enterprises (WBEs) that qualify as small businesses; and

b. United States Small Business Administration certified 8(a) small disadvantaged business concerns.

c. Businesses that BMWBO determines meet the Small Business Administration criteria for designation as a small disadvantaged business.
Small businesses are businesses in the United States that are independently owned, are not dominant in their field of operation, employ no more than 100 full-time or full-time equivalent employees and earn less than $20 million in gross annual revenues ($25 million in gross annual revenues for those businesses in the information technology sales or service business).

Socially disadvantaged businesses are businesses in the United States that BMWBO determines are owned or controlled by a majority of persons, not limited to members of minority groups, who are subject to racial or ethnic prejudice or cultural bias, but which do not qualify as small businesses.  In order for a business to qualify as “socially disadvantaged,” the Offeror must include in its proposal clear and convincing evidence to establish that the business has personally suffered racial or ethnic prejudice or cultural bias stemming from the business person’s color, ethnic origin or gender.

Questions regarding this Program can be directed to:

Department of General Services

Bureau of Minority and Women Business Opportunities

Room 611, North Office Building

Harrisburg, PA 17125

Phone:  (717) 783-3119

Fax:  (717) 787-7052

Email:  gs-bmwbo@state.pa.us


Website: www.dgs.state.pa.us
A database of BMWBO-certified minority- and women-owned businesses can be accessed at http://www.dgsweb.state.pa.us/mbewbe/VendorSearch.aspx.  The federal vendor database can be accessed at http://www.ccr.gov by clicking on Dynamic Small Business Search (certified companies are so indicated).

I-14. Information Concerning Small Businesses in Enterprise Zones.  The Issuing Office encourages participation by small businesses, whose primary or headquarters facility is physically located in areas the Commonwealth has identified as Designated Enterprise Zones, as prime contractors, joint ventures and subcontractors/suppliers.

The definition of headquarters includes, but is not limited to, an office or location that is the administrative center of a business or enterprise where most of the important functions of the business are conducted or concentrated and location where employees are conducting the business of the company on a regular and routine basis so as to contribute to the economic development of the geographical area in which the office or business is geographically located.
Small businesses are businesses in the United States that are independently owned, are not dominant in their field of operation, employ no more than 100 full-time or full-time equivalent employees and earn less than $20 million in gross annual revenues ($25 million in gross annual revenues for those businesses in the information technology sales or service business).

There is no database or directory of small businesses located in Designated Enterprise Zones.  Information on the location of Designated Enterprise Zones can be obtained by contacting:

Aldona M. Kartorie

Center for Community Building

PA Department of Community and Economic Development

4th Floor, Commonwealth Keystone Building

400 North Street

Harrisburg, PA 17120-0225

Phone:  (717) 720-7409

Fax:  (717) 787-4088

Email:  akartorie@state.pa.us
I-15. Economy of Preparation.  Offerors should prepare proposals simply and economically, providing a straightforward, concise description of the Offeror’s ability to meet the requirements of the RFP.  Please keep marketing materials to a minimum.  Resumes are not to include personal information.  Font size should be a minimum of 12 point.  
I-16. Alternate Proposals.  The Issuing Office has identified the basic approach to meeting its requirements, allowing Offerors to be creative and propose their best solution to meeting these requirements.  The Issuing Office will not accept alternate proposals. 
I-17. Discussions for Clarification.  Offerors may be required to make an oral or written clarification of their proposals to the Issuing Office to ensure thorough mutual understanding and Offeror responsiveness to the solicitation requirements.  The Issuing Office will initiate requests for clarification.

I-18. Prime Contractor Responsibilities.  The contract will require the selected Offeror to assume responsibility for all services offered in its proposal whether it produces them itself or by subcontract.  The Issuing Office will consider the selected Offeror to be the sole point of contact with regard to contractual matters.

I-19. Proposal Contents.  

a.      Confidential Information.  The Commonwealth is not requesting, and does not require, confidential proprietary information or trade secrets to be included as part of Offerors’ submissions in order to evaluate proposals submitted in response to this RFP.  Accordingly, except as provided herein, Offerors should not label proposal submissions as confidential or proprietary or trade secret protected.  Any Offeror who determines that it must divulge such information as part of its proposal must submit the signed written statement described in subsection c. below and must additionally provide a redacted version of its proposal, which removes only the confidential proprietary information and trade secrets, for required public disclosure purposes.
 b.      Commonwealth Use.  All material submitted with the proposal shall be considered the property of the Commonwealth of Pennsylvania and may be returned only at the Issuing Office’s option.  The Commonwealth has the right to use any or all ideas not protected by intellectual property rights that are presented in any proposal regardless of whether the proposal becomes part of a contract.  Notwithstanding any Offeror copyright designations contained on proposals, the Commonwealth shall have the right to make copies and distribute proposals internally and to comply with public record or other disclosure requirements under the provisions of any Commonwealth or United States statute or regulation, or rule or order of any court of competent jurisdiction.

 c.        Public Disclosure.  After the award of a contract pursuant to this RFP, all proposal submissions are subject to disclosure in response to a request for public records made under the Pennsylvania Right-to-Know-Law, 65 P.S. § 67.101, et seq.  If a proposal submission contains confidential proprietary information or trade secrets, a signed written statement to this effect must be provided with the submission in accordance with 65 P.S. § 67.707(b) for the information to be considered exempt under 65 P.S. § 67.708(b)(11) from public records requests (See Appendix BB, Trade Secret/Confidential Proprietary Information Notice).  Financial capability information submitted in response to Part II, Section II-7 of this RFP is exempt from public records disclosure under 65 P.S. § 67.708(b) (26).

 
I-20. Best and Final Offers.  While not required, the Issuing Office reserves the right to conduct discussions with Offerors for the purpose of obtaining “best and final offers.”  To obtain best and final offers from Offerors, the Issuing Office may do one or more of the following:

i) Schedule oral presentations;

ii) Request revised proposals; and

iii) Enter into pre-selection negotiations, including the use of an online auction.

The Issuing Office will limit any discussions to responsible Offerors (those that have submitted responsive proposals and possess the capability to fully perform the contract requirements in all respects and the integrity and reliability to assure good faith performance) whose proposals the Issuing Office has determined to be reasonably susceptible of being selected for award.  The Criteria for Selection found in Part III, Section III-4, shall also be used to evaluate the best and final offers.  Price reductions offered through any reverse online auction shall have no effect upon the Offeror’s Technical Submittal.  Dollar commitments to Disadvantaged Businesses and Enterprise Zone Small Businesses can be reduced only in the same percentage as the percent reduction in the total price offered through negotiations, including the online auction.  

I-21. News Releases.  Offerors shall not issue news releases, Internet postings, advertisements or any other public communications pertaining to this Project without prior written approval of the Issuing Office, and then only in coordination with the Issuing Office.

I-22. Restriction of Contact.  From the issue date of this RFP until the Issuing Office selects a proposal for award, the Issuing Officer is the sole point of contact concerning this RFP.  Any violation of this condition may be cause for the Issuing Office to reject the offending Offeror’s proposal.  If the Issuing Office later discovers that the Offeror has engaged in any violations of this condition, the Issuing Office may reject the offending Offeror’s proposal or rescind its contract award.  Offerors must agree not to distribute any part of their proposals beyond the Issuing Office.  An Offeror who shares information contained in its proposal with other Commonwealth personnel and/or competing Offeror personnel may be disqualified.

I-23. Debriefing Conferences.  Offerors whose proposals are not selected will be notified of the name of the selected Offeror and given the opportunity to be debriefed.  The Issuing Office will schedule the time and location of the debriefing.  The debriefing will not compare the Offeror with other Offerors, other than the position of the Offeror’s proposal in relation to all other Offeror proposals.  An Offeror’s exercise of the opportunity to be debriefed does not constitute the filing of a protest.
I-24. Issuing Office Participation.  Offerors shall provide all services, supplies, facilities, and other support necessary to complete the identified work, except as otherwise provided in this Part I, Section I-24.  BSP will have no obligation to provide any office space, clerical assistance, or travel expenses since these elements will be the responsibility of the Offeror.  BSP will provide the following:

· Existing microcomputers, printers, UPS units, and networking equipment are currently located at each of the state park, regional and central office locations and will be used in the operation of the program.  NOTE: Gap Analysis is to be documented in the Requirements Document.  This Gap Analysis is to notify BSP of any locations which do not sufficiently meets standards or that will require upgrades.  BSP will need at least 30 days to implement these recommendations. 
· Intranet capabilities to all sites requiring access to the program.  Almost all of the sites have a connection from between 256 and T1 and are monitored 24 hours a day.   
· Computer support staff person for each of the four state park regions along with a central office staff person to work on resolving computer or network issues.
· Oversight to ensure that all aspects of the contract that are entered into are satisfactorily performed. 

· Support for the Offeror as detailed in Part IV of this RFP.

· Information that the Offeror will be required to provide to customers.  Any questions for which the Offeror has not been advised of how to respond will be referred to BSP. 

· The Offeror must use BSP’s existing toll-free numbers for the Central Call Center.  All costs are to be covered under the per transaction fees. 

· The Commonwealth’s Comptroller’s Office will conduct audit service. 

· Training personnel, facilities, etc.  While it is expected that the Offeror will perform a first round of training using BSP facilities, after this first round, BSP will participate in “train the trainer” type role.

Unless specifically noted in this paragraph, Offerors must provide and explain all other services to complete the identified work.  Omissions become the responsibility of the Offeror.
I-25. Term of Contract.  The term of the contract will commence on the Effective Date and will end four (4) years from the Effective Date.  The Commonwealth, at its sole option, may renew this contract for an additional four (4) years.  The Commonwealth may exercise its renewal options in single or multiple year increments.  The Issuing Office will fix the Effective Date after the contract has been fully executed by the selected Offeror and by the Commonwealth and all approvals required by Commonwealth contracting procedures have been obtained.  The selected Offeror shall not start the performance of any work prior to the Effective Date of the contract and the Commonwealth shall not be liable to pay the selected Offeror for any service or work performed or expenses incurred before the Effective Date of the contract.

I-26. Offeror’s Representations and Authorizations.  By submitting its proposal, each Offeror understands, represents, and acknowledges that:

a. All of the Offeror’s information and representations in the proposal are material and important, and the Issuing Office may rely upon the contents of the proposal in awarding the contract(s).  The Commonwealth shall treat any misstatement, omission or misrepresentation as fraudulent concealment of the true facts relating to the Proposal submission, punishable pursuant to 18 Pa. C.S. § 4904.

b. The Offeror has arrived at the price(s) and amounts in its proposal independently and without consultation, communication, or agreement with any other Offeror or potential Offeror.

c. The Offeror has not disclosed the price(s), the amount of the proposal, nor the approximate price(s) or amount(s) of its proposal to any other firm or person who is an Offeror or potential Offeror for this RFP, and the Offeror shall not disclose any of these items on or before the proposal submission deadline specified in the Calendar of Events of this RFP.

d. The Offeror has not attempted, nor will it attempt, to induce any firm or person to refrain from submitting a proposal on this contract, or to submit a proposal higher than this proposal, or to submit any intentionally high or noncompetitive proposal or other form of complementary proposal.

e. The Offeror makes its proposal in good faith and not pursuant to any agreement or discussion with, or inducement from, any firm or person to submit a complementary or other noncompetitive proposal.

f. To the best knowledge of the person signing the proposal for the Offeror, the Offeror, its affiliates, subsidiaries, officers, directors, and employees are not currently under investigation by any governmental agency and have not in the last four years been convicted or found liable for any act prohibited by State or Federal law in any jurisdiction, involving conspiracy or collusion with respect to bidding or proposing on any public contract, except as the Offeror has disclosed in its proposal.

g. To the best of the knowledge of the person signing the proposal for the Offeror and except as the Offeror has otherwise disclosed in its proposal, the Offeror has no outstanding, delinquent obligations to the Commonwealth including, but not limited to, any state tax liability not being contested on appeal or other obligation of the Offeror that is owed to the Commonwealth.

h. The Offeror is not currently under suspension or debarment by the Commonwealth, any other state or the federal government, and if the Offeror cannot so certify, then it shall submit along with its proposal a written explanation of why it cannot make such certification.

i. The Offeror has not made, under separate contract with the Issuing Office, any recommendations to the Issuing Office concerning the need for the services described in its proposal or the specifications for the services described in the proposal.

j. Each Offeror, by submitting its proposal, authorizes Commonwealth agencies to release to the Commonwealth information concerning the Offeror's Pennsylvania taxes, unemployment compensation and workers’ compensation liabilities.

k. Until the selected Offeror receives a fully executed and approved written contract from the Issuing Office, there is no legal and valid contract, in law or in equity, and the Offeror shall not begin to perform.

I-27. Notification of Selection.  The Issuing Office will notify the selected Offeror in writing of its selection for negotiation after the Issuing Office has determined, taking into consideration all of the evaluation factors, the proposal that is the most advantageous to the Issuing Office.

I-28. RFP Protest Procedure.  The RFP Protest Procedure is on the DGS website at http://www.dgsweb.state.pa.us/comod/ProtestProcedures.doc.  A protest by a party not submitting a proposal must be filed within seven days after the protesting party knew or should have known of the facts giving rise to the protest, but no later than the proposal submission deadline specified in the Calendar of Events of the RFP.  Offerors may file a protest within seven days after the protesting Offeror knew or should have known of the facts giving rise to the protest, but in no event may an Offeror file a protest later than seven days after the date the notice of award of the contract is posted on the DGS website.  The date of filing is the date of receipt of the protest.  A protest must be filed in writing with the Issuing Office.

I-29. Use of Electronic Versions of this RFP.  This RFP is being made available by electronic means.  If an Offeror electronically accepts the RFP, the Offeror acknowledges and accepts full responsibility to insure that no changes are made to the RFP.  In the event of a conflict between a version of the RFP in the Offeror’s possession and the Issuing Office’s version of the RFP, the Issuing Office’s version shall govern.

I-30. Participating Addendum with an External Procurement Activity.

Section 1902 of the Commonwealth Procurement Code, 62 Pa.C.S. § 1902, permits external procurement activities to participate in cooperative purchasing agreements for the procurement of services, supplies or construction.
a.
Definitions.  The following words and phrases have the meanings set forth in this 
subsection of Part I, Section I-32:

1)
External procurement activity:  The term, as defined in 62 Pa. C. S. § 1901, means a “buying organization not located in the Commonwealth [of 
Pennsylvania] which if located in this Commonwealth would qualify as a public procurement unit [under 62 Pa. C.S. §1901].  An agency of the United States is an external procurement activity.”

2)
Participating addendum:  A bilateral agreement executed by the Contractor and an external procurement activity that clarifies the operation of the Contract for the external procurement activity concerned.  The terms and conditions in any participating addendum shall affect only the 
procurements of the purchasing entities under the jurisdiction of the 
external procurement activity signing the participating addendum.

3)
Public procurement unit:  The term, as defined in 62 Pa. C. S. § 1901, means a “local public procurement unit or purchasing agency.”

4)
Purchasing agency:  The term, as defined in 62 Pa. C.S. § 103, means a “Commonwealth agency authorized by this part or any other law to enter 
into contracts for itself or as the agent of another Commonwealth agency.”
b.
General.  A participating addendum shall incorporate the terms and conditions of 
the Contract resulting from this RFP.  The Contractor shall not be required to 
enter into any participating addendum.

c.
Additional Terms.

1) A participating addendum may include additional terms that are required by the law governing the external procurement activity.

2) A participating addendum may include new, mutually agreed upon terms that clarify ordering procedures specific to a participating external procurement activity.

3) The construction and effect of any participating addendum shall be governed by and construed in accordance with the laws governing the external procurement activity.

4) If an additional term requested by the external procurement activity will result in an increased cost to the Contractor, the Contractor shall adjust its pricing up or down accordingly.

d.
Prices.
1)
Price adjustment.  For any costs affecting the percent markup that the Contractor 
will or will not incur or that differ from costs 
incurred or not incurred in the fulfillment of this Contract, the 
Contractor shall adjust its pricing up or down accordingly.  These 
costs may include, but not be limited to:

a) State and local taxes;

b) Unemployment and workers compensation fees;

c) E-commerce transaction fees; and

d) Costs associated with additional terms, established pursuant to this Part I, Section I-32.

2)
The Contractor’s pricing for an external procurement activity shall 
be firm and fixed for the duration of the initial term of the 
Contract.  After the initial term of the Contract, if the Contract is 
renewed, the Contractor’s pricing may be adjusted up or down 
based on market conditions only with the mutual agreement of 
both the Contractor and any external procurement activity.

e.
Usage Reports on External Procurement Activities.  The Contractor shall furnish to the Contracting Officer an electronic quarterly usage report, preferably in spreadsheet format no later than the fifteenth calendar day of the succeeding calendar quarter. Reports shall be e-mailed to the 
Contracting Officer for the Contract.  Each report shall indicate the name 
and address of the Contractor, contract number, period covered by the 
report, the name of the external procurement activity that has used the Contract and the total volume of sales to the external procurement activity for the reporting period. 

f.
Electronic Copy of Participating Addendum.  The Contractor, upon request of the Contracting Officer, shall submit one electronic copy of the participating addendum to the Contracting Officer within ten days after request.

I-31. Mission and Organization:

A. Using Organization:

Department of Conservation and Natural Resources 

Bureau of State Parks 

P. O. Box 8551 

400 Market Street 

8th Floor, Rachel Carson State Office Building 

Harrisburg, PA 17105-8551 

The normal operational hours of the BSP Central Office located in Harrisburg, Pennsylvania, are 8:00 a.m. to 4:30 p.m., Monday through Friday.  During the summer the Reservation and Revenue Section staffs’ central office to assist the field parks with any issues that may arise regarding the program.  Hours for the various state park offices are 8:00 a.m. to 4:00 p.m., Monday through Friday.  State park contact stations operate with extended hours.  During the summer hours (Memorial Day to Labor Day) the park offices are open seven (7) days a week, including holidays. 

Pennsylvania has one of the largest state parks and forests systems in the country.  The land covers nearly 2.4 million acres across the state.  Currently, the Pennsylvania BSP has 121 active areas under its jurisdiction.  Of these, four are environmental education centers; two areas are under concession as ski areas; three areas have been designated conservation areas; and the remaining areas are the more traditional state parks.  These state parks range in size from three acres, like Sand Bridge State Park in Union County; five acres, like Prouty Place in Potter County; to 21,122 acres, like Pymatuning State Park in Crawford County.  There are 75 field management units, four regional offices plus the Central Office.  There are 55 state park campgrounds, which offer approximately 6,800 campsites.  Cabins are popular within the state and there are 27 parks that have rustic and modern cabins.  There are almost 300 cabins to choose from across the state.  Additional overnight facilities include walled tents, yurts, camping cottages, organized group tenting, organized group camping.  Picnic pavilions are available at most of the state parks. 

Some other activities that are available while visiting a state park include backpacking, bicycling, bridle trails, camping, canoeing, cross country skiing, downhill skiing, disc golf, environmental education, fishing, geo caching, gold, hiking, hunting, ice boating, ice fishing, ice skating, motor boating, natural areas, orienteering, picnicking, rails to trails, rock climbing, rollerblading, sailing, scenic views, scuba diving, sledding, snowmobiling, swimming, wildlife watching and white water rafting.  Swimming is available in parks with beaches or swimming pools from Memorial Day weekend to Labor Day.

State Parks does have facilities available for people with disabilities.  There are 21 parks with fully accessible cabins for people with disabilities.  There are ADA compliant picnic tables, campsites, fishing piers, pavilions, bathrooms and swimming lifts among others.

B. Mission:

The Pennsylvania State Parks Mission is as follows: 

“The primary purpose of Pennsylvania State Parks is to provide opportunities for enjoying healthful outdoor recreation and serve as outdoor classrooms for environmental education.  In meeting these purposes, the conservation of the natural, scenic, aesthetic, and historical values of parks should be given first consideration.  Stewardship responsibilities should be carried out in a way that protects the natural outdoor experience for the enjoyment of current and future generations.”
C. Organizational Relationships:

The Department of Conservation and Natural Resources is made up of numerous bureaus and support agencies.  Appendix B, DCNR Organizational Charts, provides an organizational chart for the Department along with additional organization charts for the BSP and the Bureau of Information Technology.  

The PRRS Section Chief in this Division will be the designated BSP Project Manager.  He will be working directly with the Offeror and will be responsible for overall quality assurance.  The Project Manager will be responsible for the coordination of the ongoing maintenance, enhancements, and support once the contract has been accepted by the Commonwealth and Offeror.  The Project Manager will act as liaison between the Offeror and the park staff on issues related to reservation software and communicate system needs to the Offeror for inclusion in future upgrades.

The Pennsylvania State Park System is divided into four (4) regions, each administered by the Central Office.  Each of the four (4) Regional Offices and the Central Office are to be connected to the reservation program.  Throughout the four (4) park regions, there are 121 state parks.  Of the 121 state parks, there are seventy-five (75) administrative offices, nine (9) marinas and fourteen (14) contact stations, which are connected to this reservation program, and have the ability to take registrations/revenue, and in the future, may have the option to take reservations.  Within these administrative areas, many will have multiple contact points.  BSP estimates 201 computer connections to the reservation program from various field locations.  The Outdoor Program Services Division staff is responsible for Bureaus public relations and publications.  They will be involved with the promotion and marketing of the program in coordination with the Offeror.  This division will also supply the information packets, which are to be distributed to the public by the Central Call Center (CCC).

The Bureau of Information Technology (BIT) Network Administration Division is responsible for the installation, operation, and maintenance of the entire DCNR statewide network.  This area will ensure that all hardware and software proposed is compatible with both departments' overall network architecture and the connectivity between the state LAN and the Offeror’s network. 

The Office of the Budget is responsible for auditing Commonwealth automated systems, ensuring compliance with general and state accounting principles.  Given that the reservation program is also a revenue generating system, this division will be actively involved in ensuring the accountability of the Offerors’ proposal. 

The Treasury Department is responsible for the Commonwealths Credit/Debit Card System and establishing electronic funds usage policies and procedures.  The Department will aid in establishing how credit card transactions are to be handled through the reservation program.  BSP has provided the credit card readers to the state park locations that will be processing the cards. 

Active Network is currently under contract with BSP for the operation of a CCC, since 2006.  This CCC, working as a team with other State Parks functions, served as the primary telephone interface to the public, who wish to use a Pennsylvania State Park overnight and picnic facilities.  The primary function of the CCC is to take reservations for reserveable facilities, answer informational calls, provide customer service (reservation changes or cancellations), process outbound mailings (park information, maps), and process and reconcile payments for reservations (check and credit card).  The CCC is staffed by a core of experienced Customer Service Representatives (CSRs), which is supplemented by seasonally trained employees for the busy seasons.  

The Department of Economic and Community Development maintains a tourism website at the URL http://www.visitpa.com.  Given the tourism aspect of park reservations, over the long-term of this contract, the Offeror will need to be flexible towards the relationship of this reservation website and Visit PA.

I-32. Information Technology Relationships and Skill-Level:

Upon awarding this contract to an Offeror, and the ensuring efforts and results of the work performed, an IT relationship will continue to exist between the BSP and other Commonwealth agencies.  Because this is a revenue generating system that is to utilize credit cards, the program will need to be able to interface with the credit/debit system implemented by the Treasury Department.  The proposed solution may need to be compatible with a variety of protocols to ensure connectivity to the credit/debit card system.  The Office of the Budget will require access to validate invoicing and for auditing purposes.

In regard to computer experience, each of the 75 administrative park offices has a varied number of staff with varied levels of IT experience and training.  With varying degrees of experience, staff has been involved with several word processing, spreadsheet, and database software programs.  They are also involved with electronic mail. 

The staff of the Pennsylvania BSP is limited.  There is a core of permanent staff augmented with seasonal clerks and park rangers.  Most staff has limited computer experience or knowledge.  Many seasonal employees have limited or no IT experience.

The BSP has an existing, statewide computer network, which ties most of the state parks to a central computer system.  The BSP office computers have been loaded with the Microsoft Office Suite.  Some offices have satisfied their information tracking needs by developing stand-alone spreadsheets and databases.  As noted above, most state park offices are connected via a statewide network.  Presently, the BSP uses the Commonwealth centralized E-Mail system.  In the Central Office and some field offices, various Geographic Information System (GIS) and Computer Aided Drafting and Design (CADD) systems are used to maintain park maps for the creation of brochures and pamphlets.  The Central Office has developed an application in FoxPro to track park attendance. 

The Commonwealth of Pennsylvania has implemented a statewide Asynchronous Transfer Mode (ATM) network provided by Verizon.  The network currently services 134 DCNR sites, including State Park offices, Regional Park Offices, and District Forestry Offices.

The ATM network is divided into 6 geographic Local Access and Transport Areas (LATA’s) (Harrisburg, Philadelphia, Pittsburgh, Altoona, Erie, and Scranton).  All DCNR data circuits are connected to a Cisco node router.  Via Permanent Virtual Circuit (PVC), all DCNR traffic traverses their respective LATA back to a 3662 Wide Area Network (WAN) Router located in the Rachel Carson State Office Building (RCSOB). 

The configuration of a typical networked State Park or Forestry office consists of a T1 circuit with a 1544Kb or 256 Kb PVC, a Cisco Router, a Cisco Switch or 3 Com Hub, and a Xyplex Terminal Server, which will support anywhere from 8 to 40 terminal sessions.  Wiring in the offices at present is at a level 5 wire.  All offices are fully capable of running as a Local Area Network (LAN), as required. 

At present some major computing environments in the Harrisburg Office for the Department includes the following: 
· Access to other State agencies via the Commonwealth Municipal Area Network (MAN).

· Access to the OA/OIT Enterprise Server Farm (ESF) at the Commonwealth Technology Center (CTC) via the MAN.  The ESF houses the Web servers for all State agencies.

· Access to various business partners via the Business Partner Router and the MAN.

A majority of the workstations that are functioning as reservation program computers have the minimum hardware requirements as follows.  There are some secondary reservation program computers that have the memory, but do not have the higher speed processors. 

State Park Workstations – 

· Pentium 4, 2.8GHZ 

· 2GB NON-ECC SDRAM

· 80 GB SATA Hard Drive

· 17’ Monitors

· Windows XP Professional SP 3

· Laser Printers

· Thermal Receipt Printers

· Dual Track Credit Card Swipes

· Cash Drawers

· Barcode Scanners

I-33. Sample of Site Information:

The state park offices house various types of microcomputers.  Most of the computers are Pentium 4’s, including laptops.  The state park locations have been loaded with the Microsoft Office Suite, namely: MS Word, Access, Excel, Outlook, and PowerPoint.  The operating systems are Windows XP, service pack 3.  The Commonwealth is currently upgrading from Office 2003 to Office 2007; therefore, computers will consist of a mix.  The number of persons within BSP and quality of their EDP training or skill is limited and varied. 

With the exception of the present system and operation, computer experience and knowledge of existing staff ranges from experienced to minimal.  Training would be required for the future designed system.  Wage employees are limited to 8.5 months of employment in a year.  Union rules do not permit overlapping of seasonal clerical or park rangers to staff a continuous 12-month period.  State Civil Service and Union hiring rules restrain Bureau ability to respond to staffing needs and usage spikes.

The BSP offices have varying degrees of office automation and security.  Some Park Managers work from their laptop computers which can be removed from the office and disconnect with the LAN.  Many more park offices are in highly remote locations.  Presently all locations running the reservation program have computer and network connections.  The following gives examples of conditions at seven (7) state parks but are NOT to be considered as being all-inclusive.

Bald Eagle State Park has seven PCs using the program.  There are two public contact points, a state park office and a nature inn.  There are 101 sites in the main campground and 70 in the primitive campground.  Other facilities which use reservations and/or generate revenue are: camping electric hook-up charge, campground showers, sewage dumping station, nine picnic pavilions, two concession operations, a 412-slip marina, marina waiting lists, 80 summer dry boat/trailer storage spaces, 60 winter dry boat/trailer storage spaces, 28 transient marina slips, 2 yurts, 3 camping cottages, a 16 room nature inn, book sales, abandoned property charges and boat launching permits.  The clerical staff consists of one permanent, full-time Administrative Assistant (AA) and two seasonal clerks.

Pymatuning State Park has thirteen PCs using the program.  There are four contact points, one state park office and three campground contact stations.  The state park has three campgrounds with a total of 657 campsites.  Other facilities which use reservations and/or generate revenue are: camping electric hook-up charge, sewage dumping stations, 12 picnic pavilions, 7 concession operations, 1,200 shoreline mooring spaces, 420 boat docks, 300 off-shore mooring spaces, shoreline mooring waiting lists, summer dry boat/trailer storage, 100 canoe racks, boat launch permits, 25 vacation cabins, organized group tenting (400 camper limit), book sales, firewood permits, abandoned property charges, 5 boat club leases, parking tickets, bid specification charges, occupancy agreements, and 2 agricultural leases.   The clerical staff consists of one permanent AA, one clerk typist, and nine seasonal clerks.

Colonel Denning State Park has three PCs, using the program.  There is one campground with 52 sites.  Other facilities which use reservations and/or generate revenue are: extra vehicle on campsite charge, book sales, firewood permits, sewage dumping station, 1 picnic pavilion, 1 concession operation and fishing license sales.

Prince Gallitzin State Park has twelve PCs, eight in the state park office and four in the campground contact station.  There are two contact points, one state park office and one campground contact station.  There is one campground with 417 sites and the contact station provides full control.  Other facilities which use reservations and/or generate revenue are: camping electric hook-up charge, extra vehicle on campsite charge, camper storage, sewage dump stations, 5 picnic pavilions, 2 concession operations, 538 marina slips, 318 shoreline mooring spaces, marina/shoreline waiting lists, 90 summer dry storage boat/trailer spaces, 90 winter dry storage boat/trailer spaces, 11 transient marina slips, 42 canoe rack spaces, boat launch permits, 10 rental cabins, 5 organized group tenting sites, abandoned property charge, and parking tickets. There is one permanent AA, one clerk typist, and seven seasonal clerks.

Little Pine State Park Complex administers four state parks, two with campgrounds: Little Pine and Hyner Run State Parks.  Little Pine State Park has five PCs, using the program.  There is a state park office and contact station there, offering full control of 104 campsites.  Other facilities which use reservations and/or generate revenue are: book sales, 5 camping cottages, 18 camper storage spaces, sewage dumping stations, 4 picnic pavilions, 1 concession operation, 60 shoreline mooring spaces, boat launch permits, and abandoned property charges.  Little Pine State Park has one permanent AA and one seasonal clerk.  At Hyner Run State Park, the state park office is the one contact point for 30 campsites.  There is one seasonal clerk at Hyner Run State Park.  

Promised Land State Park has seven PCs using the program.  They are all in the state park office.  The state park office is the only contact point, although there are two contact stations not in use.  There are four campgrounds, with a total of 535 campsites.  Other facilities which use reservations and/or generate revenue are: extra vehicle on campsite charge, book sales, sewage dumping stations, 2 concession operations, 100 private boat docks, 12 vacation cabins, 3 classroom facilities, 2 pavilions, DCNR lodge, leased camp fee, day showers and parking tickets.  The clerical staff consists of one permanent AA, one clerk, and three seasonal clerks.

French Creek State Park has eight PCs using the program.  There are six Pentium and two 486s.  There are two public contact points, the state park office and a contact station at the campground that has 201 campsites.  Other facilities which use reservations and/or generate revenue are: extra vehicle on campsite charge, book sales, firewood permits, 10 camper storage spaces, sewage dumping stations, 2 concession operations, 140 shoreline mooring spaces, boat launch permits, 10 rental cabins, 17 organized group tent sites, 2 group camps, abandoned property charges, electric charges for group camps, damage charges for group camps, and pay telephone and vending machine revenues.  The clerical staff consists of one permanent AA, one clerk typist, and three seasonal clerks

A complete listing of the state parks and the facilities/recreation opportunities that are available can be found at http://www.dcnr.state.pa.us/stateparks.  This will also provide information on the locations of the parks and the wide area that they cover in the Commonwealth.

PART II:
PROPOSAL REQUIREMENTS

Offeror’s must submit their proposals in the format, including heading descriptions, outlined below.  To be considered, the proposal must respond to all requirements in this part of the RFP.  Offeror’s should provide any other information thought to be relevant, but not applicable to the enumerated categories, as an appendix to the Proposal.  All cost data relating to this proposal and all Disadvantaged Business cost data should be kept separate from and not included in the Technical Submittal.  Each Proposal shall consist of the following three separately sealed submittals:  

a. Technical Submittal, which shall be a response to RFP Part II, Sections II‑1 through II‑9 and II-12;

b. Disadvantaged Business Submittal, in response to RFP Part II, Section II‑10; and 

c. Cost Submittal, in response to RFP Part II, Section II‑11.
The Issuing Office reserves the right to request additional information which, in the Issuing Office’s opinion, is necessary to assure that the Offeror’s competence, number of qualified employees, business organization, and financial resources are adequate to perform according to the RFP.

The Issuing Office may make investigations as deemed necessary to determine the ability of the Offeror to perform the Project, and the Offeror shall furnish to the Issuing Office all requested information and data.  The Issuing Office reserves the right to reject any proposal if the evidence submitted by, or investigation of, such Offeror fails to satisfy the Issuing Office that such Offeror is properly qualified to carry out the obligations of the RFP and to complete the Project as specified.

General guidelines for proposals:
a. Present the question or statement including its number in its entirety, and then follow it with the Offeror's response.  The Offeror should present a written narrative, which demonstrates the method by which the Offeror proposes to satisfy each requirement.  The language should be straightforward and limited to facts, solutions to problems, and plans of proposed action.  If a particular service is not offered, it should be so stated.

b. Provide as an Appendix to the proposal any other information that the Offeror feels may be relevant, but does not appropriately fit into the numbered Tabs.  

c. Provide the publication number and page number if any publications are supplied in the response to a Tab, question, or statement.  

II-1. TAB 1, Mandatory Requirements

Each of the mandatory requirements listed in Appendix A, Administrative Screening, must be fully acceptable to the Offeror in that Appendix by indicating acceptance of each.  Failing to accept any of the mandatory requirements, modifying or placing conditions on any of the mandatory requirements, in whole or in part, will result in immediate disqualification.  Therefore, if you do not accept all of the mandatory requirements, your proposal will be immediately disqualified.
If there are any conflicts between the answers to the mandatory requirements in this section and any answers in any other section of your proposal, the answers in this section will take precedence in any contract that may be entered into as a result of this RFP. 

II-2. TAB 2, Statement of the Problem

State in succinct terms your understanding of the problem presented or the service required by this RFP.

II-3. TAB 3, Management Summary

Include a narrative description of the proposed effort and a list of the items to be delivered or services to be provided.  Through their proposals, Offerors must demonstrate their expertise in providing these services.

In this Tab the Offeror must:

1. Provide a description that the Offeror understands the purpose of this RFP.
2. Present a summary of its proposal that includes an overview of the approach to completing the tasks identified in PART IV.

3. Present a description of how the staff resources required by this RFP will be provided.  Include timeframes for providing these resources.

4. Explain how the project will be administered from a corporate level.

5. Explain how the Offeror plans to monitor and evaluate the performance of subcontractors (if used) and Offeror personnel.

6. Provide the name, title, telephone number, fax number, mailing address, e-mail address, and work hours of a person who will be available to answer any questions concerning its proposal.

II-4. TAB 4, Work Plan
Describe in narrative form your technical plan for accomplishing the work.  Use the task descriptions in Part IV of this RFP as your reference point.  Modifications of the task descriptions are permitted; however, reasons for changes should be fully explained.  Indicate the number of person hours allocated to each task.  Include a Program Evaluation and Review Technique (PERT) or similar type display, time related, showing each event.  If more than one approach is apparent, comment on why you chose this approach.  Include an organizational chart of the proposed staffing and structure for the ongoing operation of the proposed Central Call Center, as well as, the overall organization of the various tasks required in this RFP.
This plan must demonstrate the Offeror’s capabilities to handle all of the following areas of concern:  

1. Reservation/registration for various state parks overnight and day use facilities.

2. 24 x 7 Help Desk.

3. Internet reservations – development, hosting, updating

4. Software maintenance and enhancements.

5. Integrated point of sale (POS) with the reservation/registration software.

6. Year round Call Center operation for reservations and information.
7. Data management team for facility inventory
8. Application Infrastructure (hardware, software, etc.)

The Offeror must consider the WORK STATEMENT of this RFP responding to questions within the Requirements Section and covering the Phases defined therein.

II-5. TAB 5, Prior Experience
Include experience in operating an inbound central call center for making reservations and providing general park information (both through mail and the phone), Internet reservations, web development, technical support, networking and communication, customer service, and a point of sale system.  The Offeror must have experience working with governmental agencies in providing services for both the public as well as the governmental employees.  Proposals must be specific to the experience of handling complex reservations for state, federal or Canadian province recreational facility similar to Pennsylvania State Parks.  Experience shown should be work done by individuals who will be assigned to this project as well as that of your company.  Studies or projects referred to should be identified and the name of the customer shown, including the name, address, telephone number and email address of the responsible official of the customer, company, or agency who may be contacted.

This Tab allows the Offeror to present the qualifications of the corporation, its staff, and those of the proposed subcontractors (if any), relative to the services requested in this RFP.  In this Tab, the Offeror must:

1. Describe the history of the corporation, its organization, number of employees, and a synopsis of services provided.  

2. Present an overview of the Offeror’s relevant work experience.  Work experience should be adequately described and should note the name of the entity for which the services were provided, the period during which such services were rendered, and a brief description of those services as they relate to the services requested in this RFP, detailing the Offeror’s role and accomplishments on these projects.  Experience with a government must be presented separately from other experience within this Tab.  

3. Provide a brief description for each subcontractor, if any, of the corporation, its organization, number of employees, and a synopsis of services provided.

4. Describe the proposed Offeror/subcontractor structure, if any, and describe the roles and responsibilities of each entity.   
5. Provide three (3) client references from state, federal agencies, or Canadian provinces engagements similar to the size and scope of the work requested in this RFP and for each of the subcontractors.  If the Offeror has provided services to any governmental agency in the past three years, at least two of the three (3) references must include the governmental agency.  The references must include: 

· Contact name and title

· Contact’s project responsibility

· Client name

· Address

· Telephone number

· Email address

· Hours available
II-6. TAB 6, Personnel 
Include the number, and names where practicable, of executive and professional personnel, etc., who will be engaged in the work.  Show where these personnel will be physically located during the time they are engaged in the Project.  Include through a resume or similar document education and experience in telephone and network communications, customer service, supervising/managing a central call center, and help desk operation.  Indicate the responsibilities each will have in this project and how long each has been with your company.  Identify subcontractors you intend to use and the services they will perform.  Offerors should provide an appendix showing examples of the duties that a Customer Service Representative (CSR) and Help Desk personnel are expected to perform.  This Tab allows the Offeror to present detailed information regarding personnel that are being proposed to fulfill the tasks and services requested.  

1. Identify (Name, Title) the person whose primary job will be to work with the Commonwealth on this project.  Identify (Name, Title) all other personnel, with the exception of the call center operators, who will perform services under the contract.  Indicate which staff is considered key personnel.  At the least, this information is to be provided for the Offeror’s Project Manager and the Call Center Supervisor, as the BSP will consider these individuals as key personnel for this effort.

2. Describe the proposed organization structure, functional and contractual reporting responsibilities of the staff assigned to this project.

3. Describe the responsibilities on this project for each identified staff member.  Also explain the roles, if any, which are responsible for any subcontractors.

4. Provide detailed resumes for all identified personnel, including length of service with the Offeror’s company.  Three (3) professional references for each must be provided including name, client name, telephone number and hours available.  If subcontractors are to be used, identical personnel information shall be supplied.  At minimum, this information is to be provided for the Project Manager and the Call Center Supervisor.

5. Describe the geographic location from which Offeror will perform its Call Center and technical help services.  Please remember, preference will be given for Pennsylvania based operations and must be located within the continental United States.

The Offeror must agree that key personnel, once designated as assigned by the Offeror to the services covered by this RFP and the contract, must perform as designated unless termination or other unavoidable circumstances occur.  In the event assigned key personnel must be replaced, replacements shall be approved by the BSP Project Manager, and have comparable levels of responsibility and substantially equivalent experience and skills.  A proposal must indicate acceptance of this condition on the first page of this Tab.

All information made available to the Offeror through access to BSP's files and databases is confidential and may not be used by the Offeror, the Offeror’s employees, associated sub-contractors, or other persons for any purpose other than responding to BSP customer inquiries.  Under no circumstances can any BSP files and/or databases be accessed for any reason other than to respond to the customer request at hand.  Specifically prohibited is the selling, transmitting, or disclosing of information from BSP files and databases to any party for any reason not related to this project.  Any employee of the Offeror who does not respect the confidential nature of this information shall be subject to potential dismissal from this project.  

The Offeror shall provide dedicated expert BSP CSRs during all hours of operation sufficient to handle contracted customer service levels.  The Offeror may consider an arrangement other than dedicated CSRs for handling call activity during spike periods.

Staffing

Project Manager – The Project Manager must to be dedicated to the Project a minimum of 70% of their time, unless otherwise approved by BSP.  In addition to being the Project’s primary client liaison, the Client must be available for Project meetings, and be available within 24 hours of notification by BSP if necessary.  The Project Manager must be available to BSP by telephone during regular business hours.

The Project Manager under this Contract will be the person identified in the extension documents as the “Project Manager."  The Project Manager will be the Offeror liaison with BSP under this Contract.  Additionally, the Project Manager will conduct all Project meetings, prepare, and submit to BSP all reports, plans, and other materials that the Contract requires.   

Either party, upon written notice to the other party, may designate another representative.  However, Offeror may not replace the Project Manager without the approval of the BSP.  The Project Manager must have completed the Project Management Institute (PMP) Certification class.  In addition, Offeror may not remove the identified key personnel from the Project without the prior, written consent of the BSP, except as provided below. 

Call Center Supervisor - The Offeror must propose only one (1) candidate to be dedicated 100% of the time, throughout Operations, to the Work for the position of Call Center Supervisor and that candidate must be identified by name.  The Call Center Supervisor must be responsible for overseeing all aspects of the call center operations, staff supervision, record keeping, trouble shooting and customer service. 

Account Manager - The Offeror must propose only one (1) candidate for the position of Account Manager and that candidate must be identified by name.  The Account Manager must be responsible for overseeing all financial aspects of the Reservation and POS System, including the collection of fees and maintenance of financial records due to BSP. 

Software Engineer - The Offeror must propose only one (1) candidate for the position of Software Engineer and that candidate must be identified by name.  The Software Engineer must be responsible for maintenance and development of all software programs for the Reservation and POS System. 

Support Personnel - The Offeror must maintain sufficient levels of support personnel, including supervisory and support staff with appropriate training, work experience, and expertise to perform all Contract requirements on an ongoing basis.  Telephone and administrative personnel must be familiar with services covered under this RFP.  The Offeror’s support personnel must also be responsible for handling ad hoc reporting requests and other data inquiries. 

The Offeror may remove a person listed as key personnel from the Project, if doing so is necessary for legal or disciplinary reasons.  However, Offeror must make a reasonable effort to give the BSP 30 calendar days' prior, written notice of the removal. 

Offeror must have qualified replacement people available to replace any people noted in their proposal by name or identified as a key individual on the Project.  When the removal of a listed person is permitted under this Section, or if a person becomes unavailable, the Offeror must submit the resume for replacement person to the BSP for each person removed or who otherwise becomes unavailable.  

II-7. TAB 7, Training 

The Offeror will be expected to train approximately 300 BSP staff on the usage of the proposed reservation and revenue program.  The initial training will consist of users that have been using the parks central reservation program in the past.  The existing staff has been using a developed computerized central reservation program since 1998, and is fairly proficient in the use of the keyboard, mouse, and using a computer in a windows environment.  Additionally they have the understanding of a central reservation program and the policy and business rules that the program is to enforce.

The Offeror shall provide state park personnel the initial training on the services provided by the Offeror at the following locations within the Commonwealth as specified in Part IV of the proposal, or if mutually agreed to, at the Offeror's educational facilities location as well.  The state park staff will handle additional training that is needed for new hires and seasonal employees after the Offeror completes the initial training.  Offeror will be responsible for training the trainer when the services provided are enhanced or modified and ready to be made available to end users at the Middletown location or if mutually agreed to, at the Offeror's educational facilities.

· Park Region #1 Office, Emporium, PA

· Park Region #2 Office, Moraine State Park, Prospect, PA

· Park Region #4 Office, Nockamixon State Park, Quakertown, PA

· DCNR Topographic Geological Survey Office, Middletown, PA

Park end users will be trained in the operation of the proposed solution components before the program is in production and a function/component is made operational on their respective local workstations.  A practice database that replicates the production software will be available at all times for training purposes.  This replica database should be synchronized with the real time database on a quarterly basis.  Training shall be designed, prepared, and presented to address issues and topics relating to, but not necessarily limited to:
INITIAL TRAINING:

· A general overview of the proposed System, its functions, capabilities, limitations, components, physical layout, and if applicable, integration within the Department's existing systems

· Walk-through of common field-oriented processes (e.g., reservation processing and cancellations, walk-in registration, site changes, early departure, extending stays, park changes)

· Report generation and distribution.

· Call Center operation and relaying information to them.

· Troubleshooting and problem resolution procedures, Error messages, and Help features.

· Training should be broken down into roles – support, administrator, managers, and clerks.

· Provide BSP staff on how the web site works for the general public to make reservations.

· Help desk protocols

TRAIN the TRAINER:

· “Train the Trainer” continuing education

· Enhancements of reservation and registration program for the park field offices after the initial implementation.
ADMINISTRATIVE TRAINING:

· Performance monitoring and tuning tools and procedures.
· Administrative duties such as user account maintenance, policy changes, and facility adding/removal.
· Historic research on tracking events in the system and “who did what” transactions

· Executive level reporting functions

At the completion of this training, participants must be able to create, modify, store, retrieve and print a simple query.  Participants must also be able to retrieve and print standard reservation and accounting system reports.  The Offeror will provide a User Manual to the BSP Project Manager prior to the training sessions for review and approval.  The Offeror will provide a copy of the manual to each person being trained.  State parks will be permitted to copy and use the manual in any format it deems appropriate to train additional staff hired in future years.

After the initial training on the program, as part of an on-going educational process a yearly update-training program must be available if additional enhancements were implemented over the past year.  Any refresher or update training should be completed during winter and spring as a train the trainer program.  This training will be limited to selected state park staff.
For the subsequent Basic user training sessions on using the field application that are conducted after the initial year of the contract, the offeror and BSP will develop a basic users training session that can be facilitated by webinar and augmented by CD-ROM computer-based training.

A detailed POS operation manual will be developed for handling POS items and using the inventory module in detail once the changes are made to the POS inventory module.  This will be developed jointly by BSP and the Offeror.  Once the manual is completed, it will be BSP’s responsibility to keep it updated in the event of any changes or enhancements placed into the proposed solution after 2011.  

The current reservation software is being used for the benefit of the users of State Parks reservation and revenue data, as well as providing better customer service.  Following is a list of the identified user groups.

· State Park Administrative Staff (Central Office)

· Central Call Center (Offeror provided)
· Help Desk (Offeror provided)
· Data Management (Offeror provided)

· State Park Tech Staff (Computer Support staff)

· State Park Field Staff (Park Managers, Rangers, Clerks, Administrative Assistants) 

BSP will annually train the Offeror's supervisory, key personnel, and agents on program policies and the handling of other inquiries at the Offeror's facility.  The Offeror will be responsible for the continuous training of its own staff due to turnover and updates to the program and/or policy changes.  The Offeror must train its staff and update their manuals in a timely manner so that staff remain competent and knowledgeable, therefore provide a high quality service to the BSP and its' customers.

Please explain your ability to comply with the training needs and describe in detail the proposed training program for BSP staff.

Each proposal is to include examples of any reference material or manuals that would cover the Call Center, Internet, and field park operations.
II-8. TAB 8, Financial Capability
Describe your company’s financial stability and economic capability to perform the contract requirements by providing the last three (3) year’s financial reports, which must include Income Statements and Balance Sheets.  Financial Reports must be Certified and/or Audited.  Public companies may provide a direct link to online financial statements rather than submitting paper versions.  All financial data will be confidential and will not be made public.
II-9. TAB 9, Objections and Additions to IT Contract Terms and Conditions
The Offeror will identify which, if any, of the IT Terms and Conditions contained in Appendix Y it would like to negotiate and what additional terms and conditions the Offeror would like to add to the standard contract terms and conditions.  The Offeror’s failure to make a submission under this paragraph will result in its waiving its right to do so later, but the Issuing Office may consider late objections and requests for additions if to do so, in the Issuing Office’s sole discretion, would be in the best interest of the Commonwealth.  The Issuing Office may, in its sole discretion, accept or reject any requested changes to the standard contract terms and conditions.  The Offeror shall not request changes to the other provisions of the RFP, nor shall the Offeror request to completely substitute its own terms and conditions for Appendix Y.  All terms and conditions must appear in one integrated contract.  The Issuing Office will not accept references to the Offeror’s, or any other, online guides or online terms and conditions contained in any proposal.

Regardless of any objections set out in its proposal, the Offeror must submit its proposal, including the cost proposal, on the basis of the IT Terms and Conditions set out in Appendix Y.   The Issuing Office will reject any proposal that is conditioned on the negotiation of the IT Terms and Conditions set out in Appendix Y or to other provisions of the RFP as specifically identified above.  
II-10. TAB 10, Disadvantaged Business Submittal

a. Disadvantaged Business Information.

i) To receive credit for being a Small Disadvantaged Business or a Socially Disadvantaged Business or for entering into a joint venture agreement with a Small Disadvantaged Business or for subcontracting with a Small Disadvantaged Business (including purchasing supplies and/or services through a purchase agreement), a Offeror must include proof of Disadvantaged Business qualification in the Disadvantaged Business Submittal of the proposal, as indicated below:

1) A Small Disadvantaged Businesses certified by BMWBO as an MBE/WBE must provide a photocopy of their BMWBO certificate.

2) Businesses certified by the U.S. Small Business Administration pursuant to Section 8(a) of the Small Business Act (15 U.S.C. § 636(a)) as an 8(a) Small Disadvantaged Businesses must submit proof of U.S. Small Business Administration certification.  The owners of such businesses must also submit proof of United States citizenship.
3) Businesses, which assert that they meet the U.S.  Small Business Administration criteria for designation as a small disadvantaged business, must submit: a) self-certification that the business meets the Small Business Administration criteria and b) documentary proof to support the self-certification.  The owners of such businesses must also submit proof of United States citizenship, and provide any relevant small disadvantaged business certifications by other certifying entities.
4) All businesses claiming Small Disadvantaged Business status, whether as a result of BMWBO certification, or U.S. Small Business Administration certification as an 8(a) or self-certification as a U.S. Small Business Administration small disadvantaged business, must attest to the fact that the business has 100 full-time or full-time equivalent or fewer employees.
5) All businesses claiming Small Disadvantaged Business status, whether as a result of BMWBO certification, or U.S. Small Business Administration certification as an 8(a) or self-certification as a U.S. Small Business Administration small disadvantaged business, must submit proof that their gross annual revenues are less than $20,000,000 ($25,000,000 for those businesses in the information technology sales or service business).  This can be accomplished by including a recent tax return or audited financial statement.
ii) All businesses claiming status as a Socially Disadvantaged Business must include in the Disadvantaged Business Submittal of the proposal clear and convincing evidence to establish that the business has personally suffered racial or ethnic prejudice or cultural bias stemming from the business person’s color, ethnic origin or gender.  The submitted evidence of prejudice or bias must:

1) Be rooted in treatment that the business person has experienced in American society, not in other countries.

2) Show prejudice or bias that is chronic and substantial, not fleeting or insignificant.

3) Indicate that the business person’s experience with the racial or ethnic prejudice or cultural bias has negatively impacted his or her entry into and/or advancement in the business world.

BMWBO shall determine whether the Offeror has established that a business is socially disadvantaged by clear and convincing evidence.

iii) In addition to the above verifications, the Offeror must include in the Disadvantaged Business Submittal of the proposal the following information:
1) Those Small Disadvantaged Businesses submitting a proposal as the Offeror, must include a numerical percentage which represents the total percentage of the work (as a percentage of the total cost in the Cost Submittal) to be performed by the Offeror and not by subcontractors and suppliers.  

2) Those Small Disadvantaged Businesses submitting a proposal as a part of a joint venture partnership, must include a numerical percentage which represents the total percentage of the work (as a percentage of the total cost in the Cost Submittal) to be performed by the Small Disadvantaged Business joint venture partner and not by subcontractors and suppliers or by joint venture partners who are not Small Disadvantaged Businesses.  Offeror must also provide:

a) The amount of capital, if any, each Small Disadvantaged Business joint venture partner will be expected to provide.
b) A copy of the joint venture agreement signed by all parties.

c) The business name, address, name and telephone number of the primary contact person for the Small Disadvantaged Business joint venture partner.
3) Offeror’s must include a numerical percentage which represents the total percentage of the total cost in the Cost Submittal that the Offeror commits to paying to Small Disadvantaged Businesses as subcontractors.  To support its total percentage DB subcontractor commitment, Offeror must also include: 
a) 
The dollar amount of each subcontract commitment to a Small Disadvantaged Business;
b) 
The name of each Small Disadvantaged Business.  The Offeror will not receive credit for stating that after the contract is awarded it will find a Small Disadvantaged Business. 
c) 
The services or supplies each Small Disadvantaged Business will provide, including the timeframe for providing the services or supplies.

d) 
The location where each Small Disadvantaged Business will perform services.
e)
The timeframe for each Small Disadvantaged Business to provide or deliver the goods or services.

f)
A signed subcontract or letter of intent for each Small Disadvantaged Business.  The subcontract or letter of intent must identify the specific work, goods or services the Small Disadvantaged Business will perform and how the work, goods or services relates to the project.  
g)
The name, address and telephone number of the primary contact person for each Small Disadvantaged Business.
4) The total percentages and each subcontractor commitment will become contractual obligations once the contract is fully executed.

5) The name and telephone number of the Offeror’s project (contact) person for the Small Disadvantaged Business information.

iv) The Offeror is required to submit two copies of its Disadvantaged Business Submittal.  The submittal shall be clearly identified as Disadvantaged Business information and sealed in its own envelope, separate from the remainder of the proposal.

v) A Small Disadvantaged Business can be included as a subcontractor with as many prime contractors as it chooses in separate proposals.

vi) An Offeror that qualifies as a Small Disadvantaged Business and submits a proposal as a prime contractor is not prohibited from being included as a subcontractor in separate proposals submitted by other Offeror’s.

b. Enterprise Zone Small Business Participation.
i) To receive credit for being an enterprise zone small business or entering into a joint venture agreement with an enterprise zone small business or subcontracting with an enterprise zone small business, an Offeror must include the following information in the Disadvantaged Business Submittal of the proposal:

1) Proof of the location of the business’ headquarters (such as a lease or deed or Department of State corporate registration), including a description of those activities that occur at the site to support the other businesses in the enterprise zone.

2) Confirmation of the enterprise zone in which it is located (obtained from the local enterprise zone office).

3) Proof of United States citizenship of the owners of the business.

4) Certification that the business employs 100 full-time or full-time equivalent or fewer employees.

5) Proof that the business’ gross annual revenues are less than $20,000,000 ($25,000,000 for those businesses in the information technology sales or service business).  This can be accomplished by including a recent tax return or audited financial statement.

6) Documentation of business organization, if applicable, such as articles of incorporation, partnership agreement or other documents of organization.

ii) In addition to the above verifications, the Offeror must include in the Disadvantaged Business Submittal of the proposal the following information:

1) The name and telephone number of the Offeror’s project (contact) person for the Enterprise Zone Small Business.

2) The business name, address, name and telephone number of the primary contact person for each Enterprise Zone Small Business included in the proposal.  The Offeror must specify each Enterprise Zone Small Business to which it is making commitments.  The Offeror will not receive credit for stating that it will find an Enterprise Zone Small Business after the contract is awarded or for listing several businesses and stating that one will be selected later.

3) The specific work, goods or services each Enterprise Zone Small Business will perform or provide.

4) The total cost amount submitted in the Offeror’s cost proposal and the estimated dollar value of the contract to each Enterprise Zone Small Business.

5) Of the estimated dollar value of the contract to each Enterprise Zone Small Business, the percent of the total value of services or products purchased or subcontracted that each Enterprise Zone Small Business will provide.

6) The location where each Enterprise Zone Small Business will perform these services.

7) The timeframe for each Enterprise Zone Small Business to provide or deliver the goods or services.

8) The amount of capital, if any, each Enterprise Zone Small Business will be expected to provide.

9) The form and amount of compensation each Enterprise Zone Small Business will receive.

10) For a joint venture agreement, a copy of the agreement, signed by all parties.

11) For a subcontract, a signed subcontract or letter of intent.

iii) The dollar value of the commitment to each Enterprise Zone Small Business must be included in the same sealed envelope with the Disadvantaged Business Submittal of the proposal.  The following will become a contractual obligation once the contract is fully executed:

1) The amount of the selected Offeror’s Enterprise Zone Small Business commitment;

2) The name of each Enterprise Zone Small Business; and

3) The services each Enterprise Zone Small Business will provide, including the timeframe for performing the services.

II-11. TAB 11, Cost Submittal
The information requested in this Part II, Section II-11 shall constitute the Cost Submittal.  The Cost Submittal shall be placed in a separate sealed envelope within the sealed proposal, separated from the technical submittal.  Offeror’s should not include any assumptions in their cost submittals.  If the Offeror includes assumptions in its cost submittal, the Issuing Office may reject the proposal.  Offeror’s should direct in writing to the Issuing Office pursuant to Part I, Section I-9, of this RFP any questions about whether a cost or other component is included or applies.  All Offerors will then have the benefit of the Issuing Office’s written answer so that all proposals are submitted on the same basis.  The total cost you are proposing must include everything that is required to make the reservation program work as required by this RFP.
To aid you in the development of cost figures, BSP has provided reservation statistics for use in understanding the volume experienced by Pennsylvania.  The figures below are representative of the amount of transactions done by the existing reservation program that BSP is using.  The Offeror must complete Appendix T, Cost Matrix, using the anticipated annual figures listed below.  These figures are based on the usage as determined from examining the activity in the current reservation program over the past three years.  A detailed breakdown of the transactions handled by the existing reservation and information program is listed in Appendix K, Reservation Program Activity.  When reviewing the numbers below, Offerors are to be cognizant of the fact that weather and other factors will be an influence on park attendance.

Depending on your proposed Work Plan for the transitioning from the current system to the new system, many of the 2011 Call Center and Internet reservations may have already been processed during calendar year 2010.  BSP’s State Parks currently has an eleven-month advance reservation program in place.
Offerors are to use the following information for calculating the cost.  These figures are what BSP expects the minimum amount of annual activity to be during the contract period, with the exception of 2015 (since this will not be a full contract year).  The actual figures may vary.
i. Reservations made at the Call Center = 60,000 for 157,000 nights

ii. Reservations made on the Internet = 82,000 for 240,000 nights

iii. Registrations made at the park for less than 30 days = 48,000 for 74,000 nights

iv. Registrations made at the park in excess of 30 days = 7,000 for 1,310,000 nights

v. Cancellations and Changes/transfers processed by all sales channels = 21,000

vi. Annual Hours of additional PA specific customized development = 200 Hours
vii. Self Registration Kiosk (monthly rental fee per unit to include maintenance) = up to twenty-five (25) over the five years.
(1) Per Transaction Cost; the total fees identified in the Cost Matrix are to include all costs, including, but not limited to the following:
a.
Direct Labor Costs.

b.
Labor Overhead.

c.
Travel and Subsistence:  The Offeror is responsible for covering all travel costs for their staff for this project.  Travel cost to the training sites and central office, as well as any additional travel that may be needed will be included in the total fee charged for services in this RFP and not separated out.

d.
Consultant Costs.
e.
Subcontract Costs:  This cost is to be included in the total fee charged for services in this RFP and not separated out, if there are any subcontractors involved.

f.
Cost of Supplies and Materials.  BSP will provide the materials needed for mailing park information requests to the customer and the credit card processing fees.  Offeror must cover costs for mailing, connectivity, and telephone service.

g.
General Overhead Costs.  Overhead includes two major categories of cost, operations overhead and general and administrative overhead.  Operations overhead includes costs that are not 100% attributable to the service being completed, but are generally associated with the recurring management or support of the service.  General and administrative overhead includes salaries, equipment and other costs related to headquarters management external to the service, but in support of the activity being completed.  Specify what specific items are included and the rates used.
(2) Other Direct Costs.  This charge would be the hourly rate identified on the Rate Card in Appendix T, Cost Matrix and charged to BSP for up to 200 hours of customized development per year, outside of the scope of the contract (refer to Section 21, Changes in Appendix Y, IT Contract Terms and Conditions).  

(3) Total Cost: 
This is the total cost of the RFP, using the calculation figures that are provided in Appendix K, Reservation Program Activity, based on the above reservation activity information.
Offeror must take into account all associated costs in providing the services and system requirements required by this RFP and generally included in the following categories:
· Operate a reservation and information Call Center

· Provide Internet reservations

· Provide in-park, real time reservation and revenue system

· Provide an integrated Point of Sale module with inventory tracking 

· Conduct initial training of park employees for the in-park systems

· Provide helpdesk support for state park employees

· Provide agency specified reporting

· Ongoing application support fees

Offeror will be compensated entirely for services of this contract based on a per transaction fee by the location that handles the creation, change, and cancellations of the reservations/registrations.  The services for customized development outside the scope of the RFP will be a separate charge.  Charges associated with Customized Development will be in accordance with the hourly rates identified on the rate card in Appendix T, Cost Matrix.
DCNR will reimburse the selected Offeror for work satisfactorily performed after execution of a written contract and the start of the contract term, in accordance with contract requirements, and only after the Issuing Office has issued a notice to proceed.

II-12. TAB 12, Domestic Workforce Utilization Certification
Complete and sign the Domestic Workforce Utilization Certification contained in Appendix Z of this RFP.  Offeror’s who seek consideration for this criterion must submit in hardcopy the signed Domestic Workforce Utilization Certification Form in the same sealed envelope with the Technical Submittal.

PART III: 
CRITERIA FOR SELECTION

III-1. Mandatory Responsiveness Requirements.  To be eligible for selection, a proposal must be:

a. Timely received from an Offeror; 

b. Properly signed by the Offeror. 

c. Meet the mandatory requirements as described below in Phase One, Administrative Screening.

III-2. Technical Nonconforming Proposals.  The Issuing Office reserves the right, in its sole discretion, to waive technical or immaterial nonconformities in an Offeror’s proposal.

III-3. Evaluation.  The Issuing Office has selected a committee of qualified personnel to review and evaluate timely submitted proposals.  Independent of the committee, BMWBO will evaluate the Disadvantaged Business Submittal and provide the Issuing Office with a rating for this component of each proposal.  The Issuing Office will notify in writing of its selection for negotiation the responsible Offeror whose proposal is determined to be the most advantageous to the Commonwealth as determined by the Issuing Office after taking into consideration all of the evaluation factors.  The Issuing Office will award a contract only to an Offeror determined to be responsible in accordance with the most current version of Commonwealth Management Directive 215.9, Contractor Responsibility Program.
III-4.  Criteria for Selection.  The following criteria will be used in evaluating each proposal.  In order for a proposal to be considered for selection for best and final offers or selection for contract negotiations, the total score for the technical submittal of the proposal must be greater than or equal to 70% of the highest scoring technical submittal. 
a. Phase One:
Administrative Screening

BSP is seeking a complete turnkey central reservation and point of sale system.  All of the items in Appendix A, Administrative Screening are mandatory requirements in order to successfully pass the Phase 1 administrative screening.  Respondent must indicate “Yes” or “No” if they can fully comply with each requirement in Appendix A, Administrative Screening.  There are no points awarded for Phase 1 – Administrative Screening, but those passing this screening will be passed on to Phase 2 of the evaluation.  Offeror must complete Appendix A, Administrative Screening, as it relates to their ability to handle this system and the responses to the RFP.

b. Phase Two:
Technical
The Issuing Office has established the weight for the Technical criterion for this RFP as 50% of the total points.  The evaluation committee will review the proposals that have passed the administrative screening and scoring will be tabulated using the criteria listed below, but not in any particular order.

Understanding the Problem and Management Summary.  This refers to the Offeror’s understanding of the agency needs that generated the RFP, of the agency’s objectives in asking for the services or undertaking the study, and of the nature and scope of the work involved.  This will then cover, in a summary, how the Offeror will approach fulfilling the RFP, the handling of the contract, and describing how staff will be provided to carry out the RFP.  Refer to Tabs One, Two and Three in response to this criterion.
Offeror and Personnel Qualifications.  This refers to the ability of the Offeror to meet the terms of the RFP, especially the time constraint and the quality, relevancy, and recency of studies and projects completed by the Offeror.  This also includes the Offeror’s financial ability to undertake a project of this size.  This also refers to the competence of professional personnel who would be assigned to the job by the Offeror.  Qualifications of professional personnel will be measured by experience and education, with particular reference to experience on studies/services similar to that described in the RFP.  Particular emphasis is placed on the qualifications of the project manager and Call Center Supervisor.  Refer to Tabs Five and Six in response to this criterion.

Soundness of Approach (Work Plan).  Emphasis here is on the techniques for collecting and analyzing data, sequence and relationships of major steps, and methods for managing the reservation program and Call Center.  Of equal importance is whether the technical approach is completely responsive to all written specifications, requirements contained in the RFP, and if it appears to meet agency objectives.  Refer to Tabs Four and Seven, and Demonstration and Oral Presentation in response to this criterion.
Available Facilities.  
By locating the Central Call Center in Pennsylvania, the evaluation committee will award extra evaluation points.  Consideration will also be given for the location/accessibility of the BSP staff to the project team during Requirements Gathering.  This criterion is to be clearly stated within Tab Four.

c. Phase Three: 
Demonstration & Oral Presentation

BSP may require Offerors to participate in oral presentations and system demonstrations, as part of the evaluation process.  Offerors are expected to come to Harrisburg, Pennsylvania, to conduct the demonstration and oral presentation.  The Offeror must be prepared to fully demonstrate the functionality of their system.  
Any commitments made by the Offerors during the oral presentation, if any, will be considered binding if accepted by BSP and shall be presented to the Issuing Officer in writing within seven (7) business days after their demonstration and oral presentation.  Handouts of the presentation that are provided to the committee will be considered part of the RFP and treated as such.  The Offeror should demonstrate the functionality listed in Appendix V, Demonstration Tasks, as well as any additional system features that would be available to BSP under this RFP. 

d. Phase Four: 
Cost 

The Issuing Office has established the weight for the Cost criterion for this RFP as 30% of the total points.  
e. Phase Five:
Disadvantaged Business Participation Enterprise Zone Small Business Participation
BMWBO has established the weight for the Disadvantaged Business Participation criterion for this RFP as 20% of the total points.  Evaluation will be based upon the following in order of priority:

Priority Rank 1
Proposals submitted by Small Disadvantaged Businesses.
Priority Rank 2
Proposals submitted from a joint venture with a Small Disadvantaged Business as a joint venture partner.

Priority Rank 3
Proposals submitted with subcontracting commitments to Small Disadvantaged Businesses.
Priority Rank 4
Proposals submitted by Socially Disadvantaged Businesses.
Each proposal will be rated for its approach to enhancing the utilization of Small Disadvantaged Businesses and/or Socially Disadvantaged Businesses.  Each approach will be evaluated, with Priority Rank 1 receiving the highest score and the succeeding options receiving scores in accordance with the above-listed priority ranking

To the extent that an Offeror qualifies as a Small Disadvantaged Business or a Socially Disadvantaged Business, the Small Disadvantaged Business or Socially Disadvantaged Business cannot enter into subcontract arrangements for more than 40% of the total estimated dollar amount of the contract.  If a Small Disadvantaged Business or a Socially Disadvantaged Business subcontracts more than 40% of the total estimated dollar amount of the contract to other contractors, the Disadvantaged Business Participation scoring shall be proportionally lower for that proposal.
f. Enterprise Zone Small Business Participation:  In accordance with the priority ranks listed below, bonus points in addition to the total points for this RFP will be given for the Enterprise Zone Small Business Participation criterion.  The maximum bonus points for this criterion are 3% of the total points for this RFP.  The following options will be considered as part of the final criteria for selection:

Priority Rank 1
Proposals submitted by an Enterprise Zone Small Business will receive three percent bonus for this criterion.
Priority Rank 2
Proposals submitted by a joint venture with an Enterprise Zone Small Business as a joint venture partner will receive two percent bonus for this criterion.
Priority Rank 3
Proposals submitted with a subcontracting commitment to an Enterprise Zone Small Business will receive the one percent bonus for this criterion.
Priority Rank 4
Proposals with no Enterprise Zone Small Business Utilization shall receive no points under this criterion.
To the extent that an Offeror is an Enterprise Zone Small Business, the Offeror cannot enter into contract or subcontract arrangements for more than 40% of the total estimated dollar amount of the contract in order to qualify as an Enterprise Zone Small Business for purposes of this RFP. 

g. Domestic Workforce Utilization: Any points received for the Domestic Workforce Utilization criterion are bonus points in addition to the total points for this RFP.  The maximum bonus points for this criterion are 3% of the total points for this RFP.  To the extent permitted by the laws and treaties of the United States, each proposal will be scored for its commitment to use domestic workforce in the fulfillment of the contract.  Maximum consideration will be given to those Offerors who will perform the contracted direct labor exclusively within the geographical boundaries of the United States or within the geographical boundaries of a country that is a party to the World Trade Organization Government Procurement Agreement.  Those who propose to perform a portion of the direct labor outside of the United States and not within the geographical boundaries of a party to the World Trade Organization Government Procurement Agreement will receive a correspondingly smaller score for this criterion.  Offerors who seek consideration for this criterion must submit in hardcopy the signed Domestic Workforce Utilization Certification Form in the same sealed envelope with the Technical Submittal.  The certification will be included as a contractual obligation when the contract is executed.
PART IV:
WORK STATEMENT

IV-1
Objectives:

Overall, the DCNR, BSP expects the system to be a very user-friendly system that combines the functionality of the existing reservation system with the additional enhancements outlined in the RFP.  The system should perform using similar procedures to the existing reservation and information program and be able to enforce State Parks business rules.  The business rules and polices that are expected to be enforced by the system are located in Appendix D, State Park Reservation System Business Rules.
a.
General Objectives  

· A service that allows a customer to reserve facilities by way of a toll free telephone call to a reservation Central Call Center or the Internet for BSP’s variety of overnight sites, day use facilities, acquire permits, and white water boat launch times, with the flexibility to add other facilities as business needs change. 

· The system is to be user friendly and require a limited amount of training for state park application users.  

b.
Specific Objectives

Application-

· Be an online, real-time system operating through the Internet using a standard web browser, such as Internet Explorer.  The Internet interface is to be intuitive, so as to allow a general public customer to make a reservation without intervention for a State Parks or Call Center staff member.  
· Be capable of registering all facilities from the individual park, using the central database.  Facilities include, but are not limited to: campsites, walled tents, camping cottages, cabins, yurts, backpack campsites, organized group tenting areas, DCNR Lodges, Nature Inns, organized group camps, winter and summer storage spaces, boating facilities (marina slips, boat racks, dry and wet mooring spaces), classrooms, recreation halls, ball fields, and amphitheaters. 

· A single centralized database that provides a centralized repository, that allows for real time updates by all users (Users is defined as:  DCNR employees, BSP Staff, the general public who are customers of the DCNR’s Park system and Offeror’s employees who require access to the system) accessing the system (i.e. reservations made at a State Park or the Call Center are immediately available to all appropriate users of the system).  
· Provide an online interactive GIS based map that facilitates site selection by all users.
· Provide a Point of Sale (POS) online “e-Store” for cross selling of retail items on the web and at the call center.  Call center items will be limited and shipping would be handled by BSP.

· Provide an automated POS revenue handling system that handles inventory control.  This includes receipt, deposit, and transmits of all sales from cash, checks, gift cards, credit cards, and e-Checks.  Maintain and track inventory for the specific POS items.  This inventory includes accountable items, such as permits and swimming passes that have unique numbers with start and stop dates, while other items such as clothing, beanie babies, pencils, puppets, etc., are not accountable items, but still must be inventoried.

· Tracks and calculates a rewards program for DCNR State Park Customers that allow them to have a reduced stay fee in the future based on the number of reservations they make using Pennsylvania’s state parks system. 

· The ability to have unique coupon discounts for use by parks, in addition to providing the general percentage and/or flat discounts based on a park and/or facility. 

· The system is to be user friendly and require limited training for application users.  A user’s guide is to be available to all users either online, in hard copy, or through a help desk support person.

· A system that is GAAP compliant and will be able to provide sufficient audit documentation when requested. 

· The Internet interface is to allow staff to upload individual site pictures that can be viewed by the customers while searching for a site.

· The Internet interface is to be intuitive, so as to allow a DCNR State Park Customer to make a reservation without intervention by a State Park or Call Center staff member. 

· Provide site specific descriptions, site pictures, and park information to the DCNR State Park Customers. 

· The ability to generate boating reservations for the following year based upon a customer having an active reservation at the end of the current season.  

· Generate automated customer reservation notification, sales receipts, specialized agreements for boating registrations, and reports. 

· For boating facilities, enforce transfer and waiting list applications prior to doing a walk-in registration.

· The cash management must be totally electronically tracked and recorded from the initial entry of a receipt through transmittal to the Commonwealth’s bank account and automated posting in to the Commonwealth’s accounting application (SAP).  The daily files will be sent encrypted to a Commonwealth FTP site.

· Check refunds are processed by the Commonwealth after receiving an encrypted file from the Offeror.
· The field application and web application must be compatible to Windows 7 as well as Windows XP.
Central Call Center - 

· Allow a customer to reserve facilities by way of a toll free telephone call to a reservation Central Call Center or the Internet for cabins, campsites, picnic pavilions, camping cottages, walled tents, organized group tenting areas, yurts, picnic groves, and white water boat launch times, with the flexibility to add other facilities at a later time.

· The capability of having an automated call distribution (ACD) system for efficiently handling incoming calls to the Central Call Center, and other methods of facilitating quality performance of the Call Center, Internet, and field parks.  This ACD will report calls from the DCNR State Park Customers, as well as, from BSP staff.

· Provide a 24 x 7 tech support toll free line for the field park employees to call for issues with the reservation program or computer/network problems.

· Provide a data management section that is responsible for all of the state parks inventory and related information.  

· An accounting section is to be provided to handle credit card transactions/reconciliation as well as call center check payments.

· Provide a reporting team that provides the required specialized information and supports the call center supervisors and park staff.

Program Management -

· Provide timely reports to facilitate management of the park system as well as revenue with an annual usage report. 
· The ability of the Commonwealth Project Manager to remotely monitor the system for performance and issues.

· Provide specialized hardware if needed by the program such as receipt printers and bar scanners. 

· Specialized reports for Central Office staff.    
· An easy to use ad hoc reporting system for administrators and end users to acquire the ever-changing information that is requested by the Bureau and other agencies.  

· Provide a method/connection to a DCNR Bureau of Information Technology centralized data warehouse, to allow for up-to-date possession of a copy of reservation data. 

· Provide a test database and program to allow for testing before training and implementation.

· Provide an accounting function for balancing out all online and call center revenue transactions as well as the field’s credit card charges/refunds using the Commonwealth’s electronic funds contract for processing the credit cards and e-Checks.

· A user’s guide is to be available to all users either online and in hard copy or through a help desk support person.

IV-2
Nature and Scope of the Project:

The DCNR, BSP desires to continue to provide a reservation service and revenue program, which BSP has had since 1998, using current cutting edge technology that is totally web based for park staff, call center specialist and support staff as well as BSP customers.  The system is expected to effectively and simultaneously process all park facility reservations (advanced) and registrations (walk in) with an integrated point of sale component that tracks all park collected revenue and is (GAAP) compliant providing real time data for all users all in one program with a single log on.  The intent of BSP is to have a single Offeror to provide, operate, and support a turnkey system that is comprised of a reservation program with a call center, field park, and online (web) component.  This Offeror will also carry out the operation of the CCC providing both reservation assistance and information, a data management team, a reporting team, an information and technical help desk, mailing basic park information packets to customers, an integrated point of sale component for all three (3) applications, any specialized hardware, and training for state park staff to operate the system and report issues.  This service is to use a single central database for everything and have a disaster recovery system in place to eliminate the loss of critical revenue data and allow BSP to be backed up and running in a reasonable amount of time.  

The Offeror must demonstrate a history of operating a service of this size for the state or federal government and all of the capabilities listed above are required.  This service is to be provided to 81 state park locations, online, a call center application, the capability to do mass emails, handle 190,000 reservations annually, individual transactions that are tied to specific revenue codes, and with a database that can handle a combination of one to one, one to many, and many to many.  

IV-3
Requirements:

IV-3a
General

For this section of the proposal, Offerors are to provide a general overview of their approach.  (Details will be requested throughout the various Requirements sections.)  It is strongly encouraged that Offerors read and clearly understand the BSP Business Rules for the Reservation System identified in Appendix D, State Park Reservation System Business Rules.  BSP will be looking for evidence of how the Offeror’s solution will help to maintain, enforce and enhance the business rules for facility registrations and reservations.  The software must allow a customer to reserve facilities by way of a toll free telephone call to a reservation CCC or the Internet for cabins, campsites, picnic pavilions, camping cottages, walled tents, organized group tenting areas, yurts, picnic groves, backpack campsites, nature inns, observatories, and white water boat launch times.  There are certain facilities that are designated park reservable and include mooring, marina, boat racks, dry storage, camper storage, and meeting rooms.

Offerors are to describe and explain their capability to meet the requirements that are described in this RFP.  If an Offeror is unable to perform any of the requirements or has additional suggestions and/or enhancements for meeting the BSP goals, those should be included.  These modifications are to categorized and noted as not meeting BSP needs, or advantages of their program to enhance BSP objectives and desires.  If there are items for which your solution will not initially meet the requirements of this RFP, provide a time-line of when these items may be incorporated into the overall solution.  

The Offeror is to complete Appendix E, System Functionality Requirements that is based on the information provided in the requirements section of the RFP.  The Offeror is also required to complete Appendix U, Performance Standards.
It is understood that the initial loading of the system data, park and campground maps, and specific training materials probably will require some assistance from the BSP.  Please outline the BSP roles in these matters and issues with data review and performing the data transfers.

Offerors shall provide a Business Continuity Plan, which is to include the CCC as part of the proposal, addressing all the functional System components (hardware, database, applications, communications, and personnel).  The disaster recovery plan shall keep service breaks to a minimum, whether such breaks are due to storms, power outages, software malfunction, or equipment failure.  Redundancy, reliability, and scalability require that the Offeror provide at least two physical locations capable of providing all services of the System. 

Describe project start-up activities and roles of BSP verses proposed project team.  Provide a high-level project schedule, with BRIEF descriptions of each step keeping in mind that the details for these tasks will be requested later in this document.

Offeror agrees to provide all the deliverables of this RFP to the BSP Project Manager in electronic format and on timely basis.  

Emergency Preparedness:
To support continuity of operations during an emergency, including a pandemic, the Commonwealth needs a strategy for maintaining operations for an extended period of time.  One part of this strategy is to ensure that essential contracts that provide critical business services to the Commonwealth have planned for such an emergency and put contingencies in place to provide needed goods and services. 

1. Describe how you anticipate such a crisis will impact your operations.

2. Describe your emergency response continuity of operations plan.  Please attach a copy of your plan, or at a minimum, summarize how your plan addresses the following aspects of pandemic preparedness:

· employee training (describe your organization’s training plan, and how frequently your plan will be shared with employees)

· identified essential business functions and key employees (within your organization) necessary to carry them out

· contingency plans for: 

· How your organization will handle staffing issues when a portion of key employees are incapacitated due to illness.

· How employees in your organization will carry out the essential functions if contagion control measures prevent them from coming to the primary workplace. 
· How your organization will communicate with staff and suppliers when primary communications systems are overloaded or otherwise fail, including key contacts, chain of communications (including suppliers), etc.

· How and when your emergency plan will be tested, and if the plan will be tested by a third-party.

IV-3b
Software

Offerors are strongly encouraged to review closely the BSP Business Rules for the Reservation System identified in Appendix D, State Park Reservation System Business Rules.  This Appendix will serve as the backbone to defining software requirements.  Pennsylvania’s State park system is complex, and the proposed solution must be able to match this complexity.  The software must allow a user to reserve facilities for cabins, inn rooms, campsites, picnic pavilions, astronomy observatories, deluxe cottages, camping cottages, walled tents, organized group tenting areas, yurts, picnic groves, and white water boat launch times.  The pricing schemes shown in Section IV-3k, Pricing, are to be honored and enforced by the program.  Most of these facilities are handled on a “per day/week” reservation scheme.  BSP will not entertain the building of a new application to suit the requirements of this RFP.  Offerors are to complete the System Functionality Requirements found in Appendix E, System Functionality Requirements.

The proposed solution must be able to handle the various revenue transactions and tasks that park staff and customers perform as BSP is requiring more than just a campsite reservation program.  In addition to the overnight reservations the software is required to handle retail sales, rental facilities, gift card transactions, boat launch permits, various boating reservations, whitewater launch times, season passes, swimming pool permits, and backpacking stays. 

Describe how the solution ensures that the BSP Business Rules for the Reservation System, are enforced by the reservation program and do not rely on the user to know the rules.  A reservation that is created is to retain the same reservation number when changes are made to the dates and/or site within the same facility type at the same park.  If a reservation is changed to another park or facility type the old number is to reflect transferred and a new number assigned.  All of these reservations will remain tied to the same shopping cart.  These rules can be found in Appendix D, State Park Reservation System Business Rules.
During the initial registration/sales process the solution is to allow staff to select various options attributes to limit the search such as pet, electric, specific site, and loop.  Depending on the facility or item, the solution is to have the option to apply a tax exemption and require staff to enter a tax exempt number, choose discount options and if applicable enter discount id number, vehicle registration number and comment, which all applied options are tied to the reservation/registration and/or sale.

BSP customers are required to have Unique Identification Numbers referred to as Visitor in Parks (VIP) numbers.  These numbers are to have the customer’s information such as the address, phone numbers, email, and vehicle information linked to it.  The Offerors’ solution shall be designed with the functionality to work with unique customer VIP numbers.  In addition, these customers are to have an option that allows them to opt in or out of receiving other emails from BSP.  Software should be able to search through telephone numbers, names and VIP numbers.  These numbers should show up in a popup, so that the program user can see similar names and phone numbers and choose the correct one.  Describe the solutions unique identifier carried by each reservation or registration, and what information it contains that BSP will refer to as the VIP Number. 

Describe any attributes of your customer records system, which make them particularly user friendly, efficient, or otherwise advantageous. 

In order to work correctly with BSP boating and camper storage the solution must be capable of tying boat and camper information with the VIP.  The solution must have a way to merge two or more VIP numbers to a parent VIP when there is an apparent duplicate or a customer has advised BSP that they have numerous VIP numbers.  To go along with this merge process the solution is to have a roll back capability in the event of a mistake by staff when merging records.  The capability for merging of records is to be based upon the user role, not all staff is permitted to do this function.

The proposed solutions method to modify a reservation or POS item is to include the following types of transactions.  The availability of the various actions is to be tied to the facility type and does not apply to all facility types.  In some cases the action is to require the user to have a manager approval to complete.  Appendix F, Permission Levels, provides a breakdown of the various levels that staff would have for performing actions in the reservation program.  In addition to determining what actions staff can do, the permission level also dictates when these options are available for staff.  For example basic user can only modify a reservation within 2 days of arrival and up to 7 days after departure where a manager could perform the task upwards to 90 days.

The proposed solution is to provide park staff the option of displaying a pegboard (grid) display and a map display of the areas showing what sites are reserved and allow for easy moving of the customer.  The maps should be interactive to indicate the amenities available and provide information on frequently asked hiking questions (distance to next shelter/parking areas, difficulty of trail, etc.).  The capacity designated for each individual shelter and tent site will be the determining factor on the number of people permitted in the area.  BSP will be responsible for providing the interactive maps with the solution having a method that permits BSP staff to upload the maps to the Offeror’s solution.  

The software is to be designed to help Central Call Center staff use campground names, lake names and common nicknames.  Software program shall be able to connect to the right park using various alias names.  For example, if a caller wants to camp at the Letterman campground, Blanchard Dam, or Sayers Reservoir, the application will be able to identify all these names with Bald Eagle State Park.  BSP shall be able to add and subtract “alias” nicknames for facilities to the software.

When checking customer history staff should be able to clearly identify what has happened with the customer’s reservation.  This is to include early departure/late arrivals displaying the dates that were removed, if a site transfer was done, which sites were involved, when extending a stay the dates that were added being displayed, and with a transfer, the history should include the sites that were involved with the transfer.

The solutions initial screens should not display any scroll bars prior to retrieving data, based on the computer being setup correctly for the display and Internet Explorer is maximized.

In addition to the basic campsite, cabin, yurts, camping cottages, walled tents, organized group tenting, astronomy observatories, and organized group cabin camps the proposed solution is required to handle the following other types of reservations and specific sales:
Boating Registrations for BSP’s are handled differently than the other reservable facilities in several ways.  Most of the boating facilities are entered into the reservation program for the entire season, which runs from 213 days to 140 days depending on the park.  These registrations pay a seasonal price and have a permit, mooring decal (these are uniquely numbered and trackable), and boat information tied to them.  While a majority of the boating slips/spaces are seasonal, parks also have designated transient slips/spaces and/or allow for overflow slips/spaces.  These overflow slips/spaces are the actual  seasonal slips/spaces that are occupied and rented out when vacant.  It is up to the individual parks to track whether or not the slip/space can be reserved.  Seasonal slips/spaces are priced differently then the transient and overflow ones.  The pricing policy for boating facilities is located in Appendix G, Pricing Policy for Boating Facilities. 
The solution needs to have the capability of automatically creating the following years registration for summer and winter boating facilities, creating the permit for BSP mailing, and sending out reminder letters if not paid by a certain date, and the voiding of non-payment registrations after a park specific established date.  The creation of the following year’s registration is based on the customers that are in a slip at the end of a season.  Those customers have first rights to the same slip for the next year.  The following is BSP’s registration schedule for processing the annual boating renewals.

Summer Boating Permits

· End of October: Have the Section Chief request Offeror to generate the following year’s summer boating permits.  These are based on occupancy on the individual parks season ending date.  A summary spreadsheet report is required to be created by the Offeror once these have been generated. 

· First week of November: Send the spreadsheet of winter boating reservations to the appropriate parks for verification and modifications.  All updates/voids are to be completed by the end of the month.  Advise DEP print room of pending job at the end of the month. 

· November: Request the section administrative assistant to order DCNR letterhead (13,000 sheets) for use with the summer boating permit mailing and the reminder letter.

· First week of December: Print the reservations and make sure the revised cover letter is sent to the Special Projects by the administrative assistant.  Can only do half of the permits and send 300 per print order.  The PRRS Section AA needs to submit the electronic print request. 

· January 2: Verify the generated upcoming summer seasonal boating reservations for all boating parks were mailed out with the approved cover letter.  The actual printing and mailing is handled by the DEP mail room. 

· February 1-10: Generate the reminder letter for the unpaid summer boating reservations and have them mailed out.  Staff needs to verify the payment date has the correct year on it until the letter in ReservePA is updated.  These are mailed out as DEP prints them.  The processing of the letters is normally done over a three day period during the week.

Winter Boating Permits

· Last week of July: Have the Section Chief request Offeror to generate the winter boating permits.  These are based on occupancy at the time of the individual park’s season ending date.  The only State Parks included in this process as of the fall of 2010 include Nockamixon, Bald Eagle, Moraine, MK Goddard, and Codorus.  A summary spreadsheet report is required to be created by the Offeror once these have been generated.

· First week of August: Send the spreadsheet of winter boating reservations to the appropriate parks for verification and modifications.  Advise DEP print room of pending job at the end of the month. 

· Last week of August: Generate the permits using the DEP computer in the print shop.  Staff will need to download the XML directory for the current date on to a thumb drive for use in the computer.  DEP staff will need to log on for parks to print. 

· September 1: Verify the generated upcoming winter seasonal boating reservations for all boating parks were mailed out with the approved cover letter.  The actual printing and mailing is handled by the DEP mail room.

Customers are permitted to have numerous boats and reservations.  Therefore, the solution is required to link all of the customer’s boats to the VIP number along with the individual boat to a particular registration.  With these different relationships the solution must provide a way for staff to update boat information, in the event the incorrect boat is associated to a registration and update the registration to relate to the correct boat.  In addition the solution is to have the capability of deactivating a boat if it no longer belongs to the customer, and only allow deactivation if there is no active registration at that time.  Additional information for the boating facilities is as follows:

· Type of craft
· Model

· Year

· Manufacture

· Hull identification

· Construction 

· Capacity

· Length of craft

· Width of craft

· Motor manufacture

· Horsepower

· Boat registration number

· Trailer type

· Trailer license number

· Comment Field

The field staff must be able to query on these fields.

BSP boating includes the option for parks to have transfer and waiting list options.  These decisions are based on park by park basis as well as individual facilities.  The solution needs to enforce that a transfer list record takes preference over a waiting list record, which have preference over a walk in registration.  Transfer list customers are able to choose individual slips/spaces from within a designated sub area or slip size.  Waiting lists include all slips/spaces from a park determined classification.  These determinations are based on park by park basis.  For example, a park that has a marina can designate a list by slip length (16’, 20’, 24’ and 30’).  If a customer cancels their registration and that reservation is associated to a transfer list the customer’s record is to be voided from the list, as a customer can only be on the transfer list when they have an active registration from year to year.  To assist park staff with maintaining and working with these lists the following guidelines are to be used with the proposed solution.

· Spaces and slips will be designated for a particular waiting and transfer list.  Parks will assign slips/spaces to their unique listing.

· Each park will be canvassed to provide their respective listing for use in establishing them.

· For adding new records, staff will be able to select a particular list and the proposed solution will return just those slips for assigning to a customer.

· For updating historic records staff will have a management screen which will allow them to assign the slip/space heading for each record.

· Once a customer is assigned to a list, only staff with permission level 99 will be allowed to edit the list. 

· The list headings then will be used for reporting purposes.

Explain the Offerors proposed systems capability to handle the boating module.  

Day Use Facilities that include pavilions, meeting rooms, and picnic groves are handled slightly differently due to these facilities being reserved on a daily basis compared to a nightly basis such as the campsites and cabins.  The facilities have limited seating, which is used as a guide for the public when reserving a facility.  In most cases the Central Call Center can reserve the facility if the group exceeds the capacity as long as they inform the customer that there is only seating for a specific number and additional tables/seating will not be provided.  When making reservations for these facilities along with the inns, organized group tenting, and organized group cabin camps require that a group name option be available for customer and staff use if the VIP is not in a group name or the reservation is tied to a special event. 

Launch Permits are handled through the reservation program and are uniquely numbered.  These permits include a 7 day permit, which expires 7 days from the sale date, and 1 and 2 year launch permits that expire on a calendar year based upon the sale date.  The proposed solution is to allow staff to search for a particular permit number and run reports on permits that have been issued.  BSP is responsible for providing the permits. 

Backpack Campsite reservations will be made by calling the individual parks, call center or over the Internet.  All offices in the Laurel Ridge, Kooser, Laurel Hill, Oil Creek, Raccoon Creek, Moraine, Clear Creek, Cook Forest, and Linn Run State Parks will be able to make future reservations.  The backpack camping is handled differently than regular campsites.  The number of sites that can be reserved is limited and customers are only permitted to stay one night in a given area.  The cost of the reservation is based on a per person charge with a maximum amount per day being permitted as noted in BSP standard fees, which can be found in Appendix H, State Parks 2011 Fee Structure.  The proposed solution requires a process that allows users to modify the areas being used, the number of people, as well as changing dates.  The Call Center application is required to handle backpacking reservations.  Customer Service representatives would require special training in order to be authorized to handle backpacking reservations.  This would require similar set up that is currently being used for the whitewater facility.  This functionality will be developed for release in 2012.

Whitewater Launch Times reservations are handled through the reservation program and are based on site standard guidelines where designated times have a certain number of slots and customers can reserve anywhere from one slot up to the maximum number.  The solution must also have the flexibility to handle season passes for whitewater customers where a customer pays for a year long pass which entitles the customer to unlimited reservations for one person at no cost for the year.  These season passes can be purchased anytime during the year, expires at the end of the calendar year, and are only valid for that year.  They can’t be applied to reservations for the upcoming calendar year.

In addition to the regularly collected information on the customer/group the following will also be required to make a reservation.  Multiple vehicles and parking locations can be entered if appropriate.

· Vehicle’s make and model

· License number and state of registration

· Departure location/parking location

· Comment field (used for route of travel additional vehicle information, cell phone numbers, etc.)

Swimming Pool Season Passes are processed through the reservation program and are valid for the calendar year that they are purchased in.  The proposed solution is to assign a unique number to each person.  Family passes are to cover up to five family members and charge the same price whether 2, 3, 4, or 5 family members are designated.  The solution is to tie the family members name to the unique pass number that the program issues.

The Camper Storage facility is treated similar to other overnight facilities with the exception that information about the camper is to be tied to the customers VIP number.  The following information and is used when printing the associated permits.
· Type of Unit

· Length in feet

· Unit Registration Number

· Manufacture

· Width in feet

· Description

Rental Activities such as boat and bike rentals are to be processed by the solution.  The process must include the capabilities to impose special discounts, additional fees, charge damage fees and adding comments to the sale that is tied to the shopping cart.

A Check-in/Check-out Option is to be available in the proposed solution to allow park staff the option to use it to track customers.  The option will allow staff to check customers in and out or as a “No Show.”  If a customer is being indicated as a “No Show”, staff will have the option to issue a full refund (manager approved), partial refund, or no refund.  Staff will have the ability to print the status of customers on any given day.  In addition the screen should display customers that are due out or due in and allow for paying reservations that have a balance due.  If a balance is due the customer will not be permitted to be checked in until the balance is paid.

The proposed solution is required to print out Facility Specific Permits to go along with the payment receipt.  These permits retrieve information from the inventory as well as a look up table for permit conditions and violations.  Appendix I, Reservation Permits, provides a sampling of the various permits.  The permit conditions and violations are standard.  All other information comes from the inventory.

Describe the Reservation Status Categories identified by your solution - such as confirmed, cancelled, held, complete, etc.  Provide examples of the types of confirmation and cancellation notices (letter, email, and Internet) that the Offeror has used on other projects.  These should be included as an Appendix to the proposal.  The solution is required to send confirmations automatically to customers that cancel or change a reservation, as well as, during the initial creation.

Describe how the solution will provide updating and Dynamic Refreshing of screens when a reservable facility has been reserved, changed, cancelled, no-showed, made unavailable to reservations, or made unavailable to registrations.  Make sure to cover how the software will accomplish this at the Call Center, Internet site, and park.

Cautionary Messages are to be used by the solution to advise the call center operators as well as customers to important information regarding the specific park and facility type.  All messages, which are applied to the online and call center applications, are to have an active start and stop date, which will display the messages when a reservation arrival date falls within the active date range.  Describe these messages that may be placed on parks, sites, cabins, park advisories, etc, and when and how these are viewed by Call Center operators, in-park staff, and Internet customers. 

Customer Alerts are warnings that are put on by staff to advice of a problem with a customer.  These alerts could involve bounced checks, eviction from the park for rule violations, or other problems with them.  The alert is tied to the VIP number and can only be added by staff with a certain permission level and above.  In the case of the customer issuing a bad check to BSP, these are to be automatically assigned by the proposed solution.  There must be a method for the project manager to remove an alert that was mistakenly added to a customer.

The Offeror must implement a Customer Rewards Program in working with BSP, must be able to develop and maintain a customer reward program that will track each overnight stay and/or point of sale transaction by customer.  The program is to be used to promote lower use parks and encourage customers to return, and reward loyal customers.  The program is to be implemented during the second year of the contract.  The Offeror will work with BSP to develop the appropriate business rules and implementation of a customer loyalty program for customers that use the parks overnight accommodations, day-use facilities, and retail stores based on the following requirements and guidelines.  This capability will be available for BSP in 2012. 

Requirements -

· The rewards program will be treated as a discount as no actual revenue will be processed or accounted for in the accounting application. 

· The proposed solution must be able to track each overnight stay and/or point of sale transaction by customer.  The solution will utilize the unique customer VIP number as a means of tracking purchases by a specific customer.

· The tracking will be permitted to be done in either a point based system or a record of actual amount spent.  The decision of which method to use will be made by BSP in consultation with the Offeror developers.

· Cashing in on the points will be either through receiving a free or partial stay based on the facility type or through a cash equivalency reward/discount setup.

· The solution must maintain a cumulative record of each person’s account that will roll over from year to year.  

· BSP will have a management screen to handle the business rules and be responsible for establishing the criteria to earn points.  At certain milestone levels that are yet to be determined, the customer will be eligible for a promotional award, which could be a discount on an overnight stay or purchase, free merchandise or some other benefit.

· The system will be two tiered to allow BSP to establish the base points for all facilities and then customize certain pars and/or facilities to be classified as bonus points.  This would encourage customers to use underutilized parks/facilities and/or dates to help increase revenue and attendance.

· Customers will be able to check their current point value online as well as requesting the call center or field staff to check the balance.

· Customer Account Modification will be permitted.

Earning Guidelines - 

· Earning potential can be done through the POS Retail/Rental/Camping Tabs with the redemption being available through the same tabs.

· Multiple reservations made by one VIP will result in all points going to that particular VIP.  Points will not be permitted to be tied to the occupants. 

· The applications will provide the ability to apply points for the discount after the reservation is created, but it will be password protected. This will initially be set at a permission level of 90.

· Customers with duplicate information will need to be merged prior to the start of program in order to avoid issues.

· The Call Center and Field can use the same URL to check the customer’s account balance.  Customers using the online will be able to view balances through their account.

· Once the VIP is chosen auto populate the loyalty card number, but make the field modifiable in case customer chooses to assign to another card number.  The option to use the customer VIP number for this will be determined cooperatively with the Offeror.

Redemption Guidelines - 

· For a POS retail item, the retail item will be required to be in its own shopping cart.  

· Camping tab points will be at the reservation level.

· All redemption will be in the form of a discount, not as a form of payment as previously discussed.  Free nights will be treated as 100% discounts.  This will alleviate the taxing issues. 

Activation Guidelines - 

· An Activation Website will be needed and will be used for all three (3) sales channels to activate the Rewards Card.  The web site will be used by Central office staff only to modify the point levels.  Central office staff will setup how many points are earned by the card holder for:

· Reservations (All facility types excluding boating)

· BSP will be able to specify which POS Products are included in the program.

· Rentals (Parks that are using the rental tab for boat rentals will be permitted to earn points.)
· The setup the point level for a customer to redeem the reward in the following categories:

· Reservations will be based on flat rate or possibly receiving a free night based upon the facility type.  The discount will not use percentages.

· POS Redemption is to be based on a percentage discount or a flat rate.

· Rental Redemption will be based on possibly a single rental, flat rate, or a percentage as agreed upon by BSP and Offeror.

Point Maintenace Guidelines - 

· Points earning will be set up as such and will be maintained by BSP

· Points are earned based on the Park, Campground, Property type, Date Range, Day of Week.

· Per night $  (example 20 pts per $1 spent)

· Flat rate on the number of nights reserved (example 100 points for every week rented).  This flat rate will be an optional feature for use by BSP.

· Flat bonus per reservation (example 10 bonus points per reservation). 

· Points are deposited the day after the final departure date of reservation. 
· A date range option should be included, with a two (2) date range max on the sub-product level to allow staff to designate times when rewards would be earned. 

· Points are assigned by the POS Park, Location, Product, and Sub-product. 

· Flat bonus points per product/sub-product

· Per $ (20 pts per $1 spent) per item purchased (product/sub-product)
· The include all or exclude all option is to be available on the sub-product level

· A date range option should be included, with a two (2) date range max on the sub-product level to allow staff to designate times when rewards would be earned. 

· Points are deposited after the sale is completed. 

· Points are assigned for Rental Items by Park. 

· Flat bonus points per rental/sub-rental (example Bikes/Child)

· Per $ (example 20 pts per $1 spent) per rental

· The include all or exclude all option is to be available on the sub-product level

· A date range option should be included, with a two (2) date range max on the sub-product level to allow staff to designate times when rewards would be earned. 

Reward Points -

· Points are to be setup on the reservation by night.  BSP and the Offeror will need to agree upon a manageable way to handle variations such as premium nights along with pet, electric and water. 

· The set up will be the same Park, campground, property type. 

· Reward points must be setup to be allowable on certain days of the week and dates (holidays). 

· Reward Points are setup on each specific POS items.

· By Park, Location, Product and Sub-product.

· If using a percentage discount then by product or shopping cart. 

· To allow a full discount by single product.
· Reward points will be deposited after the sale is complete.

· Items that are returned must reduce the customers reward points appropiately
· Reward points are setup for each rental 

· By Park, Location, Rental and sub-rental

· Use a percentage discount or provide a free rental increment.  

· Customer Account Modification Screen for central office staff to manage customer accounts
· Reports that are required to be provide with BSP and Offeror agreeing upon setup and data reported out:

· Reward points earned and redeemed

· Customer status report

· Earning potential report that provides customers with a break out of how they will earn reward points 

BSP currently provides Interactive Maps without the site numbers at various sizes in a JPEG format.  This poses various scaling and maintenance issues with tying the JPEG with the interactive map.  If the scale/size changes, the position is tied to an X Y spot that does not provide any flexibility.  BSP is interested in providing GIS maps in the State Plane coordinate system.  This would allow for great flexibility and improve customer service.  The interactive map would be stored in real time coordinates to allow future enhancements.  Offeror is to describe the solutions capabilities they have as well as how the solution reacts to enhance BSP’s interactive maps taking in to consideration the following items:
· The proposed solution to allow designated BSP staff to upload the maps to the system.

· The ability to zoom in and out such as done in virtual earth and Google maps.

· Depending on the scale being displayed at a given time certain items would be displayed.  Example zoomed out at a park or surrounding area level the individual sites would not be displayed.  Then when a customer zooms in to detail level the sites appear with the site numbers.

· Possibility of having a legend that would allow customers to turn off or on certain layers of data such as topography, satellite imagery, etc.

Describe the process and timeframes used to notify the BSP of changes in file structure and specifications, or significant system maintenance or upgrades that may disrupt system operation.  

Describe how the proposed solution could prompt users for a unique password, pin number, card number for the customers to receive discounts (ADA Discount, waive change fee) or a refund if the information entered does not match the agreed upon criteria to recieve a discount.
Describe the capabilities of the software to display maps of the park, campgrounds, cabin areas, group tenting areas, and pavilions.  In addition, display individual site maps that would show the various designation statuses of the sites, as well as, the systems capabilities to then print out the maps that are being displayed to the user.  The interactive mapping should allow customers to book sites that are partially available for the time frame without having to go back and change the search criteria.  What would be needed of BSP in order to take advantage of the capabilities described?

The Offeror is to provide the Gift Cards for BSP.  Currently state parks have two designs and will be developing additional statewide gift card designs, up to a maximum of two (2) new designs, during the course of the contract.  In addition, BSP would like to try up to three (3) park specific card designs as well.  Orders would be set to a minimum of 500 and a maximum of 2,000 for each design.  A maximum of 12,000 cards would be requested during the course of the resulting contract.  All applications are to be able to sell, redeem, and check balances of the gift cards.  The following are the guidelines for the gift cards:
· BSP will be responsible to provide the design in an Adobe Illustrator format similar to the existing ones that are being produced.

· The Offeror will be responsible for purchasing and loading the cards in to the solution.

· Gift Cards will have designated designs assigned to them for input in to the system for tracking purposes.  

· The card names will be limited to a maximum of 30 characters.  

· The current gift card numbering setup is made up of 10 characters.  The first three digits (797) identify PA State Parks, digits 4 thru 9 are unique and a continuous number from 000001 to 005999 and the 10 digit is random between 0 and 9.

· The proposed system must be able to recognize and apply available balances on gift cards at the time of the transfer to the new solution.

· Gift cards are to include a scratch off pin number for security purposes.  This pin number will be a four digit number for use when applying the gift card as a form of payment.  The field, call center, and online applications must be able to input the number and verify it.  

· The system must be able to determine whether the gift card was a pre-2011 card in which pin numbers were not used, or a new card using the numbers.

· BSP will be responsible for mailing gift cards out that are sold via the call center or online based upon the solution providing a spreadsheet report that can be mail merged by BSP staff.

· Any process that the proposed solution uses for Re-Assignment and Assignment is required to display the card design type for better processing, accounting, and tracking.

Offeror is responsible to acquire and maintain all Software Licenses associated with the proposed system.  Any changes or upgrades to the System must include a documented risk analysis.  Offeror will devise and use a daily data backup as a part of scheduled preventive maintenance.  Discuss archival retention and scheduling.  The Offeror will provide the capability to query historical data.

In the event the proposed solution uses word templates for reporting or permits, the solution is to be able to work with Microsoft Office 2000 and 2007.

The proposed solution is to contain a field noted as a park CC/Web Advisory.  Both the call center and online applications should see this advisory.  BSP provides this alert information to the data management team to advise customers of current issues at the park with reserveable facilities or issues that may impact reservations at the time.  This advisory is to have a start and stop date that it is displayed only when in effect.

As parks designate campsites and cabins as Modern or Rustic, the proposed solution needs to identify these classifications for use by the call center, field, and public when searching for facilities.  When generating reports, the results are to be displayed with modern/rustic types split out and not combined.  The modern/rustic designation is required to be at the site level.  BSP and the Offeror are to agree upon the classification/display of sites that are modern part of the year and rustic other times of the year based upon the parks operation with the closing of the campground comfort facilities.

Describe how the system will provide Facility Characteristics for each campsite, cabin, etc.  The criteria may be different for cabins versus camping, etc.  Also explain what additional characteristics or changes could be incorporated to provide better customer service and easy maintenance. 

Describe how the software accommodates the following Facility Management and any additional features or recommendations for easy management of the park facilities is handled:

· The ability to generate letters to the people and either reassign them to a similar facility or cancel their reservation.  

· To allow for large mailings to be produced by the central database to notify large numbers of people of cancellations or changes at the park affecting their stay. 

· The addition and modification of facilities to a park or area within the park.

· Blocking the Call Center and Internet from taking reservations and the blocking of arrival of customers on a certain date, yet allowing the customer to reserve through the blocked arrival date.

· Designating sites for predicament situations and for use by campground hosts (customers who stay for months at no charge).

· The adding and modification of features to the park, selected areas, and individual sites/slips.

· The providing of directions to the park and areas as well as contact information for the field park. 

The proposed solution is to have the ability to have a Site Search for an individual site number and retrieving the reservation based on the current date within the field application.  Search will be restricted to stay dates plus the departure date.  In the event one customer is checking out and another is checking in on that date, both records will be returned for staff to select.  Search date will be based on the current date as noted by proposed solution.  Staff must type in site name exactly as identified in the database with the exception of upper and lower case characters.  Default setting should update everything to upper case.

The proposed solution is to allow park staff to make advance reservations based upon their user role for facilities that are restricted to call center and Internet reservations.  

IV-3c
Hardware

BSP will be providing the hardware and network connection needed at the field park locations.  This will include the personal computers, monitors, various attachments, and the printers that will be used by the field parks for working with the Offeror’s system.  A majority of the field park computers are configured to meet the following minimum requirements to be used to run the existing reservation software and allow the staff to efficiently record reservations on the central database.  

State Park Workstations –
· Pentium 4, 2.8GHZ 

· 2GB NON-ECC SDRAM

· 80 GB SATA Hard Drive

· 17’ Monitors

· Windows XP Professional SP 3

· Laser Printers

· Thermal Receipt Printers

· Dual Track Credit Card Swipes

· Cash Drawers

· Barcode Scanners

The Offeror will be required to provide any supplement/specialized hardware that is needed to work with the system proposed.  Currently, BSP is using approximately 150 cash drawers from MMF Industries, model #25-2232.  As for credit card swipes, the parks are using Tech ID model #IDT331-12 dual track readers.  BSP is providing the parks with a Gryphon D4330, USB barcode scanner and Star TSP 800 and 847C – Thermal 2 color printer.  If compatibility with these drawers, thermal printers, bar code scanners, and credit card swipes is not an issue with the proposed system, they can be maintained for use with the proposed system and BSP would replace when needed due to failure or damage.  In the event the existing cash drawers, bar scanners, thermal receipt printers, and credit card swipes do not work with the proposed system, the Offeror would have to provide them, and take responsibility for their maintenance and support.

Offeror is to provide any specialized hardware that is required for proposed solution and fulfilling the proposal with the exception of the items listed above.  

Describe your approach to dealing with hardware system "crashes" at the Call Center, Internet, and all in-park systems, addressing at least the following attributes: 

· Experience with in-park system, Call Center, and Internet crashes. 

· Experience in this regard from the simplest of problems to the most difficult. 

· Operational statistics in this regard. 

Describe how Offeror will provide the BSP with the ability to monitor whether the Internet site is functioning, if it is down, and when this occurred. 

Describe the security features for the Call Center, including, key or security card access, intrusion detection systems, UPS and full backup electrical power capable of sustaining all critical computer systems for a continuous 24-hour period, and on-site/off-site data storage security systems. 

Temporary database access interruptions must not prevent the parks from capturing registrations for later processing.  Describe your backup procedures that would be available to the park in the event of network failure of an in-park system.  Also include in your discussion: 

· How the Offeror will rebuild financial history in the event of a network failure? 

· How the BSP will be notified in the event of a network failure at the Offeror’s location that prevents access to the reservation program?

BSP requires the Offeror to develop and provide up to a maximum of twenty-five (25) Self Registration Kiosks for park users to register upon arrival at the park.  The self registration kiosks will be located outdoors in a secure location selected by BSP.  Kiosks will allow a customer to register for any available campsite in the campground or check to see what site they had previously reserved.  For registrations, Kiosks will collect the same information that is collected during a registration handled by park staff at the contact station or park office.  

Kiosks will also allow a customer to cancel, extend or change sites in compliance with the BSP business rules and provided the original reservation or registration was paid for with a credit card.  Kiosks will only accept credit cards or gift cards as payment for camp fees.  The Kiosk will print out the receipt at the time of payment.  Permits will be printed at a later time by BSP staff.

Kiosks will be user friendly so that a customer may use a kiosk with minimal instructions.  Instructions must be provided at the kiosk site.  They may also contain general information (maps, special event information, etc.) for the specific park.  The Offeror will be required to maintain the kiosk structure and equipment.  BSP will be responsible for the maintenance of the building/structure the kiosk is located in as well as providing the network connectivity.
The Offeror will be required to provide a work space for the BSP Project Manager at the call center with a phone and network connection.  BSP will provide the manager with a computer, monitor, keyboard, and mouse.  The Offeror will provide a quest account for logging on to the network to allow access to at least all of the system applications and Commonwealths web pages that include the state.pa.us relationship.

BSP will provide network connectivity for the kiosk and any consumable supplies, unless the receipt printer requires specialized paper beyond the paper used in the Star TSP 847 thermal printers.  The Offeror is to provide the kiosk, software modifications, and all equipment.  All registrations and reservations will be invoiced by the Offeror and reported as field generated transactions.  BSP will create a separate location at the impacted parks for tracking the usage.  
IV-3d
Telecommunication/Connectivity Specifications

Network Connectivity -

The proposed system must provide for real time data access and exchange between the centralized databases, Call Center operations, Internet access, and the field parks.  BSP will maintain the network connections to the Internet and between the parks using a combination of local LANs and WANs.  All parks access the Internet through DCNR’s Internet connection and use Internet Explorer 7.0 or higher.  The system must allow for remote monitoring of Call Center operators and Internet usage by BSP administrative staff.  

Describe how Offeror's proposed solution provides for rapid and seamless communications between the in-park, Call Center and Internet portions of the system. 

Offerors should describe how the parks and any other wide area communication users will be provided with real time data access and services with the single central database will be accomplished.  System functionality shall address communications needs in a manner that does not compromise staff time or system performance and stability.  Explain how the Project Manager will be able to interact with the system for management and financial information purposes for purposes of contract performance and financial auditing.  

If there is a data transmission failure between the in-park system and the Call Center, describe how it is discovered and who is responsible for notification of the failure.  All park offices are subject to occasional power outages.  Describe the following: 

Explain the notification process from park to Call Center when in-park system is not functioning, or any connection to the Call Center is not working (phone or electric lines).

· How the park would typically handle customers at the park when the in-park system is not functioning. 

· How the park would typically handle customers at the park when the in-park system is functioning, but communication is lost with the Call Center or the central application server?

Offerors may suggest alternatives to the System interfacing with the parks (i.e. Internet based web/integrated VPN access with secure encryption) if such alternatives will provide the functionality as described above, but at a more cost effective and productive manner.  

Call Center Telecommunications -
BSP will be looking to the Offeror to propose a Transition Plan from our current Call Center to the Offeror’s proposed Call Center.  The Automated Call Distribution (ACD) statistics for the current call center are provided in Appendix J, Call Distribution Statistics.  These statistics are shown for 2006 through 2009, due to the change in the Offeror operating the Call Center.  Should this Transition Plan include a process of having both centers running in unison, this transition for the 2011 reservation season is to be as seamless to the customer as feasible.  For example, the customer will call the published toll free number and the customer would then first select making a reservation in 2010 or in 2011.  If the customer selects the 2010 reservation option the call would be routed to the Active Network Call Center and if they would choose reservations for 2011, the call would be routed to the Offeror’s Call Center.  Additionally, another example may require a reservation data transfer during a time when the Call Center is closed.

Regardless of proposed Transition Plan, the Offeror’s facility must allow for a toll free number with roll over lines for the public to make reservations and comply with the standards in this RFP, as well as one number for the parks staff to access the help desk.  BSP will maintain ownership over the two toll free numbers (888-727-2757, 888-537-7294, and 800-637-2757) while the Offeror is responsible for paying the monthly invoices for this service.

Describe the detail and what type of reports the ACD system provides or any other monitoring reports by the Call Center to show telephone handling efficiency.  The ACD system should allow access to the real time activity and be capable of being accessed by designated administrative staff.  Please indicate if the Offeror is willing to provide this and the systems capabilities.

Describe how the communications is sized to handle the anticipated volume to include start up and providing alternative methods based on the Offeror’s anticipation of BSP needs.

IV-3e
Central Call Center

The Central Call Center (CCC) will utilize Commonwealth-provided toll free numbers (including, but not limited to 1-800-63-PARKS, 1-888-537-7294, & 1-888-PA-PARKS).  The CCC will be responsible for handling state park reservations for campsites, walled tents, camping cottages, cabins, yurts, pavilions, inn rooms, picnic groves, backpack camping, organized group tent camping areas, white water boating launch times, limited point of sale items, and other related reserveable facilities as designated by the Department Project Manager.  In addition, the CCC staff will be responsible for providing general park information via mail or telephone and answering all customer questions and complaints.  

Offeror must begin full operation of CCC services, with no disruption to the existing level of service.  Downtime with the call center operation during the migration must not exceed 10 days with the time frame being agreed upon by BSP and the Offeror.  The CCC must be located within the continental United States.  During operation of CCC services, the Offeror must adjust to any reasonable changes which may be brought about due to changes in Commonwealth legislation, policy changes, fee increases, issuance of new manuals, changes in BSP operations, changes to the software, connectivity and security requirements, etc.  CCC Operation must meet acceptable performance levels defined CCC Performance Standards.  Failure to meet the performance objectives will result in liquidated damages being accessed and consideration by BSP to terminate the contract if the unsatisfactory performance continues.

The conversion from the existing CCC to the Offeror operated CCC is to be clearly defined in your proposal.  Regardless of your solution, the customer will be shielded from this change over and the need for having 2010 reservation and revenue data transferred eliminated.   Appendix K, Reservation Program Activity, shows the number of reservations processed by the CCC along with the field and online applications for 2006 through 2009.

Central Call Center Operation - 

Hours of operation will be 7:00 AM (Eastern) until 5:00 PM (Eastern), Monday through Saturday year round.  Modifications/Changes to the hours of operation can be made as mutually agreed to between the BSP Project Manager and the Offeror.  Heavy volume seasons may necessitate extended hours on certain days and/or expanded to a seven-day per week operation (including Commonwealth holidays) as mutually agreed upon by the BSP Project Manager and the Offeror.  

The CCC may be closed on January 1, Thanksgiving, December 25 and other designated holidays at the Commonwealth's option.  If any holidays fall on a Sunday, the closing does not extend to an observed day for the holiday.  Additional closings or a reduced level of service may be allowed at the sole discretion of BSP in cooperation with the Offeror.  A message is to be available to callers at all times when the CCC is closed.  BSP will need to approve any message used on our behalf, but at the least this message is to indicate that the CCC is closed, the reason for the closure, business hours and that they may make their reservations on the web site (once implemented). 
The Offeror is to provide the following information:
· The location or locations of your CCC, the physical characteristics of each center, and if more than one center, the nature of the interaction between locations, including the following attributes.  If you will have only one CCC, provide the size and nature of the facilities available.  If you will have more than one CCC, identify the primary CCC with the same above attributes and the address of all other CCC’s. 

· The nature, history and volume of business now being conducted by the primary CCC, how many operator seats you now have, and how many additional seats will be needed in the CCC to accommodate this new contract.

· If more than one center will be involved, how will you distribute calls, approximately what percentage of the BSP reservations will be handled by each Call Center on an annual basis, and how will quality and consistency be achieved over all Call Center’s involved?

· Should you have a single CCC, explain your plan for maintaining an open line during power outages or system down times.  If remaining open is not feasible, what is your estimated downtime when the system experiences a failure? 

The CCC according to the Business Rules for the Reservation System, Appendix I, Reservation Permits, will accept reservations.  All individuals making a reservation over the telephone will be issued a Reservation Confirmation Number and the VIP number.

The CCC will request advanced payment in accordance with a fee schedule established by the BSP.  Payment is to be received within ten (10) days after making the reservation.  The proposed solution will allow for a four (4) day grace period prior to performing the auto cancellation function.  The type of payment must be shown with other reservation information.  All payments must be made out to the “Commonwealth of PA”.  Type of payment will be accepted as follows:

· Personal Checks, both in and out of State

· Credit Cards (Visa, MasterCard, Discover, and American Express)

· Check Cards w/Visa or MasterCard Symbol

· Traveler’s Checks

· Money Orders

· Gift Card

· Electronic Check 

In addition to a reservation confirmation number, confirmation of a reservation will be provided to any individual making a reservation and the Offeror receiving full payment of same, utilizing a confirmation letter/email for all facilities reserved, transferred, and/or canceled by the CCC.

The CCC, upon request by a customer will mail the following types of printed information in conjunction with the BSP.  When possible, the Customer Service Representatives (CSRs) should encourage the customer to visit the state parks websites to download and/or print needed information.  The postmark on all mailings must be from a PA post office.  Items that are sold through the call center such as calendars and gift cards will be mailed by BSP based on a report that is generated routinely by staff out of the proposed solution.  Noted below is the number of mailings of information and the amount.  This table does not include mailings of confirmation letters, just information requests.
	Year
	Packets
	Items

	2006
	1,320
	4,306

	2007
	1,868
	7,345

	2008
	2,313
	7,679

	2009
	2,892
	9,649


This list is not all inclusive.  Items with the asterisks are included in fulfilling a customer’s request for general information.

· State Recreational Guide (limit 2 per inquiry)*

· State Transportation Map*

· State Park Mini-Maps (limit 10 maps per inquiry)

· Campground and Cabin Maps (limit 10 maps per inquiry)

· Organized Group Tent Area Camping Maps

· Conservation Volunteer Brochure

· Stay the Night Brochure*

· Informational and/or promotional items

· iConserve pamphlet/rack card

Central Call Center Staff -

BSP personnel may at their option place calls to evaluate the content of responses to questions and to test the Offeror’s solution performance.

All staff handling State Park reservations and information must be thoroughly trained in effective telephone hospitality techniques.  In addition, staff must be well trained and knowledgeable in the reservation process, park policies, data entry standards for all pertinent information, and the services and facilities provided by the BSP.  Staff would be expected to have good grammar skills, effective speech characteristics, and be able to pass a test on state park information after receiving training. 

The selected Offeror must ensure that the CCC Staff follow Commonwealth policies, management directives, and sign off when required on certain management directives.  These directives include, but are not limited to, Internet usage, email protocol, and harassment training.

The BSP Project Manager will approve all standard presentations and/or scripts used by CSRs to take reservations, disseminate information, and deal with caller problems, objections, and complaints.  The Offeror’s CSRs, accountants, and managers will make every effort to answer all public questions regarding Pennsylvania State Parks and send out information packets.  All questions about State Parks, which cannot be answered by the CCC staff, must be referred to the appropriate State Park and/or the CSR is to provide the caller with the park telephone number/address or other contact number/address.  CSRs and managers will provide courteous and friendly service when dealing with the general public.  Describe what the CSRs are informing the public of as a reservation is made.  Provide a copy of the script that is currently being used by the Offeror’s operating CCC.

The CSR will provide the following type of information by phone when handling phone calls.  This list is not all inclusive:

· State Park phone numbers

· Contact numbers for other states park systems

· State Park facility and program availability information

· Pennsylvania Tourism Promotion Agencies (TPA) phone numbers  

· Types of recreational facilities available at certain state parks.

· Enterprise projects within PA State Parks

· Special events in PA State Parks

· Environmental Education programs presented in PA State Parks

· State Park driving directions

Americans with Disabilities Act (ADA) facilities will not be reserved by non-disabled persons until such time as all other facilities have been rented that will accommodate the customers facility needs.

Describe how the Offeror’s operation will meet the requirements and processes listed in this section, as well as, any additional guidelines and operational measures that permit first class customer service to the both the internal and external users of the reservation program.  The explanation should include:

· The Call Center organization, including the following attributes:

· Typical duties for each staff position.  Do they work on multiple accounts?

· Acquiring, training, monitoring and developing its supervisory staff

· Forecast staffing needs and managing the scheduling of Call Center staff.

· Capability to handle future growth 

· The strategies you currently employ to minimize Call Center customer busy-outs and waits-in-queue

Describe how the Offeror will develop a Call Center operator script specific to the BSP.

How the Call Center will carry out the following tasks and/or respond to the following problems:

· Receiving, routing and handling each customer call by providing schematic of the call routing and options.

· Operating in a manner those callers routinely believe that the Call Center is serving only the BSP central reservation system.  What is stated to customers when answering the phone and addressing questions about the operation?
· Responding to problems with existing reservations, reservation changes or reservation cancellations.  What steps are taken when a problem occurs and the escalation procedures?
· Responding to customer questions about processing of reservations, or questions or requests for assistance regarding use of the Internet site.  What actions do the customer service representatives take when receiving this type of phone call?
· Handling price quotations, adjustment of fee errors, and requests for special treatment of refunds by providing scripts that customer service representatives may use or an esculation process for resolving the request.
· Documenting and solving complaints, and communicating with the BSP.   Provide examples of steps that would normally be done involving a complaint.
· Operators effectively refer customers to other Pennsylvania State Parks to increase park utilization and revenues by providing the various options customer service representatives have to search the other parks to find a comparable site to accommodate the customer.  
· What methods do you provide for preforming outbound phone calling to possibly survey or notify cusotmers of an issue or special event at a park?
Specialized Customer Service Operators must be trained in the handling of backpacking, observatory, and whitewater reservations.  These operators are to be assigned to a unique group to handle these types of calls both from the customer and the respective state parks.

Describe how the Offeror will provide BSP staff with remote monitoring capabilities of the customer service representatives.

The call center is required to do Phone Call Recording so that all calls are recorded for BSP.  The Offeror is required to store the recordings for six (6) months on a rolling basis.  Only voice recording is required by BSP.  The Offeror may use a program that records both voice and computer to assist with operator issues and quality assurance, but is not required by BSP.

IV-3f
Data Management

The Offeror is required to have a data management team at the call center to handle inventory entry into the system to ensure continuity, correct handling, double checking impacts, and standardization.  Tasks handled by the team include yearly inputting of opening and closing dates for each facility, modification of dates when an emergency or project requires opening or closing facilities, park information, designation of reservable status, attributes, directions, descriptions, advisories, messages, and pricing.  In addition, the proposed solution is to be capable of blocking facilities from the various sales channels, for example blocking the Call Center and Internet from taking reservations and the blocking of arrival of customers on a certain date, yet allowing the customer to reserve through the blocked arrival date.  

The Season Date ranges are to be identified by the loop and not the entire area.  BSP staff is used to identifying open and closing times based on the loop and require the solution to identify as such.  For example, Loop A opens 4/10 and closes 12/12, but Loop B opens 5/12 and closes 10/10, when staff verifies this in the solution it should be easily distinguished.  The park will provide the entire camping season on the season date forms along with the individual loops season.  Each loop will be displayed based on the first reserveable date and the last reserveable data.  BSP will not be able to view the entire campground at one time with this change.

Data management will have the following 11 month season dates generated by the following dates for each of the park facilities with the exception of the Nature Inn facilities.  Nature inns by virtue of the business rules operate on a 24 month booking window.  The dates are based on BSP providing the required forms by December 1.

· Nature Inns – January 1st

· Cabin/Yurts and Pavilions – January 15th

· Campsites, Camping Cottages, Walled Tents, Observatories, Backpack Camping, and Camper Storage – February 15th

· Organized Group Tenting and Camp Cabin Areas, Meeting Rooms, and Picnic Groves – March 1st

· Marinas, Mooring, Boat Racks, Boat Storage – May 1st

When data management is advised to make a site(s) non-reserveable and the park provides the reason for this block, the proposed solution is required to store that reason/comment so that it can be retrieved through an existing report or another method.  The guidelines for displaying the comment are as follows.

· The comment will be able to be retrieved by staff through the Turnover Report by clicking on the date in question or alternative provided by the Offeror.

· The field will be restricted to a maximum of 100 characters.

· The pop-up window that displays this information in the field application should be only large enough to display the text.

· The data management update to the proposed solution will tie the message to the respective dates that are being made Non-Reserveable at that time.  Therefore, if the block is for 7 days the message will be shown on all 7 days when a staff member selects any of those dates.

· This field is to be an optional field and not required. 

· The proposed solution is to allow park staff to place one or two day blocks on a site by updating the reserveable status.  Sites that are in full status will not be permitted to be blocked by field staff.  Staff will be required to enter a comment for the block.  Access to this functionality will be based on permission level.  This functionality will be limited to being able to block one day at a time for one site.

Describe the Offerors handling of inventory data, complying with the above requirements, and providing the support to the field.

IV-3g
Help Desk Operation

The Offeror must provide maintenance and support for the Reservation and Point of Sale System, which includes identifying and developing standard maintenance requirements, updates, patches and repairs, correction of application defects, system tuning, performing modifications, content changes and technical support.  The Maintenance and Support must be performed to achieve optimal system performance.  The Offeror must not supplement, modify or alter the Reservation and Point of Sale System, without BSP’s prior approval. 

The Offeror must advise BSP of any material programming errors that are attributable to the Offeror within the time periods noted below based upon classification.  BSP and the Offeror will then evaluate the issue to determine an acceptable time frame for resolution.  However, the BSP must notify the Offeror, either orally or in writing, of a problem with the software and provide sufficient information for the Offeror to identify the problem. 
In order to deal efficiently with multiple problems reported to the Offeror by BSP staff or their customers, a problem ticket will be created for each problem and one of 3 priority codes will be allocated.

· Level 1:  Major Impact - Directly causing a total loss of BSP’s ability to Use the reservation and revenue system.
· Level 2:  Significant Impact - Directly reducing a number of features of the Offeror’s Solution
· Level 3:  No Immediate Impact - causing only inconvenience to DCNR and State Parks, and may include scheduled network changes to Offeror’s  network architecture

The target maximum times for response for each level are:

Level 1:  
As soon as possible, targeting a response time of 1 hour (during normal business hours) or 3 hours (during non-business hours) from initial notification to Offeror by BSP
Level 2:  24 hours

Level 3:  3 days

Service Levels

The Offeror will use commercially reasonable efforts to correct and/or provide a work-around for any Software, Hardware or Operational error/issue that is reported by BSP in accordance with the priority level reasonably assigned to such error by the BSP Project Manager and the associated response obligations set forth below:

Priority 1

Urgent: 
Defined as a product Error that renders Offeror’s system inoperative or causes the system to fail.  Offeror promptly initiates the following procedures: (1) initial response to Agency within thirty (30) minutes; (2) performs escalation procedures as reasonably determined by Offeror's support team (3) provides a work-around solution and/or Error correction within twenty-four (24) hours from initial response.

Priority 2 

Minor – system remains operative: Defined as a product Error that causes only minor impact on the use of Offeror’s system.  Offeror  promptly initiates the following procedures: (1) initial response to BSP within four (4) hours; (2) performs escalation procedures as reasonably determined by Licensor’s support team and agreed upon by BSP: (3) provides a solution/fix for the Error or Issue no later than the next scheduled major release of Offeror’s  products.

If DCNR, BSP experiences a Priority 1 Error and Offeror’s products remain inoperative for more than the amount of time specified in the table below during a single calendar month, Supplier will credit the applicable percentage of the transaction fees (“SLA Credit”) for that calendar month to Licensee’s account.  

	Unavailable Hours
	SLA Credit

	1 or less
	0%

	2 to 4
	25%

	4 to 8
	50%

	8 or greater
	100%


The notification of an Error to Offeror or by BSP shall represent the start time for measuring unavailable hours.  Service outage end time is based on Offeror’s  delivery of an acceptable work-around solution and/or Error correction or by Offeror’s determination and communication to the BSP Project Manager or designee that the reported Error qualifies as a Priority 2 error as defined above.  

If DCNR, State Parks experiences a Level 2 or Level 3, Priority 2 error and Offeror does not resolve the error for more than the amount of time specified in the table below during a single calendar month, Offeror will credit the applicable percentage of any prepaid or invoiced fees (“SLA Credit”) for that calendar month to Offeror’s account.   
	Level 2 & Level 3
Priority 2 Service Levels
	SLA Credit

	Level 2, Priority 2:  24 hours
	25%

	Level 3, Priority 2,
3 days or upon mutual agreement for fix date
	10%


The Offeror's response to an application defect will depend upon the severity of the problem.  For programming errors that slow the processing of data by a small degree, render minor and non-mandatory functions of the solution inoperable or unstable, or require users or administrators to employ workarounds to fully use the software, Offeror will respond to the request for resolution within four business hours.  Furthermore, the Offeror must begin working on a proper solution for the problem within one business day, dedicating the resources required to fix the problem.  For any defects with more significant consequences, including those that render key functions of the system inoperable or significantly slow processing of data, the Offeror will respond within two business hours of notice.  The Offeror also must begin working on a proper solution for the problem immediately after responding, if requested, provide on-site assistance, and dedicate all available resources to resolving the problem.  The Offeror shall provide BSP with updates on the progress of the solution and an estimated time when the problem will be resolved will be corrected.

The Offeror will provide a BSP users’ toll-free help desk, staffed with knowledgeable personnel to resolve system-related problems, including, but not limited to, applications usage, data-exchange and communications assistance, data queries, reservations problem resolution and financial/management/audit reporting.  No additional costs will be charged to BSP for the service of the Help Desk.  Help desk support for any BSP personnel will be available at a minimum during the following daily hours.  These hours include all holidays that the Call Center is open and are to be Eastern Standard Time.

April 1 through October 31
7:00 am – 11:00 pm (7 Days per week)

November 1 through March 31
7:30 am – 5:00 pm (Monday thru Saturday)

Calls to the Help Desk must be answered within the third ring or fifteen (15) seconds.  If an automated voice response system is used, an option must exist that allows the caller to speak with an operator.  Total wait time to speak with an operator must not exceed two (2) minutes.  The Offeror must equip, staff, and operate a Help Desk to support system operations.  The Help Desk must respond to questions and problems regarding system operations within two (2) business hours of notification of a problem.  

The Offeror must keep a Help Desk Log of all calls to the Help Desk, which describes the time of the incoming call, a summary of the question or problem, how the problem was resolved and the time of resolution.  The Offeror must send a copy of the Help Desk log to a designated BSP employee on a monthly basis.  The Offeror must maintain telephone access to Help Desk Operations and supply all required information systems, telecommunications and personnel to perform these Help Desk operations.  All Help Desk operations must be located within the continental United States.

The Help Desk must use help desk software for documenting and tracking all help desk inquires.  The Offeror must produce and update as necessary a Help Desk Procedure Manual that may be used to address all system and user questions, including problem identification, initial diagnosis and checklist, problem resolution/referral procedures and a list of frequently asked questions.  The procedures must include protocols for managing and responding to incoming phone calls, voice mail, and e-mail options, etc.  The Offeror must make the Help Desk Procedure Manual available for review by BSP.

The Help Desk(s) must provide access to technical resources to answer inquiries relating to the Central Reservation and Point of Sale System.  Inquiries are questions about troubleshooting issues with the functionality and operability of the Central Reservation and Point of Sale System, including but not limited to:  

· Application availability; 

· Hardware and system software issues;  

· System issues and their expected time of resolution;  

· Problems with application screens; and 

· Role-based security issues

The Offeror must provide a toll free Help Desk telephone number for Department personnel to report problems or acquire assistance.  The Help Desk number must be available for year round coverage, 24 hours/day, and 7-days/week for reporting problems.  At the minimum, the Help Desk must be staffed so as to answer calls in person during the above hours.  Call forwarding to a pager or auto-paging may be utilized during the off hours (outside hours listed above).  There should be no limit to either the number of people or the number of calls that can be placed to the Help Desk.  The Help Desk will function to solve problems, not just log problem calls.    

Within eight business hours of notification, the Offeror must provide the expected resolution date if the problem cannot be corrected immediately.  The Offeror is to provide daily, weekly, and monthly reporting on Help Desk activities.  The Help Desk Reports must include performance statistics as approved by the BSP Project Manager and in accordance with the Performance Standard in Appendix U, Performance Standards.  In case of a major system failure that impacts the entire system, place a recording on the toll free phone line briefly explaining the situation and provide an estimated time when the problem will be resolved.

In the event that an issue cannot be resolved during the initial call the Offeror needs to agree to take appropriate actions as to a response.  Response times are separated into two categories (1) Emergency and (2) Non-Emergency.  The Offeror will also provide the Project Manager with an escalation process plan for the emergency situations.  This will include the names, times individuals will be contacted and numbers of the designated personnel that will be contacted for length problems.

An Emergency Response is anything that prevents the reservation or registration of a customer with the exception of a field park not having access to the Internet.  For emergency situations, the Offeror is required to provide notification of status (by a process agreed upon by the Project Manager and the Offeror) every two hours until the problem has been resolved.  In the event the issue is related to the site having access to the Internet to get into the reservation program, it will be a BSP issue and the project manager or designee will advise the Offeror.  Once access to the Internet is back, the Project manager or designee will advise the help desk of the correction.

A Non-Emergency is anything in the system that does not function properly, but falls outside of the definition of an emergency.  For a non-emergency situation the Offeror is required to provide notification of status by a process agreed upon by the Project Manager and the Offeror every week until the problem has been resolved.  

Please explain your ability to comply with the Help Desk requirements or provide alternative methods based on your past experience and understanding of our needs.  This explanation is to be broken down between Emergency and Non-Emergency type situations.  Include a description of your expectation of troubleshooting to be conducted by BSP prior to any Helpdesk call, Helpdesk response times, and the escalation process when the initial responder is unable to resolve the issue. 

IV-3h
Testing 

A testing team will be formed consisting of a minimum of nine (9) state park personnel: the Project Manager, Park Manager, four Reservation Clerks, two reservation administrators, and a System Analyst.  The team will fully test all elements of the system software before implementation.  Please discuss your ability to comply with this.

The Offeror must possess a comprehensive test/acceptance environment that can be used simultaneously with the production environment, as well as, for training.  The test environment should mirror the structure and functions of the production environment and operate with no effect on the production environment (e.g. data, processes, and response time).  

This task includes activities that will lead to the customization and testing of the proposed solution.  The Offeror must customize the proposed solution software to meet the needs of BSP.  The Offeror must be responsible for providing, maintaining and supporting the environments necessary to customize and test the system.  

The Offeror must develop a Master Test Plan that addresses each of the following testing types (Unit, System and Integration, Regression, Load and Stress, User Acceptance and Parallel Testing).  With the exception of User Acceptance testing, testing must be performed by the Offeror.  The Offeror must document and compare all results to the expected outcomes for each test.  Test results must be provided to BSP through reports and meetings.  At a minimum, the Master Test Plan must ensure: 

· Stability of the hardware and software; 

· Capacity and scalability of the hardware and software; 

· Functionality of the software; 

· Reliability and correctness of the software; 

· The accuracy of the input and output provided by the hardware and software at each of the BSP sites and the Central Office; 

· Confidentiality of customer information; 

· Adherence to statewide security policies; 

· Test data, test case scenarios and scripts are thorough and complete; 

· Secure transfer protocols for data exchange; and 

· Ability of the proposed solution to handle power outages or interruptions in service, or other loss to the system including the ability to recover data. 

The Offeror must execute the approved Master Test Plan and document the results in a Master Test Plan Results Document. 

The Offeror must track and correct any defects that arise during testing.  The Offeror must resolve all defects prior to system implementation and operation.  All defects and their resolutions must be documented and tracked in a Defects Tracking Log. 

The Offeror must perform testing activities that will include the following:  

Unit Test:  The Offeror must conduct unit testing of the proposed solution.  Unit testing must include a description of the test procedure, expected results, and actual results of each unit or module customized or built for the system. 

System and Integration Test: The Offeror must conduct system and integration testing of the proposed solution.  System and integration testing must ensure that the system functions as designed and exchanges data correctly.  Additionally, integration testing must verify that each software unit or module implemented will operate seamlessly as part of the proposed solution.    

Regression Test:  The Offeror must conduct regression testing of the proposed solution.  Regression testing must ensure that the system functions as designed and that any regression flaws are uncovered.  The System must continue to function as designed after any modifications have occurred. 

Load and Stress Test:  The Offeror must conduct load and stress testing to determine performance levels under expected system loading conditions with production-sized databases.  Load and stress testing must also be conducted to evaluate how the system performs under maximum stress conditions and to determine the maximum capacity within specified performance levels.  The results of the load test may also result in re-work and system tuning if specified performance levels are not met.

User Acceptance Test (UAT): The UAT demonstrates that the Offeror is ready to provide the system to the State for testing.  The primary purpose of UAT is to validate that the user requirements, as defined in the System Requirements Specification Document, are met.  BSP Users will verify the operability of the system, all functional areas and output data.  System performance will also be evaluated against the performance requirements specified in Functionality Requirements.  The entire system must be tested before start of operations.  BSP must approve any modifications to the system.  The Offeror must support and assist BSP during execution of UAT. 

Field Testing:  The Offeror must test the accessibility and functionality of the various reservation and registration screens and all report functions.  They must also test the aspects of the Point of Sale module including new product set up, pricing, credit card processing, bar code scanning, inventory entry and other tests as defined by BSP.  A representative of BSP must be present at all field tests. 

The Offeror must update the Master Test Plan results document upon completion of each test described above. 

Offeror Deliverables - Deliverables to be produced by the Offeror during the Customization and Testing task include the following: 

·  Master Test Plan

·  Master Test Plan Results

·  Defects Tracking Log

Please explain if you are capable of this and if so, what does your test environment consist of?  What additional testing tasks do you have to ensure the implementing of a program with a target of zero issues?  Offeror should supply a test plan for the alpha, beta, and final rollout of the system.  The test plan should provide various use cases in a step-by-step method with the expected outcomes.

IV-3i
Financial 

The following offices will be on the system for revenue handling purposes whether or not they have facilities on the reservation system:

· Central office

· Regional offices

· All state park offices and EE Center offices with separate managers (not complexes with other areas) will handle revenue through this system.  In addition, at a minimum, the main park office within a park complex will have a computerized link.

· Comptroller

The software must be able to provide a solid audit trail for the CCC, Internet, and BSP operations.  System must generate extra receipts with unique numbers to be used during system downtime.  These will be manually completed by hand and then entered into the system when it comes back online.  

Some revenue collection points, such as campgrounds in small satellite parks and swimming pools, would not be “online,” but data will be batch loaded daily.  This batch loading capability must be part of the functionality of the system design.  Some revenue can be entered through the point of sale module, such as swimming pool entrance fees revenue.  This type of revenue is collected at a separate, non-connected location and entered based on the cash register tape summary or other documented information.  When putting the revenue in, the software must be able to distinguish if the type of payment and assign the correct account code. 

BSP will retain its present breakdown of revenue codes for the proposed system.  Even though the system has unique account codes for the various facilities, the funds are combined into a few revenue codes.  The exiting codes are listed below and the software should categorize income by type.  Software must have functionality to provide revenue breakdown by facility types.  When the transmit order is issued out of the reservation program, the software would generate an email or a printable version of the revenue breakdown.  In Appendix P, Sample BSP Reports, is an example of the email with the associated information called Transmittal Email.  The proposed solution then stores a parks individual transmittal and combines all of the ones processed that day into a batch file that is encrypted and posted on the Commonwealth’s FTP site that is designated by BSP.

The revenue codes currently in use by BSP include:

· 9999999001-3800000000-4120088 (Sales/Lodging Tax) = Commonwealth’s Lodging tax (6%) and the state Sales tax (6% with the exception of Philadelphia and Allegheny Counties) are assigned to this account code.  

· 4009900000-3826001001-4435793 (State Park Revenue) = BSP revenue for facility rental and point of sale that is inputted into a special account for parks usage.

· 9999999001-3800000000-2121600 (Parks Local Tax Withholdings) = Commonwealth Counties Hotel tax and other local taxes that maybe collected by state parks (Varies by zip code)

· 10395YR0010–382ORG0EL-4435609 (Reimbursed Services) = Refunds to the park budget (such as damages to park facilities, electric, telephone), upon the comptroller receiving this money and would then be added in to the parks budget.  This is not for refunded money to the customer.  The “YR” = fiscal year, “ORG” is the State Parks specific park organization code and “EL” refers to the location within the park.

· 9999999001-3800000000-4451XXX (Wild Resource Revenue) = Revenue that is coded to an agency within BSP.  The XXX is determined by the point of sale item.  There are no reserveable facilities assigned to this account code.

NOTE:
Philadelphia and Allegheny Counties sales tax is a different rate than the other counties in Pennsylvania.  Currently the two parks in these counties do not sell taxable items.  The proposed solution must be able to accommodate the different sales tax rate, should these parks begin the sale of these taxable items in the future.

The software must be able to assign a unique revenue code to a specific account in order to satisfy Commonwealth policy or allow BSP to sell other items for other agencies (such as the Fish and Boat Commission).  A report detailing these specific account totals would be useful in balancing these unique accounts.  The current process is that all funds go to a single Commonwealth account, and then must be broken out be the BSP Project Manager and transferred to the appropriate Commonwealth Accounts.  Sound reporting would aid in this process.  Sound reporting must also understand that as these funds are collected and recorded, they are not to be included in revenue reports concerning BSP specific revenue collections.  As stated above, BSP is solely a conduit for the collection of these funds; these funds do not become a part of BSP assets. 

BSP is responsible for Tax Collection and Payment and currently collects state sales, state lodging, and county hotel taxes.  Currently BSP does not collect any other taxes, such as local or county sales taxes.  BSP employees will settle tax from the designated accounts.  The Offerors product is responsible for verifying and implementing all appropriate tax structures involved with the contract.  BSP will ensure the proper transfers are done, using amounts identified in the proposed application.  BSP is responsible for paying the taxes to the respective counties and/or agencies.  Appendix S, Tax Payment and Reporting Policy, provides BSP Tax Reporting and Payment Policy.  The proposed solution is to provide BSP with the required information to comply with the policy.  The state taxes are paid upon collection while any local and/or county taxes will be paid at the time of usage.  The local hotel tax is paid based upon the arrival date.

The following process is required for collecting money at the park offices and the proposed solution is to be similar to what is currently being done as listed below.  Samples of all of the reports for the cash management module are included in Appendix P, Sample BSP Reports.
· Each user that works at a terminal closes out the cash drawer at the end of their shift.  This drawer contains what was entered via the existing Reservation and Point of Sale program, what the employee enters as cash on hand, and any starting balance.  BSP staff cannot see the details of the drawer until after entering the amounts and closing the drawer. Any difference must be explained before the drawer can be closed (saved).  The drawer is editable until the deposit is made.  A drawer may not be deposited until it is in balance, where the amounts entered equal the system amounts.  This allows for the administrative person to correct issues that have been resolved.  Adjusting the drawer is based upon the user’s permission levels.  Drawers can be adjusted for counting errors and/or overages/shortages.  In the event a drawer is adjusted for a counting error no revenue records are written. If a drawer requires an adjustment due to an overage or shortage of revenue, a revenue record must be created and identified as such.  BSP staff should be able to adjust a drawer with one action if it is both short and a counting error.

· The deposit is processed in the system and is to match what is being deposited in the bank.   This would include all cash drawers associated with the park.  Software should allow the option to combine two or more parks that are administered by one into a single deposit.  Once the deposit is saved, all associate cash drawers are locked from being edited. 

· Then, based upon the cash management policy found in Appendix N, Cash Management Policy, an electronic transmittal is performed within the system that consists of one or more deposits.  When the transmittal is created it should break down the money by revenue code.  In addition, the transmittal form allows BSP staff, based upon permission level, to make adjustments to the amount being transferred.  These adjustments are necessary due to events that occur outside of the proposed solution that impact revenue and include interest earned, bank fees, NSF (covers the amount of a bounced check that the bank took money out of the account), and miscellaneous.  If any adjustment is made the proposed solution is to require a comment be added to the transmittal.  All of the adjustments create a revenue record and credits/debits money from the state park revenue account code.  

· The park staff calls the bank and acquires a trace number, which is added to the transmittal form. Once staff processes the transmittal, the system creates an email, stores a temporary file, and nightly creates a combined transmittal file that is encrypted and posted on a Commonwealth FTP site.  Appendix O, Transmittal Policy, provides guidance on processing transmittals by BSP staff.

The final step in the transmittal process basically takes all of the transmittals that are generated by the individual parks and combines them into one electronic file using the XML format, so that the revenue information can be inputted into the Commonwealths SAP program electronically.  The following are the guidelines for this process. 

· The file will be a batch file sent nightly combining all of the transmittals processed by state parks that day.

· This nightly file includes transmittals from the call center/public site also.

· The file needs to be encrypted.

· The database will store the revenue summary in the proposed solution.  All like revenue codes will be combined.

· Cash in transient lines are an offset of the total revenue being transmitted.  Separate cash in transient lines are needed for each business area.  Currently, state parks have two areas being used, 38 and 35.

· The GL for the cash in transient is 1003000.  There is no cost center of fund for this line item.

· Appendix R, SAP Revenue Interface, provides clarifying comments on the fields.  

· BSP will provide the Offeror with a userid and password for the encryption and posting onto the FTP site.

Software should allow an approval person to drill down from the transmittal all the way back to the original transaction.  At a minimum, the proposed solution should include reports involving the cash drawer details, cash drawer summary, deposit ticket details, transmittal details, and the transmittal email.  Describe the system capability of processing revenue as BSP is currently doing, or if Offeror has a different procedure, explain that in detail, as well as, any additional functionality or enhancements based on prior experience.

Customers will be allowed to make payment by certified, cashiers, or personal check; money order; credit cards (VISA, Master Card, Discover, Diners Club, and American Express); gift cards; or any promotional coupons issued by the Department.  Only credit cards approved by the Commonwealth will be used for transactions.  All credit card transactions will be securely processed through the System and all will undergo online verification prior to reservation confirmation.  In addition to the basic customer information, card number and expiration date the proposed solution must allow for entry of the security number and the authorization number (if parks acquired it in advance by phone).  Customers paying by credit card must be informed that their credit card account is being charged the full amount of the reservation at the time the reservation is made.  Reservations made by credit card will be confirmed at the time the reservation is made.  The Offeror is responsible for notifying customers for any credit card declines and mailing a non-confirmation letter to the camper.  Transactions made by credit card should be refunded to the credit card used on the transaction.  If the expiration date for the card is in the past staff should have the option to refund to gift card or check and/or update the expiration date.

At present, the BSP uses a variety of ways to refund fees, or to financially accommodate unsatisfied visitors.  We would like to have one system-wide mechanism to make financial adjustments to visitors.  Offerors are to propose an option that would implement the use of the Gift Card.  This card could be used at both the CCC and at the park.  It could be used to make refunds, or under other situations, sold as a gift card.

Payments received by the Offeror that are not identifiable to a particular reservation must be verified by an accountant or manager through the database and matched with the appropriate reservation.  Any payments that cannot be matched up will be refunded to the customer.

Regarding the revenue codes that are associated with the various POS items and add on fees the following adjustments are required.

· The proposed solution is to have the ability to have POS Split Revenue Codes a retail items split coded between two revenue codes so that a percentage of the revenue before taxes would go to one revenue code (i.e. 10395YR000-3826ORG0EL-4435609) and the remaining balance would go to another one (i.e. 9999999001-3500000000-4411269).  A POS item will be restricted to a maximum of two (2) revenue codes.  The split will be by percentages, flat prices will not be allowed.

· The Add on Fees are to have Variable Revenue Codes based upon the park location that they are being processed for.  An example would be an electric reimbursement for the OGC would require the coding 10395YR000 (cost) – 3826399001 (fund) – 4435609 (GL) so that the park would see the credit.  An Add on Fee will not be permitted to have a variable revenue code at one park and designated revenue code at another similar to the rules that are applied to POS items.

Refunds will be handled in accordance with BSP’s Changes and Cancellations Policy, Appendix M, Changes and Cancellations.  Software will have to be able to show how payment was made (i.e. check/money order, cash versus credit card or gift card) for refund purposes.  The Bureau will process requests for refunds and moneys collected by state park employees.  Explain the systems capabilities to handle the requirements of the refund policy.  The proposed solution should allow park staff to modify the amount be refunded.

The proposed solution is to require check refunds to go through an approval process.  This process allows for a BSP staff, based upon permission levels, to approve or reject a check refund.  Once the refunds are approved/rejected, then processed by central office, the solution will generate a spreadsheet containing the appropriate fields as designated by BSP.  This spreadsheet is located in Appendix P, Sample BSP Reports, and only the refunds that are approved for payment are included on this sheet.  All the approved refunds processed during the day will be loaded into an XML format, encrypted, and posted on the Commonwealth’s FTP site at 4am.  The following are the guidelines for this process.  Appendix Q, Check Refund Interface, provides the cross reference and associated fields between SAP and the proposed solution.

· The file will be a batch file sent nightly of all the approved refunds that are processed by state parks that day.

· This nightly file includes all check refund requests that come from the CCC and field applications.  The web site is not involved as only credit card and gift cards are accepted online.

· The file is to be encrypted to the same format as the transmittals.

· The application still needs to generate the spreadsheet for state parks files.

· The complete XML schema will be provided by the Commonwealths EIS agency and sent to the Offeror.

Should the Offeror receive payment in the wrong amount, the accountant or manager will contact the Payee to secure a corrected payment.  The system must have functionality to deal with overpayments and underpayments.  The following process should be functional in the software.  

· If payment made is more than the reservation, the Offeror or the park, will deposit the check and request a refund for overpayment, using normal procedures, after the check has cleared.

· If payment is in short of the balance due for the reservation/registration, the Offeror or the park, shall deposit check and call payee for the balance, using a credit/card, or giving an additional 7-days to make check payment.  But in no event, receipt of payment shall not be later than 1-day prior to arrival.  If payment cannot be made and received as noted above, payment should be made by credit card or by verified check through the software.  In emergency cases a person could make cash payment at the park. 

For check payments, the reservation will be put in hold status for fourteen days (ten days for the customer to mail it and four days for delivery by UPS).  Reservations that are requested within fourteen days of arrival must be paid via credit card, gift card, or eCheck, mailing a check into the PO Box will not be acceptable.  The Offeror must ensure that it accepts only properly and fully completed checks.  If complete and proper information is not received, the Offeror, regardless of tender type, will not provide services.  If payment has not been received within the above time limit, the site will become available for another reservation request.  A record of all customers who fail to send payment will be kept.  Park users will be able to query the record for their park at any time.

Credit card revenue collected by the CCC Operation and Internet will be deposited into an account designated by BSP.  BSP will pay all fees associated with the processing of credit cards.  The Offeror will maintain the current post office box (PO Box 8885, Lancaster, PA, 17604-8885) that all checks are sent to for payment of a reservation made by the CCC Operation along with the monthly bank fee.  The yearly fees amount to approximately $6,000 with a $60 per year fee for the PO Box.  Once the money is deposited and verified against the reservation program it will be transmitted to a designated Commonwealth account by BSP staff.  BSP will provide the Offeror with an online account to access the deposited checks.  The Offeror will be responsible for all NSF checks received by the CCC to collect the fee due.  Describe how Offeror will handle revenue collection for checks or other methods that you have employed with other governments. 

The proposed solution is to have a NSF Process in place to handle checks that are returned for insufficient funds or stop payments.  The process is to remove the check, update the status of the reservation to a balance due, place an alert on the customers VIP number, and allow for paying on the reservation when restitution is received.  Full payment is not always received and the system should allow for partial payment.  The transaction should show a balance due with the field highlighted in red to alert staff.  Both the field and CCC applications are to be capable of processing the notice and payments.  In the event the NSF is for a reservation, no actions (transfer, add dates, removes dates, etc…) should be taken until restitution is received.  The proposed solution is to be capable of providing a report on all outstanding NSF shopping carts.

The field application is required to allow BSP staff to adjust Honor Envelope Entries when the customer does not provide at least the amount of the reservation in the honor system.  Since BSP rules only allow manager to adjust prices the system is to have a method to allow staff to adjust a cash honor envelop entry to match the revenue collected.  This would only apply to cash as checks are to be returned to the office for a manager to enter, which would permit a price change to match the check amount.  The proposed system is to record the transaction as a cash shortage adjustment for an honor entry.

BSP would like to have the ability to process checks (E-Check) through the electronic payment process using the customer’s bank account and routing (ABA) numbers.  This would allow people to pay by check within 2 weeks of arrival without having a credit card.  This functionality would not be required until the 2012 season as the Commonwealth is currently updating the electronic funds contract to include this type of processing.

All transaction revenue will be deposited daily to specified BSP accounts.  Offeror will tender reconciliation reports for the credit card reports and file them weekly with BSP or at timeline approved by BSP and the Offeror.  Individual monetary transactions shall be sufficiently traceable from beginning to end to satisfy State audit requirements.  The Commonwealth will require database access for running independent queries by qualified agency personnel.  Reservations with no payment, payment less than the total due, improperly prepared checks, or for which a reservation cannot be made due to site unavailability will be returned to the customer with an explanation of the rejection.  

The financial structure of the software must follow GAAPs.  The American Institute of Certified Public Accountants determines GAAP.  In addition, the system must comply with the accounting and reporting requirements of the Commonwealth of Pennsylvania.  See Management Directive 310.13 (Amended) included with this RFP in Appendix L, GAAP Management Directive.  This management directive provides a brief explanation of GAAP.  The system must provide adequate security, internal controls, and management reporting to assure that revenue transactions and reservation data are processed accurately, timely, and consistently.  

The system of internal controls must provide a proper audit trail to include at a minimum:

· Unique identification of transactions by sequence identification or control number and to classify and identify transactions by type, such as sales, refunds, adjustments, etc.

· Explain how the system handles the entry of items that do not have a price.  BSP currently issues mooring decals with unique numbers when registering a boat in a marina slip or mooring space.  The cost of that decal is incorporated in to the price of the space and the customer is not charged a fee for that permit.

· Capture of transactions in a journal or audit file providing sufficient information to reconstruct system activity, events, account balances, etc. if necessary. Information should include the user identification of the person initiating the transaction and the date and time the transaction was submitted and processed. 

· Reservation activity including adjustments, refunds, etc. will be made in accordance with policy and guidelines established by BSP. 

· Gift card issued with serial numbers, date issued, date received, and issuing employee.

· In addition to having the transmittal details the proposed solution must be able to breakdown the transmittals by revenue code to show all receipts tied to that revenue code.

Describe how the Offeror’s operation will meet the requirements and processes listed in this section as well as any additional guidelines and operational measures that ensure fiscal accountability for both the internal and external users of the reservation program.  

Describe how the software would handle the following situation: A customer has paid for a reservation by check, then canceled the reservation, and received the appropriate refund.  After the refund had been approved and the check issued, the Commonwealth is notified that the customer’s original check had bounced. 

Explain any reconciliation process for balancing:

· Check Monies Received

· Cash Received

· Credit Cards Processed (with funds deposited to Commonwealth Account)

· Gift Cards

· Electronic check (e-Check) processed

The selected Offeror will permit the Commonwealth to review all financial activities, records, and files including the bank accounts holding funds as they relate to this contract.  For example, review of the amount of revenue entered into the system for a specified date range and still deposited in the individual park accounts, that have not as yet been transmitted the general Commonwealth account.

IV-3j
Point of Sale Specifications

The POS module of the system should be integrated with the reservation/registration module that allows for the selling of merchandise, permits, gasoline, and extra passes, as well as inputting revenue to the parks account items, such as donations, concessionaire payments, and parking tickets.  In the past four years, BSP processed approximately 34,000 POS transactions in 2009, 36,000 transactions in 2008, 39,000 transactions in 2007, and 39,000 transactions in 2006.  These POS transactions do not include ones involving reservations.

The system must have the following capabilities:

· The ability to have certain items designated that are available in all parks and other items that are sold specifically at a particular park.

· Pricing should be able to be a fixed price for some items while other items have a variable price.

· To maintain an inventory of point of sale items, providing instant information for “Sold Out” items.

· The capability to enter the item manually or through the use of bar code scanners.

· The ability for the park to create the codes for their merchandise, the associated barcodes to be established for items and to print sales tags or labels for that product.

· Certain POS items are considered accountable and require unique numbers, start date, and stop date to be entered.  This items may have to searched for at a later date to see who purchased them, such as launch permits, season passes, and swimming passes

· To handle tax-exempt sales when the appropriate waiver is presented to the staff.

· Provide for discounting of items.

· Ability to refund merchandise and put the items back into the inventory when required.

· To allow the potential to refund a portion of a POS item such as a security deposit when staff would like to return 75% of the fee.

· On the sales screen establish at least twelve hot sell buttons that allow staff to quickly sell items with a single key stroke versus a selection method.

· The proposed solution is to provide a way that the year is tied to a sub product that is added into the solution.

· The discounts are to be set at the sub-product level for clearance and moving out stock.  At the sub-product level it can be established as a percentage, which would be effective from the date entered until the discount is removed.

· Discounts are to enforce manager approval based upon staff member’s permission level.

· Recording information is to be handled using either a manual entry or bar code entry when doing inventory tasks.

· To have a Physical Inventory process that allows staff to select particular sections either by full sub-categories or products only to be inventoried, consolidated and physical to book.  Allow for a choice of an option such as: 1) For the entire store doing a complete inventory which is currently required; 2) Have drop down with the sub-categories at that location; 3) Another for products (all) and List each product, which is not going to sub-product level.  

· To Provide a Clearance Option method to make certain POS items available for clearance.  This could be a flag within the POS module or a option to transfer an item to a clearance category that discounts the area by given percentage.  This percentage is set at the park. 

· Provide a way to correct mistakes that were made due to staff error when tagging an item as one shirt or size when it was actually another one.

· All reports are to be run and sorted in the same order with any comments made to a field being displayed on the appropriate reports.

· Offerors that are maintained by the proposed solution in addition to basic information (mailing address, contacts, and phone numbers) must also have fields for email address, web address, payment method, and state Offeror number. 

· Comply with the financial requirements described in previous section, “Financial”. 

· There must be an Exchange Option for POS as currently parks must return and then resell items that are being exchanged and don’t always have the credit card information as well as the number of transactions increases parks costs and takes more time.  Using this option will add and remove the items from inventory as well as calculate the cost difference.  Any cost difference will either be refunded or the payment screen will appear.  This option will be available for items with and without receipts.

Offeror is to provide various options for printing bar codes for use on retail products.  These options should include using a label printer in association with the system, tagging, and label sheets.  The printed bar codes are not to have scanning issues when using the provided scanners.

The call center application is to be capable of processing POS items that BSP sells as promotional items such as the annual 16 month calendar, shipping & handling fees, and Macy’s Donation Coupon.  Fulfillment of the items ordered through the CCC application will be handled by BSP on demand basis.  The solution is to provide a report that can be merged by BSP for easy mailing.  The use of numerous programs and staff being required to run separate applications is not acceptable.

Explain how the system handles the need to reprint a point of sale receipt after the fact.  This tends to occur when there is a system malfunction caused by the network or program or a customer coming back asking for another copy of a receipt.

Describe the capabilities of the proposed system to meet the above specifications and any additional functionality advantages that the Offeror is proposing.  

IV-3k
Internet

BSP wishes to continue providing an Internet site that permits the public to make and cancel reservations online.  The site is to be accessed by the public directly or through the DCNR, BSP, and Commonwealth web sites.  The page must be a dedicated page to the PA state parks and may not contain any non-DCNR authorized advertising.  Changes in the design of the web page after receiving BSP approval will be coordinated through the Project Manager.  The website will have the look and feel of the other DCNR and BSP websites.  Any advertising or links to other pages must be approved by BSP.
Offeror is to provide a mobile/Wireless Access Protocol (WAP) verison of the online reservation application to allow customers to make reservations from a mobile phone or a PDA.
The current state park online application is associated with a broader scale site (www.reserveworld.com); however, once the customer selects or searches for PA state parks, they are directed to the dedicated page that deals with just PA state parks (http://www.pa.reserveworld.com/Default.aspx?main=1).  This set up is to continue with the successful Offeror.  Updates will be handled the same as requests to the field applications.  If a major update is planned for a particular year, it will be released between February and April 1.  There is to be no routine or maintenance work accomplished during the busy season (May thru September), unless an issue develops that impacts the customer and the down time must be agreed upon by both BSP and the Offeror.  Appendix W, Existing Internet Reservation Process, outlines BSP’s current application and displays a majority of the web pages.  This appendix includes changes that BSP’s web advisory group had recommended for additional changes/updates to the existing application during a review in 2009. 

The general public is to be able to make reservations over the Internet for the same facilities as those available through the CCC.  The only exception is organized group tenting reservations which will be permitted at the CCC, but not on the Internet.  This may change during the course of the contract.  This restriction is due to BSP’s requirement that the group is an organized group and the operators are to verify that with the caller.  Changes or modifications to an existing reservation over the Internet will not be permitted and the customer must be notified to contact the CCC to handle their request.  Facilities will become available on the Internet at the same time they are released for the CCC.  Once the inventory has been released it will be available over the Internet 24 hours a day.  All reservations made over the Internet will be paid in full at the time they are made.  

The following are requirements and types of transactions that are to be permitted online in accordance with state park business rules with this contract.

· The ability to pay for the shopping cart contents using credit cards, electronic check (e-Check)  that use the routing numbers and account numbers, and state park gift cards.  This additional payment type will be incorporated for the 2012 camping season.

· The payment process will allow for using Multiple Payment Methods per shopping cart, such as two credit cards, two gift cards, or a gift and credit card for a single shopping cart.  

· Increasing the functionality of a basic reservation online application to include an e-Store capability to allow the selling of items such as calendars and clothing. 

· The flexibility to Add links to other state web pages and approved advertising during the reservation process and/or within email notices.

· Customers must be able to check the Gift Card Balance and add value to the gift card while logged on the customer’s account.

· In the event BSP institutes the rewards program, customers are to be able to check the credit they have in the rewards program.

· To provide a link to the Calendar of Events for the specific park’s calendar that is located on the state parks web page.

· Provide a method to have Pictures for the individual sites available for park customers to view online.  These pictures are to be uploaded by BSP staff without the involvement of the Offerors developers based upon permission level.

This Internet site is to be in compliance with all Federal mandates for Federal Rehabilitation Act (FRA) accessibility.  Having the look and feel of DCNR/BSP web pages will require the flexibility to update the template based on changes in policy and direction from the Office of Administration.  

All customer reservations and e-Store purchases are to have the ability to be placed in one shopping cart prior to processing the payment. 

· The e-Store store must be a secure website that sells limited amount of various state park related merchandise (calendars, hats, tee shirts, novelties, etc...).  

· The e-Store must calculate shipping costs using an up to date zip code to zip code delivery rates for a common shipping company to be determined jointly by BSP and Offeror.  The ship from zip code that will be used is 17105.  An optional shipping chart can be proposed that provides flat rates based on cost as long as the end result does not end up with BSP losing money on shipping charges.

· The web application must accept and process only the order.  BSP staff will fulfill the order and send it out. 

· A system generated fulfillment report will be provided daily and sent to designated BSP staff via email so that the orders are fulfilled and shipped in a timely fashion.

· The proposed solution must allow BSP staff based upon their permission level to update the website to change products or adjust prices.

· The proposed solution must be able to compare items that are being ordered to the POS inventory list to prevent orders for out of stock items. 

· The proposed solution must be capable of printing out an order summary detailing what product(s) were ordered and any sizes, if applicable.  The summary must also include the customer’s name, VIP number, billing address, and mailing address.  The summary must be available for BSP staff and the customer to view.

· The proposed solution must generate and send an email order confirmation for all orders.

· The e-Store merchandise sales site must be available the same hours that the reservation components are available.

· The e-Store merchandise system must be integrated with the Internet reservation site to allow a customer to make one payment for a merchandise purchase and reservations in a single transaction.

In April 2009, state parks conducted a Web Reservation Survey by initially sending emails to 41,292 customers that agreed to allow BSP to send them other information besides their reservation confirmations and posting on the DCNR and BSP web pages.  Appendix X, State Parks 2009 Survey, contains the survey results with the comments that were not related to the efficiency of the online system or that involved the application removed.  

· The Offeror is to provide recommendations that would make the online program easier to use, streamline the web pages, and increase efficiency in addition to or in place of the items mentioned in Appendix “W”.  

· BSP is looking to improve the search capabilities of the web application.  Currently, three options (1) I Know My Park, 2) Search by Facility, and 3) Search by Region) are provided to help customers find a facility.  The following is the number of hits for each of these search options.  Describe any changes the Offeror would make to the search options to enhance the application.

	Answer Options
	Response Frequency
	Response Count

	Search By Region
	51.1%
	869

	Search By Facility
	56.5%
	961

	I Know My Park feature
	56.6%
	962

	Find a Map
	35.0%
	596

	Other (that were to be specified)
	21


The Offeror is to consider the proposed modifications to the existing online application as listed in Appendix W, Existing Internet Reservation Process, during the development of the proposed web application.   

· Update the Offeror’s application taking into account the committee’s recommendations as noted in Appendix W, Existing Internet Reservation Process.
· Provide any ideas that Offeror has to make the web process more efficient in the moving from web page to web page that ensures BSP business rules will be enforced while providing a friendly and easy to use online application.  

· The Offerors web development staff will meet with BSP’s web focus group prior to development to ensure issues that are currently involved in the old application are covered/addressed with the proposed solution.  

· Once the draft web reservation program is developed, the Offeror will meet with BSP’s web design focus group to fine tune and approve the application.  

· The revised web application will be required to be tested by the Commonwealth of Pennsylvania’s Administration Office for Information Technology to ensure text is in accordance with ADA guidelines prior to receiving the approval to release the new web application.
· Offeror is to provide a graphic designer to work with BSP’s web resedign committee to imporve the look, feel, and use ablility of the online application. 
BSP would prefer to offer a My Favorites functionality, which would allow customers to save specific sites that they like into their account.  These specific sites would have to be stored in the database as Commonwealth policy will not permit to store them as cookies.  The following guidelines are anticipated for this Internet function.

· Customer would find a site and then choose to add it to their favorites.  The park, facility type, and site would be then stored in their account.

· Customers would be limited to a maximum of five (5) sites to be stored in their account.

· Customer could then choose the site from their favorites and take them directly to the site search screen.  This screen has the equipment, number of people, preferred site (site selected from My Favorites), and preferences automatically filled in for them.  

· All the customer would need to select would be the arrival date and number of nights.

· All of the criteria drop downs would be functional if the customer wanted to change them.
· The customer would be required to be logged on in order to see their favorites.

· On the My Favorites page there would need to be an option to delete a site from the list of five.

· On the search page to the left of the “Check Availability” button, a button would be added that would be labeled “Add Site to My Favorites.”  

· Selecting the button would require the user to log on if not already logged on.  

· The customer would also have to select a “Preferred Site” in order to have this functionality.

· If a customer already has five sites added, the customer would be prompted to remove one of the favorites as the maximum number that they can have is five.

· The “Add Sites to My Favorites” button would only appear if the customer selected a “Preferred Site.”
· The help text for “Add Sites to My Favorites” to be “This option allows you to select up to five (5) sites as a favorite site that you prefer to look for on a regular basis.”

· This option would only be available through the online application.

Describe the capabilities of the proposed system to meet the above specifications and any additional functionality advantages that the Offeror is proposing.

IV-3k;
Pricing

The application shall automatically calculate the cheapest price available for the park visitor.  Prices will be charged in accordance with published state park price schedules.  Effective in January of 2006, BSP instituted a new approach of providing a range of prices along with the add on fee option.  With this approach, BSP has the flexibility to change facility rates as the need warrants, as long as they stay within the price ranges approved by the Legislature.  Appendix H, State Parks 2011 Fee Structure, provides a breakdown of the facility prices, showing the current rates and the newly approved low to high pricing ranges.  For the initial load of pricing data, assume that the lowest price in each range per facility is to be used.

BSP plans on using “Tiers” to establish prices during the course of this contract, which will be designed to reflect a specific supply and demand, quality of the site/facility/park, or market pricing for that state park.  This Tier pricing is to be used within an area of the park down to the site level.  This will allow some sites to be priced differently than others as well as looking at the time of the year and the parks location along with other possibilities as follows.

· This could mean that all campsites in a popular campground would cost more than campsites in a less popular campground.

· This could mean that very popular campsites (lakeside, view, etc.) might cost more than a site less popular.  For example in private motels – ocean view rooms rent more than parking lot view rooms.

· Seasonal rates could be offered for various times of years.

· Premium weekend rates could be charged – example Penn State Football weekends at nearby cabin parks, trout fishing weekend at popular trout fishing park.

· Location in state (lodging in urban areas usually cost more than rural areas)

· High occupancy rates as found in reservation system – supply and demand

· Are overnight facilities in good condition (bathrooms, etc.)?

· If a campsite, does it meet new measurement guidelines for dimensions, slope, etc.?

· Are park facilities in open and in good condition (no major construction, no closed swimming pools, poor conditions, etc.)?

· Prices significantly lower than private facilities nearby

The Tiers are identified as “Base” (low), “Medium” or “Premium” (high).  At the start of each pricing period (Fall for Boating, Spring for all other facilities), BSP Central Office (PRRS) will determine what prices are to be applied to the “Base”, “Medium”, and “Premium” tiers for each facility.  The sole exception will be for pavilions and meeting rooms, which are currently priced within a range at the park managers and regional manager discretion. 

The proposed solution is to provide a function called the Add on Fee for adding additional fees on to a reservation.  This add on fee is to be applied at the site level, which is based on the sites attributes.  For example, a campsite that is electric, pet site, and has access to a shower facility would have three additional fees added to the basic campsite price.  The payment receipt should break out the charges for the reservation to include the various add on fees.

Add on fees are to be mandatory in the call center and online applications.  Add on fees that are mandatory at the call center will also be mandatory with the field application, but can be removed with the proper permission level.  The optional fees such as extra car pass will only be applied with the field application.  All applications will need to be modified to allow the add on fee to be classified as an attribute optional fee and applied if the customer or user selects an option such as the pet fee.  If the option is selected as a preference then the fee is applied.

There is a potential change that BSP may have to collect a local tax on facilities that currently have add on fees and are not taxable.  The tax could be either state or local or a combination and will require calculation at the total daily rate.  The acceptable options are as follows:

· If a nightly fee has a local and/or state tax applied, the add on fee could possibly not have any taxes. 

· If a nightly fee has a local and/or state tax applied, all add on fees could have the same tax and it could not be a different rate.

· If a nightly fee has a local and/or state tax applied, BSP could potentially require certain add on fees to have the same tax and it could not be a different rate.

· If a nightly fee does not have any taxes applied to the reservation then the add on fee could not have an associated tax.

Software is to have functionality to charge for transferring reservations from one time period to another.  BSP will charge a fee to customers to cancel, change, shorten, lengthen, or transfer most reservations.  The amount is subject to change and ability to change shall be part of software functionality.  The reservation transfer fee will consist of a minimum of $10.00.  The policy on how transfers/changes and cancellations are handled is outlined in Appendix M, Changes and Cancellations.
The proposed solution is to have the ability to apply a Special Discount (POS) in the retail and rental modules.  This discount is to be used by staff having a permission level of revenue role or higher to provide discount to a customer for extenuating circumstances.
If a POS item has a designated price other than the variable ($0.00) staff should not be allowed to override the price without having the permission check for a manager to approve the new price.  If the price is changed by staff the user will receive the pop up requesting manager approval.

The proposed solution is to have a Discount Coupon payment type across all three sales channels that have a designated amount and a unique identifier.  Discount Coupon is to be treated as payment type and assigned to particular shopping cart item.  Total amount paid by coupons will be stored in shopping cart item.  Initial sale requires entering and validating coupon numbers (may be more than one) prior to actual payment to reduce total due amount from all sale channels.  There would need to be an additional coupon maintenance screen for BSP staff to use when a transaction requires money to be refunded.  This maintenance screen would impact the Call Center, Field, and Accounting Applications.

The discount coupon is to be applied as Payment Type and is expected to be shown in the Payment Details screen along with being in the reservation detail screen.  The change process requires change balance calculation, refund coupons for cancellations, availability verification for the new reservation and then refund/transfer process, as well as, submitting this information for customer's confirmation at the time of refund/payment collection.  Receipts that are printed for customer will include discount coupon information that was applied for the sale.

The proposed solution requires a discount called Directors Pass Discount, which basically provides the customer with a totally free reservation that needs to enforce park business rules as such to include the following:

· When the discount is applied, the nightly fees are updated to $0.00 along with the add on fees.  All fees are to be waived to include any add on fees resulting in the scenario if a directors pass is used no fees should be applied.

· If the director pass discount is applied to a reservation the discount should carry through when transferring to another site.

· The pass number is to be required to be entered into the CCC, web, and field applications and checked for validity.

· The Offeror will be required to upload the discount numbers along with their associated VIP number into the system.

Describe how the Offeror’s operation will meet the requirements and processes listed in this section as well as any additional guidelines and operational measures that provides pricing flexibility but ensures accuracy for both the internal and external users of the reservation program.  

Provide a response to this reservation example:  There are situations where campers and cabin renters will reserve two or more sites to accommodate their wishes for a reservation and the total reservation period time is seven (7) or more nights.  When a customer stays seven days or more, they are charged a weekly rate that provides a discount.  Software should calculate the cheapest rate, even in situations where the customer must use two or more sites for their stay.  Explain how the software will understand that these two “separate” reservations belong to a single customer in the same facility type, thus affording them a discounted rate.  Also, what would be the applications response when that customer would change from a cabin to a campsite, causing them to not use one of the facilities for seven or more days, thus loosing the weekly discount, even if the total stay was still seven or more days.

Boating facilities are priced slightly differently than other facilities and are registered for a season in most cases.  Appendix G, Pricing Policy for Boating Facilities, explains the way that the BSP prices the boating facilities.  Explain the system’s capability to handle the pricing of boating registrations, transfers, and refunds.  NOTE:  Boating will not be subjected to Tiered pricing.

IV-3m
Security

The Offerors proposed solution must support various levels of security that will vary with users.  The BSP Project Manager and DCNR System Administrator will set security levels.  The system will have default roles (Super User, Regional IT, Park Manager, Revenue, Ranger, and Basic), which will allow access to certain screens and functions.  If the situation warrants, a park manager should be able to add or remove a screen from a particular user.  

BSP Staff, Agents, and Administrators are required to have a secure login and password.  It is preferred that the BSP Project Manager be able to define as many login templates as needed to define specific permissions for user login.  The default reset password must follow the guidelines and require the user to change when they log on to the proposed solution.  The Office of Administration requires that passwords meet the following guidelines.  

· Be at least eight characters long.

· Contain three of the four character types (upper case letters, lower case letters, numbers, and special characters).

· Must be changed every 90 days.

· Cannot be reused within the next 12 months.

It is also mandatory that the designated users have the override authority to modify or create reservations.  Please explain how your system will allow this and meet the above secure logon requirements.

The security system must support assigning levels of security to certain user groups with the option to override the security by authorized personnel.  An example would be allowing a Basic user to override the price charged for a reservation, provided that someone with appropriate security can immediately do an online authorization or verification.  Please explain how the system will allow this.

There should also be a level of security that is property dependent.  For example, a Park Manager may be able to add or remove inventory from the system at the park they are responsible for, but not for any other property.  Please explain how your system will allow this.

The proposed solution shall provide a level of safety and security that will minimize the loss or improper alteration of records and any improper System usage.  The system will facilitate validating users and/or groups and their security permissions to the menu level. 

Exposure risks such as update, delete, or alteration must be controlled.  There must be a park-dependent security level for Park Managers needing to add or remove inventory for which they are responsible.  Wherever change authorities are allowed, an audit trail must be produced.  Offerors will identify risks to the database and design minimal risk strategies and safeguards to protect each system component.  Proxy/firewall protections must be employed so that the Internet business connection is restricted to that system. 

The Commonwealth has a contract for electronic funds acceptance with PNC Merchant Services.  The application MUST use PNC Merchant Services for credit card processing, which is the Commonwealth’s current contracted supplier.  This supplier may change prior to awarding of the reservation and revenue contract as the Commonwealth is currently going through the RFP process for electronic payment services.  The application needs to use PNC Merchant Services, but is not required to use the Commonwealth’s payment gateway, since the proposed solution is required to have the electronic payment integrated with the solution.  PNC Merchant Services web site:  http://www.pncbank.com/smbiz/0,3810,446,00.html. 

Additionally, solutions must be compliant with the various credit card standards, i.e.:

· VISA USA Cardholder Information Security Program (CISP) –


http://usa.visa.com/merchants/risk_management/cisp_overview.html
· MasterCard International Site Data Protection Service (SDP) -

http://www.mastercard.com/us/sdp/merchants/index.html
· American Express Data Security Policies and Standards –

https://www212.americanexpress.com/dsmlive/dsm/dom/us/merchants/shared/supportandservices/fraudprevention/learnmoreabout/datasecurityrequirements.do?vgnextoid=86a353e0d7a22210VgnVCM200000d0faad94RCRD
· Discover Security Date Security Policies and Standards - http://www.discovernetwork.com/fraudsecurity/disc.html
The proposed solution is to include the following credit card security and processing features: 

· When a credit card is entered manually into the CCC, web, and field applications or swiped into the system through the field application, the proposed solution must capture the 3-digit CVV Security Number that is on the back of all the major credit cards.  This information must be transmitted as part of the encrypted file, but is not to be stored in the database.  This code must be available for use in all applications and is not permitted to be stored.  The number is not required for refunding to the credit card.

· The field application must be able to enter in an initial Approval Code that was obtained by staff calling and getting approval to charge a credit cards a specific amount when the field application was done or unavailable.  This approval number is entered manually by staff and transmitted along with the other credit card information when processing a transaction in the solution.  The Payment screen for use of credit cards would have an optional field to enter the number if available, but would not be required and would be limited to just numbers as characters would not be permitted.  This code field is only required for the field application for use by staff when approving credit cards when system is unavailable.

The proposed solution must allow certain staff members based upon permission level to do a search of credit card transactions based on date of transaction, last four (4) digits of the credit card number, amount of transaction, or customer last name.  The search must return, at a minimum, receipt number for the transaction and park where the transaction occurred.  The Offeror can provide the easiest and efficient way to handle this in proposed solution.

The proposed solution is to have a minimum of six (6) levels of authority users within the field application.  The current levels with their associated functions are included in Appendix F, Permission Levels.
· Basic User – This level has access to all registration, reservation and point of sale functionality.  This level can access the reports and/or functions necessary to close out a cash drawer, but not adjust them.  

· Enforcement – This level will need access to all of the Basic User Level functions as well as to view the statewide alerts.  This level will be set at 60 and not permitted to add alerts. 

· Revenue Role - This level has access to all of the Basic User and Enforcement Level functions, as well as the ability to access all reports, cash management processes, and inventory functions.

· Park Manager - This level has access to Revenue Level functions and below as well as the immediate ability to assign staff to appropriate functions, approve price changes, and unlock user accounts without the use or involvement of the Offeror.

· Regional IT– This level has access to all Manager Level functions and below as well as the immediate ability to assign staff to appropriate access levels, modify accounts, and handle computer issues without the use or involvement of the Offeror.

· Super User - This level must have access to all functions of the system for all parks from the Central Office as well as assigning revenue codes to POS items.  Additionally, Super User Level users must be able to log-on to each park individually

Please respond to the following questions:

Describe how the Offeror’s operation will meet the requirements and processes listed in this section, as well as, any additional guidelines and operational measures that provide the level of security required for both the internal and external users of the reservation program.  

Explain how your system handles the roles and access to screens and functionality.

Describe the end-to-end data security over the entire data path between the various elements of the Proposed System such as the following: 

· In-park system and banking system 

· In-park system and the Call Center 

· Call Center and Internet site 

· Call Center and banking system 

· Internet site and the in-park system 

· Internet site and banking system

Please provide your minimum and maximum encryption policies, proxy/firewall filtering and protections, and any other system security documentation that will guarantee secure transactions and confidentiality for our customers.  This information is to be presented in a manner indicating protection for Call Center users, and those making reservations over the Internet, including the funds transfers to the Commonwealth’s bank account.  Discuss sensitive/confidential information encryption and protection with regard to cache protection and purging.

Describe how accounts are maintained with the system and who can perform those tasks.

IV-3n
Performance Standards

The Offeror will be measured by performance standards computed on a monthly basis and enforced by specified, cumulative financial penalties that are assessed on a monthly basis.  Offerors must indicate whether they can fully comply with the standard for each performance measure in Appendix U, Performance Standards. The Offeror may suggest an alternative measure to any performance standard that has been identified, so long as level of performance expectation is maintained.  In addition, provide a supplemental reply for each performance standard for which Offeror has a better suggestion for strengthening the standard or penalty and therefore the performance of the reservation system.  The Offeror shall propose clear and useful standards for any additional performance criteria needed to evaluate System operations.  Offeror must complete Appendix U, Performance Standards, and include any additional performance measures deemed appropriate.

The project manager will review the required monthly performance standard reports and determine if any of the performance standards were not attained.  If any of the performance standards were not attained, the Offeror will be charged a fee based upon the standards and penalties as agreed upon during finalization of the contract with the successful Offeror.  The BSP Project Manager will meet with the Offeror’s Project Manager to agree that the standard was not met and if any corrective action is needed.

The standards and penalties/corrective action shall begin to apply in the second full month of operation for that feature.  In addition, penalties will not be levied for any performance standard below standard due to factors beyond the control of the Offeror, such as natural disasters, electrical service interruptions, telephone service failures, BSP connectivity to the Internet, or other natural or outside factors.

The Offeror is to provide a service or services to individuals seeking reservations/registrations for facilities, point of sale items, or information about Pennsylvania State Parks and failure to comply with these Performance Standards may cause a loss of services, untimely delays, or deprive the Commonwealth of agreed upon services and/or revenues.  

In the event the Offeror is unable to establish CCC operations or a fully operational field parks module as of the dates specified in your proposal, liquidated damages in the amount of $200,000.00 will be assessed.  In addition, the Commonwealth’s Department of General Services will be notified of the failure to comply with the contract, for appropriate action in consideration for future contracts with Commonwealth agencies.

In addition to your indications of compliance to items in Appendix U, Performance Standards, describe how the Offeror’s operation will meet the performance requirements listed in this section, as well as, any additional guidelines and operational measures that provides the high level of performance required for both the internal and external users of the reservation program.  

IV-3o
Data Migration

The existing reservation system data is maintained on an Oracle database, version 9.  All basic facility data is available that will be needed for the Offeror’s proposed system.  In addition, there is certain reservation/registration data that would need to be migrated to the new system.  This would include the customer’s unique identification number and reservation data.  The Offeror and the BSP Project Manager would agree upon how much data would be brought over and what fields.  The Bureau would like to bring over at a minimum the customer, address, senior citizen and/or ADA discount identification, Visitor in Parks (VIP) number, and telephone number.  The reservations information would include the customer information, park, facility, and arrival and departure date.  Explain the Offeror’s capability and willingness to migrate limited reservation and customer information over to the system.

During the course of the contract, BSP is requiring that scheduled monthly data migrations be implemented, sending all reservation, POS sale transactions, and customer data to a repository at DCNR’s Rachel Carson State Office Building, Harrisburg, PA.  This is to be done to ensure ownership of this mission critical data.  Describe your plans for accommodating this requirement.  

The Offeror will be required to keep five (5) years of data in production so as not to impact the production database affecting the various users due to the size of BSP’s database.  BSP and the Offeror will agree to a system to archive data that is in excess of five years on a regular basis.

Describe how the Offeror’s operation will meet the requirements and processes listed in this section as well as any additional guidelines and operational measures that provide the level of data ownership and reuse required by DCNR and BSP.  

IV-3r
Reporting

The following are summary descriptions of typical reports provided from the existing reservation program that are used by both everyday users and the administrative personnel.  Explain and provide examples of reports that the proposed system would generate to meet these report requirements.  In addition, what other reporting capabilities does the proposed system have for reporting on performance, revenue, usage, attendance, etc. that are not specifically requested?  All reports should have the capability of doing a screen display or printing it out in hardcopy.  Appendix P, Sample BSP Reports, provides samples of the reports listed below.  In regards to the attendance, the system is required to report attendance figures of overnight reserveable facilities, white water boating, pavilions, and picnic groves.   

Reports that are run for the current date forward are to be limited to 15 days as not to impact the solutions speed.  Historic reports should run against an archive database as not to impact the production servers and allow for up to 365 days to be reported on.  If the Offeror can ensure no impact on performance future reports will not need the restriction.  Any restrictions are to be agreed upon by BSP and the Offeror.

The proposed solutions various reports are to permit users to have an option to generate the report for exporting to a PDF or excel format.  Staff would be restricted from selecting both at one time.  Staff will not have to chose an option if the report is just being run for printing out.  The default printing set up would be the current HTML format unless either PDF or Excel is chosen for exporting from the solution.  The solution is to choose the best layout option (landscape or portrait) for printing to a PDF format in order to reduce the number of lines a record creates.  Within the display options the reports are to have the option to allow park staff users to view the previous 15 nights or the next 15 nights.  This option would allow staff to move forwards or backwards without having to change the dates search criteria. 

Non Financial Reports:

After Hours Posting Report (Short) – Report to include the occupant’s full name, site number and loop.  This report can also be sorted by all sites, occupied sites or empty sites only by selecting the appropriate radio button.  Report will allow you to show: Show all sites, Show only occupied sites or Show only empty sites.

After Hours Posting Report (Detailed) –Detailed report to include the occupant name, site number, the timeframe the site is available and the price for the particular night’s occupancy.  This report can also be sorted by sites, occupied sites or empty sites by selecting the appropriate radio button.  Report will allow you to show: Show all sites, Show only occupied sites or Show only empty sites.

Arrival Report – Reports details on number of guests arriving at sites.  Included in the report is: visitor name, occupant name, number of people, phone number, reservation number and site number, arrival date, departure date and balance due.  In addition, displays the total reservations per sub area and the grand total.

Arrival Report Back Pack – Reports details on number of guests arriving at the parks with backpacking and can only run for a specific date.  Items showing on report are to include: Park name, area, sub-area, facility type, visitor name, phone number, reservation number, number in party, site number, balance due, address and comments.  When it applies, the report will also list when a Site Move took place/or will take place.

Availability Report – This report displays (via grid) the days specified in the search, available sites, and reserved sites by employing a coding scheme that is easy to understand: Y=Available, YL= Local Sale Only, N=Reserved, H=Held and NR=Non-Reservable status.  The YL sites will be displayed in red.

Boating Control Report – Will show a schedule of time through the day for launch times for the Whitewater launch times.  Blocks information by BSP designated time frames showing: Number of people and customer VIP name with each group due to launch at allotted times during a given day.

Customer Slip Report –This report is used for parks that maintain waiting and transfer list for boating.  This report displays the individual slips/spaces that a customer has selected and shows if it is a transfer or waiting list.  If it is a waiting list, the column labeled “Resid” (reservation id) will have a “-“displayed, but if a transfer list then it will show the reservation number.  If there are multiple listed numbers displayed, then the customer is on multiple transfer lists.  

Facility Utilization Summary Report – Report summarizes, by sub area, the sites that are reservable based on the total number of nights and nights reserved.  Report will list area, sub area, number of sites, total number of site intervals, number of rented intervals, number of vacant intervals and the percentage full.

Facility Utilization Detail Report – Report lists each site’s actual usage and tracks the electric sites.  Each sub area will be totaled along with the number of electric sites associated with that sub area.  The report also includes the revenue that the site generated and is to be used for enterprise reports at the end of the year.  This report is to provide grand total for all sub-areas.  The grand total is to also provide a total of electric sites.

Occupancy Report – Provides details on the number of guests occupying park sites.  Information included in this report is occupant’s name, loop, site, reservation id, departure date, visitor name, VIP number, 2nd car permit and number of people.  At the end of the report it will list the total number of people.

Permit Report – Allows you to display a list of various permits that have been issued by the park and that are valid within the time frame chosen.  If there are multiple types of permits, the report is broken down by the types.  Permit Type select:  Boat Launch Permits (these are to be broken down by type), Mooring Permits, Season Permits (whitewater only) and Swimming Pool Permits (Adult, Child, Family and Senior Citizen annual pass).

Statewide Usage Report – Report gives a statewide summary by area and sub-area.  It does not include revenue and only counts sites that are reservable; therefore, sites that are flagged NR are not counted.  User to have the option to count all days, weekdays or weekends (weekends for overnight facilities are defined as Friday and Saturday, weekends for day use facilities are defined as Saturday and Sunday.)  Type will let you display weekend, weekdays or all days.  Report Show By will sort the information by TPA (Tourism Regions) or Region (State Parks Regional breakdown).  Report is to display totals by regions and provide a statewide total.

Turnover Report – Turnover report displays the date in which a turnover occurs on a campsite, cabin, or other facility.  You have the option to view a maximum of 15 days by clicking the << 15 Nights button or the 15 Nights >> button to view the respective 15 days without having to enter a new start and stop date.  This will give you the option to research information on the customer that is occupying the site overnight.  If you click on the R=Reserved, T=Turnover (and with one night reservations) and the C=Checkout, you will get a pop up dialog displaying information on that particular reservation.  Other Keys for this report are dash mark = Available, N=Non-Reservable or on hold and X=No Data Available.  The report is to display the reason for an administrative hold for any site that is marked NR and the staff provided data with a reason for the hold.  A popup displaying the date, site, and comment for the hold is BSP’s preferred option to show the reason.

Usage Report – This report displays/list statistical information on a reservation based on the sales channel.  Report will list Area; Sales Channel; Discount Type; Total Paid; Number of Resident/Registration; Number of Nights; Number of People and Number of Camper Nights.  At the end of the report it will show the total for park and all total of each column listed above.

Usage Report Inn – This a modification of the Usage Report that is required to be run for a designated time period showing the number of rooms broken down by individual dates.  The report would have the total number or rooms available for reserving by the night, total # of rented intervals, and number of rented units above 5 per night called Bonus Compensation along with a grand total.

Visitor Statistics Report – Report to display the number of visitor’s in-state, out-state or in all locations.  The number of people is counted one time per reservation and includes the departure day within the time frame requested.  The radio button that you have to select breaks down report: Annual, Quarterly (by calendar year quarter) or Monthly.  Select type of visitor by: All visitors, PA residents or Non-PA residents.  Choice to select the location option: Zip code, City or State.

2 Days Availability Report – Report shows, at a quick glance, the availability of campsites for specified two date range.  Sites listed as Open=Available, Full=Unavailable and sites listed N/A=Not Available.  This report will also show if the site has Electric, Pets or is ADA noting this by either stating Yes or No in the box.  If the site is not available for the 2 day period it is not included in the report results. 

Attendance Report –This report is designed for the park to use in reporting their monthly attendance.  It displays the facility types broken down to work with the state parks attendance program.  If there is no data for a certain date (all cells would have a 0 in them), then the date is not listed on the spreadsheet.  All information is displayed in an excel spreadsheet for copying and pasting.  It will provide you with totals for the day and a date range for each facility type with a grand total. 

Boating Transfer/Waiting List Snapshot – This report would generate a report based on a slip designation that would display the date customer was added to the transfer/waiting list, customers name, VIP number, phone number, current slip (only applies to transfer lists), preferred slips, and comments.  A sample is not included in Appendix P, Sample BSP Reports.
	24 Foot Transfer List

	Date
	Name
	Phone #
	Current Slip
	Preferred Slips
	Action Taken 

	2/15/2010
	Jimmy Forestry
	101-455-5689
	322
	300, 301, 400, 401
	Assigned to 301 4/25/10

	3/21/2010
	State Parks
	888-637-2757
	401
	600, 601, 603, 604
	 

	4/1/2010
	Mickey Mouse
	777-555-1234
	235
	100, 200
	 


Boating Occupancy Report – This report will generate the list of customers in the spaces on a designated date.  The fields that are to be included in the report include sub-area, space, permit number, boat length, trailer license number, registration number, customer last name, customer first name, state, phone number, and emergency phone number.  A sample is not included in Appendix P, Sample BSP Reports.
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Extra Car Pass Report - To create this report to display the sites that had extra car passes assigned to them for a specific time period.  This report would include the respective dates, sites, number of car passes, and comment fields ALONG WITH a blank issue field for rangers to make notes for updating the contact station staff.  The comment information would be pulled from reservation.  Staff would have the option to return only the sites that had extra car passes assigned to them through the use of the radio button similar to the after hour reports.  Report is available for campsites, cabins, yurts, camping cottages, deluxe camping cottages, walled tents, and observatories.  A sample is not included in Appendix P, Sample BSP Reports.

	DATE
	SITE
	# PASSES
	COMMENTS
	ISSUES

	April 12, 2009
	M043
	2
	Group of teenagers, possible issues
	

	April 13, 2009
	M045
	1
	
	Checked out and parked on grass


Financial Reports:

Detailed Operator Report – Report provides an account of financial assets on a per operator basis.  This will display each individual transaction that the operator processed during the time frame selected plus a summary of the tax and payment types.  

Price Change Report – Will show any adjustment/change to fees.  The report will show Adjustment Type, Date, Reservation Id., Total Nights, Amount, Operator, Location and Description.  The description is the justification entered by the manager when making a price change.  There is to be a signature block at the bottom of the report.

Operators Collection Report – Report provides a summary of financial assets for an individual operator or park.  If you are running “All Operators,” the report will be broken down by each operator who performed a financial transaction and a summary for all will show at the end of the report.

Collection Report – The report is similar to the operator reports, but it does not contain operator-specific details.  It simply reflects how much money was collected by payment type.  In addition, a summary of the tax and payment types is to be included.

Cancellation Adjustment Form – This report form can be filled out online and submitted electronically to request corrections to refund a reservation once is has been cancelled or voided (access is restricted to park managers permission to use this form).  It is also used as a last resort to refund/charge money to a customer to fix a mistake made by someone at the park or the CCC.

POS Report – Report displays/lists all transactions for the park location for the selected time frame.  The report provides the information at a sub category level and a grand total.  This report is based on the entire park.

Detailed POS Report – Report list all transactions for the park location for the selected time frame.  It displays the information by product of the POS items.  This report is based on the entire park. 

Registration/Revenue Report – This report displays activity by facility type during the time period in question, listing each reservation number.  The report is based on transaction date.  Therefore, the negative numbers reflect a refund that was given on that date; however, the revenue was collected at the time outside of the date range being requested.  The report is based on the entire park and the transactions that were done at the field location.  It does not include web and call center transactions. 

Revenue Detail Report - The information included in the report is the park name, partial credit card or check number, and credit card expiration date if applicable, the reservation number, VIP number, transaction location, employee name, receipt number, transaction type, payment type, terminal id number, transaction date, authorization code and the transaction amount.  The following summarizes what the report is used for:

· Daily credit card reconciliation’s

· Research of sales done by a particular employee

· Monthly credit card reconciliation’s

· Daily review of cash drawers

· Daily/Weekly/Monthly/Yearly reports of different account types of revenue

· Daily/Weekly/Monthly/Yearly reports of different payment types of revenue

· Daily/Weekly/Monthly/Yearly reports of different transaction types of revenue

Revenue Query Report – Summarizes the revenue generated for each facility type and point of sale items.  The point of sale includes the permits that are sold as well.  The revenue is based on the transaction data and not the time it was used.  This report includes all sales channels and has a grand total at the end of the report.  Radio button will allow you to separate the revenue by: Annual (calendar year), Quarterly (calendar year quarters) and Monthly.

NSF Status Report – This report will return all reservations and POS items that have been marked NSF by staff using the NSF check process.  The report will contain the field’s reservation/transaction number(s), date of NSF, balance due, total amount of bounced check, VIP number, comment, and shopping cart.  Report should be able to be run for any number of days in the past up to 365.  Balance due is to include all transactions tied to a NSF check plus the fee that was paid or due.  BSP and the Offeror will agree upon design of the report.  A sample is not included in Appendix P, Sample BSP Reports.

Cash Drawer Management: The system is to permit BSP staff to start at the transmittal screen work their way back to the deposits, then to the cash drawer listing, and finally to the actual cash drawer without having to request information.
Transmittal E-mail – After the Transmittal is completed, the system automatically generates an e-mail (assigned to go to approved person) showing that a transmittal was completed.  In this report the following information should be included: Date Transmittal; Total Amount Transmitted; Transmittal Control Number; Transmittal Trace Number; Revenue Code; Type (description); Amount; Adjustments; Grand Total Deposited: 

Transmittal Details – Report to show total of revenue that has been transmitted.  The report will include Transmittal Id #, Trace #, Date and By along with all deposit information used during that date to include: Deposit Date; Cash Deposit; Check Deposit, Total Deposit Amount and all Total adjustments: Interest Earned, Bank Fees, NSF, Misc. fees and total amount of the Transmittal.  Revenue Code Information is also included in this report to show a breakdown of all revenue assigned to each revenue code.  There is a comment section to allow for any comments reverent to that transmittal or included deposits.

Deposit Ticket Detail – Report to show total of revenue (cash or checks) deposited.  Once a cash drawer is balanced and closed it needs to be deposited, this is completed by check marking all drawers to be deposited and selecting the Deposit Selected Cash Drawers and approving by checking ok for the deposit to be completed and ready for Transmittal. 

Cash Drawer Report – Report will show the financial activity summary related to a specific cash drawer.  

Cash Drawer Detail Report – Report to show the details of all transaction relating within a single cash drawer.  The cash, credit cards and refunds are recorded by account and totals are given for each separately and combined.  This report will show any adjustments to the Cash or Check sides, when a correction is made comments are required. 

Accounting Reports Application: This reporting application is to be restricted to BSP central office staff and the Offeror’s appropriate employees.
Sales and Commission Summary Report - Report to show the breakdown of information from each State Park to show any area general facility type area from which revenue has been collected this is to include but not limited to: Camping cottages, campsites, pavilions, yurts, POS items, boating storage, marina slip and meeting rooms.  The report is then to break down into various sorting elements: Type of payment: Credit Card, Check/Cash/MO and Gift Card Sales then break down the area that collected the funds: Call Center, Public Site and at the Park level.  Additional information shown on this report is as follows:  Adjusted Sales Dollars, Commission, Cancel Charges, and Adjustments to: Commission/Cancel and Adjusted: Commission/Cancel this information will also be broken down by the type of payment and location of payment collection method. 

Sales and Commission Detail Report – Report to show the same information as listed for the Sales and commission summary report but in addition to this information the breakdown of the facility type will be more detailed to a per reservation and not a general facility type.

Distribution Summary Report – In this summary the report is used to retrieve information on all revenue collected via Call Center, Public Site (online) or by the Park location.  All information will be broken down by Park Location and then for each location there will be a section for Call Center, Public Site and Park Total information to be broken down to supply the following information for each output: Credit Card Net Sale, Credit Card Net Tax, Credit Card Sale w/o Net Tax, Gift Card Net Sale, Gift Card Net Tax, Gift Card Sale w/o Net Tax, Check/Cash Sale, Check/Cash Tax, Check/Cash Net Tax and Check/Cash Sale w/o Tax.

Cancellation Report – Shows detailed Refunds/Cancellation/Change Fee’s issued by the parks this information will be broken down by Park Location and provide the user with the following information: Reservation Number, Date of Reservation, what method the Reservation was created, what Type of Return it was, what method of Payment was taken and the Totals. 

Check Refunds Approval – Report is used to determine refund checks to be issued and where the refunds should be mailed to.  It also is to show where the refund was generated from.  BSP staff using this report, based upon permission level, must be able to approve or reject the refund and be able to generate an Excel Spreadsheet from this report to include: Payer Name, Payer Address, VIP Number, Account, Refund Receipt, Pretax Allocation, Tax Allocation, Original Receipt, Original Item and Original Date.  This report is used in relationship to Appendix Q, Check Refund Interface and automatic posting in SAP.

Adjustment Report – Is on a shopping cart based concept and is to show information by Park along with Reservation ID and Shopping Cart ID at the end of the report the Total of all Adjustments is to be listed.  Other additional information to be on this report should include: Adjustment Id, Initiated By, Adjustment Type Description, Status, Date, Reason and Adjustments To:  Sales or Cancel. 

Call Center/Web Revenue Transmittal – This report is used to transmit check and credit card revenue that is processed by the CCC and online to show total of revenue that is to be transmitted for the dates specified and also used to show past transmitted revenue collected by the online service or the CCC processed.  This report will be used in adding of the transfer of funds collected to the Commonwealth of Pennsylvania’s accounts.  After the information has been Adjusted, Trace Number added, and information Updated this will generate a e-mail that is to include Transmittal Id #, Trace #, Date and By along with all deposit information used during that date to include: Deposit Date; Check Deposit, Total Deposit Amount and all Total adjustments: Interest Earned, Bank Fees, NSF, Misc. fees and total amount of the Transmittal.  Revenue Code Information is also included in this report to show a breakdown of all revenue assigned to each revenue code.  There is a comment section to allow for any comments for adjustment to the particular transmittal.
Gift Card Mailing – Report used to retrieve information on all Gift Cards sold online in order to generate a report to mail Sold Cards and track available cards to the online customers.  The report allows the user to Approve or Reject the sale and create a Mailing Spreadsheet showing: Item Type, Item Number, VIP Number, VIP Name, Address, City, State, Zip, Phone, Created Date, and Mailed Date.

Revenue Summary Report – This report will summarize park revenue by the designated time frames.  The report breaks out the tax revenue and reimbursed revenue collected by parks.  The net revenue is the money that is returning to parks.  The information is listed by Park Name by Region with a Region Total given.

Credit Card Gross Sales Report – This report is to be used for verification of the monthly invoices submitted by Visa/MasterCard, Discover, and American Express.  This report fields would include date, type of card, gross sales, number of debit transactions, and number of credit transactions.  The report would be set up to run for a specified user range against the credit card processing information.  The display would be landscape and able to export to PDF or Excel.  A sample is not included in Appendix P, Sample BSP Reports; therefore a sample is displayed below.

	
	VISA TRANSACTIONS
	MASTERCARD TRANSACTIONS
	DISCOVER TRANSACTIONS
	AMERICAN EXPRESS TRANSACTIONS

	DATE
	GROSS SALES
	DEBIT TRANS
	CREDIT TRANS
	GROSS SALES
	DEBIT TRANS
	CREDIT TRANS
	GROSS SALES
	DEBIT TRANS
	CREDIT TRANS
	GROSS SALES
	DEBIT TRANS
	CREDIT TRANS

	5/1/09
	$950.00
	12
	45
	$240.00
	4
	19
	$0.00
	0
	0
	$0.00
	0
	0

	5/2/09
	$500.00
	4
	19
	$700.00
	3
	23
	$300.00
	4
	9
	$400.00
	2
	7

	5/3/09
	$250.00
	0
	9
	$650.00
	0
	40
	-$48.00
	1
	0
	$0.00
	0
	0

	TOTAL
	$1700.00
	16
	73
	$1590.00
	7
	82
	$252.00
	5
	9
	$400.00
	2
	7


Tax Report Summary - This report lists, by park, all state sales, local and county taxes collected for a specified park/all parks and date range.  A sample is not included in Appendix P, Sample BSP Reports.

Revenue Transmittal Report - This report must list all revenue, by revenue account, and show totals by category of account.  This report can be run by park/all parks and date range.  This report can be sorted to show either cash/check transactions or credit card transactions.  A sample is not included in Appendix P, Sample BSP Reports. 

County Sales Tax Report - This report will show the amount of sales tax collected by county over a period of time.  The user will be able to designate the time period.  A sample is not included in Appendix P, Sample BSP Reports.

Inventory Reports: *Samples of these reports are not included in Appendix P, Sample BSP Reports.
Replenishment Orders Log – Report will give a Reorder List and will include: Order #, Order Date Status, Offeror Product, Status Order Qty, First Receipt Date/Received Qty and Completion Date/Fulfillment Date. 

Physical Recording Form – To give an overview of items in Physical inventory, report to include: Date, By, S. No., Product Name, Bar Code, Selling Price, Quantity and Comments.

Inventory Snapshot – A snapshot of Inventory and the report will show: Bar Code, Item ID, Product Name, Available Quantity, Status, Average Cost Price, Retail Unit Price and Margin %.

Inventory Transaction Log – A report showing a transaction log of items in inventory the report can be run with the following Inventory Transaction Types:  Sales, Non Replenishment Order Receipt, Replenishment Order Receipt, Adjustment Issued, Adjustment Receipts, Offeror Return, Write Off, Stock Transfer-Issued and Stock Transfer-Receipts.  The Report will include: Product ID/Trans ID, Product name/Date, Type, Qty, Trans Price and Value.

Inventory Discrepancy Report – this report is to provide the difference between the systems count and the physical count that was completed.

In addition to the existing reports that are listed above, please explain your systems ability to accommodate the requirements listed below.  Be specific.  These additional requirements are to provide Commonwealth management with adequate reporting capability and functionality to properly monitor and manage the reservation function, and to control and account for revenues.  Besides providing the standard type of reports, the system should provide a flexible, somewhat ad-hoc type of reporting that management could use to customize and tailor reports.  This should be accomplished by providing SQL access capability to the database or the capability to easily convert data into standard commonly used formats for transfer to another software product for analysis.  The Offeror’s description of reports capability should address the following areas of concern:

Park reports, at a minimum, should provide timely information of parks for operational needs.  Reports should provide for easy use by park staff to check-in visitors arriving for park facilities on a daily basis.  Reports should also be available to check trends and be helpful in marketing efforts.  Reports should include: 

· Confirmation, arrival, projected arrival, exit, use, and cancellation information for facilities by type such as campsites, cabins, pavilions, etc. 

· Special reports by BSP management by query. 

· Monthly complaint reports.

· Annual Report - Consolidation of key points from all other reports with most figures based on creation date.   A critical component of the report is to be the comparison over past year performance.  BSP and the Offeror will agree upon the contents of the report.

Revenue and remittance reports must identify all permits and receipts used to generate the revenues as well as related bank deposit information.  Revenue reports must satisfy the requirements of the Comptroller's Office and PA Department of Revenue.  Remittance reports and data should be safeguarded in the system from being changed after a revenue transaction has been completed.  These reports are to be broken down by terminal and the associated staff member along with the park office or complex as a whole.

IV-4
Tasks  

Offerors are to supply a complete, detailed Project Plan identifying the Tasks identified in this section.  Include a Gantt chart as part of this Project Plan.  Tasks are to reference all Requirements defined above.  Clearly specify the anticipated dates in which the following Tasks would be implemented:

Task 1:  Project Management 

The Offeror must provide a Project Manager for the work along with a Call Center Operations Manager.  The Offeror must employ the proposed Project Manager as a regular, full-time employee on the proposal submission date and throughout Implementation.  The Project Manager must spend sufficient time in Pennsylvania so that the Project Manager understands the operations of BSP and the expectations for this Project.  Additionally, the Offeror’s regular employees must perform all design, system development and maintenance operations, including the website, and all call center and help desk operations required to complete the work.  The Offeror must employ the Operations Manager as a regular, fulltime employee on the Proposal submission date and throughout the term of the Contract.  The Operations Manager must work at the Call Center.  

Reporting and Status Meetings 

The Offeror must provide periodic reporting and attend status meetings.  Weekly and monthly status reports do not require a Deliverable review cycle. 

Weekly Meetings:  Throughout the Project, the Offeror’s Project Manager and pertinent primary Project staff must attend weekly meetings with BSP and other members of the Reservation and POS System.  The weekly meetings must follow a preset agenda and must allow the Offeror or BSP the option to discuss other issues that concern either party.  Weekly meetings may be conducted via conference call with the approval of BSP.  The weekly meetings can be rescheduled to bi-weekly or tri-weekly as the contract and system progress as agreed upon by BSP and the Offeror.  The minutes of the meetings are due to the BSP Project Manager within 3 business days after the meeting.

Weekly Status Reports:  The Offeror must provide written and electronic status reports on the Project, which are due to BSP at least 24 hours before each weekly meeting.  Weekly status reports must contain, at a minimum, descriptions of the following: 

· An Executive Summary; 

· Any issues encountered and their current disposition; 

· The results of any tests; 

· Whether deadlines were met; 

· Any issues that need to be addressed before proceeding to the next task; 

· Anticipated tasks to be completed in the next week; 

· Tasks percentage completed between 0% and 100% 

· Updated Project schedule;  

· Status of open issues. 

The Offeror’s proposed format and level of detail for the status report must be subject to BSP approval. 

Ad Hoc and Oversight Committee Meetings:  The Offeror’s Project manager, or designee, must participate in all Project-related meetings as requested.  The Offeror may be required to prepare materials and make formal presentations at these meetings. 

Monthly Status Reports:  The Offeror must submit a hardcopy and electronic status report, which is due to BSP by the close of business, the second working day following the end of each month during the Project.  Monthly status reports must contain, at a minimum, the following: 

· A complete set of updated and current output from the latest version of Microsoft Project, including an updated Gantt chart, along with a copy of the corresponding Project schedule files in electronic version; 

· A description of the overall completion status of the Project in terms of the approved Project schedule; 

· The plans for activities scheduled for the next month; 

· The Deliverable status, with percentage of completion and time ahead or behind schedule for particular tasks; 

·  Identification of Offeror employees assigned to specific activities; 

·  Problems encountered, proposed resolutions and actual resolutions; 

·  An analysis of risk anticipated, proposed mitigation strategies and resolved risks; 

·  Any updates required in the change management process; 

·  Testing status and test results; and 

·  Proposed changes to the Project schedule, if any. 

The need for and frequency of meetings and reports will be reevaluated once the Reservation and POS System is accepted by BSP. 

Offeror Deliverables - The deliverables to be produced by the Offeror for the Project Management Task include the following:  

·  Updated Project schedule; and 

·  Weekly and Monthly Status Reports

Task 2: Requirements Analysis/Definition   

The Offeror must perform a detailed review of the technical and functional requirements provided in Appendix E, System Functionality Requirements, of the proposed solution.  BSP technical staff will provide an overview of the existing reservation system and history files including reference files and payment processes.  The Offeror must thoroughly review, confirm, and update if necessary, all the technical and functional requirements specified in this RFP.  In addition, the Offeror must work with BSP staff to fully understand the scope, purpose, and implications of each requirement by holding JAD sessions; site visits; or interviews with the stakeholders and BSP subject matter experts. 

The Offeror must perform a detailed Gap analysis of the technical and functional requirements in the RFP and their proposed system and develop the detailed specifications required to customize and implement the proposed solution.  The Offeror must provide the results of the Gap analysis to BSP. 

The Offeror must develop a System Requirements Specifications Document.  This System Requirements Specification Document must include system functional and non-functional requirements (e.g., quality attributes, legal and regulatory requirements, standards, performance requirements and design constraints).  The requirements covered in this RFP and any new requirements discovered as a result of the JAD sessions and interviews must be included in the System Requirements Specification Document.  The specification for each requirement must include a means of measuring that the requirement has been satisfied.  This measurement must be utilized to generate the necessary test cases for system and acceptance testing.  All requirements must be further refined to arrive at the detailed design requirements and traced throughout the system development life cycle. 

During this phase, the Offeror must develop a Requirements Traceability Matrix to track all requirements specified in the system requirements specifications document.  The Offeror must track all requirements through each stage of the development life cycle from requirement specification through production deployment.  The Offeror must store the requirements in a requirements management repository that must be accessible by the BSP.  The Requirements Traceability Matrix and the repository must be used throughout the Project to assure that the design, development, test and final production system meet all specified requirements. 

Offeror Deliverables - Deliverables to be produced by the Offeror for the Requirements Analysis/Definition task include the following: 

·  Gap Analysis

·  System Requirements Specifications Document

·  Requirements Traceability Matrix

Task 3: Design 

The Offeror must develop a System Design Specification Document for the customization of the Central Reservation and Point of Sale System.  The System Design Specification Document must: 

·  Address the functional and technical requirements identified through the Gap Analysis; 

·  Include a high level design for the required customizations; 

·  Include the external interfaces; 

·  Include design/implementation constraints for the required customizations; and 

·  Contain all the information necessary for application customization. 

The Offeror must thoroughly document and track each functional requirement from the System Requirements Specifications Document to the System Design Specification Document.  This documentation must also include traceability from the specifications forward to the test cases developed for systems testing. 

The Offeror must develop and provide a Detailed System Design Document for customization of the Central Reservation and Point of Sale System.  The Detailed System Design Document must include: 

· Resource requirements that detail CPU, data storage, print, memory and time estimates for transaction and batch processes required for test, development and production

· A detailed description and diagram of the system architecture on how the components are integrated to detailed requirements

· A flow diagram of each module and interface, identifying all major inputs, processes, and outputs

· General and detailed narratives describing each customized function, process, and feature

· Final network configuration with graphic layout of all network lines, switches and all hardware/software detail 

· Entity relationship diagrams

· A detailed comprehensive data element dictionary

· A logical and physical data model

Information Security Plan - The Offeror must provide an Information Security Plan detailing how the Offeror will maintain confidentiality of customer data.  This plan must include a comprehensive Risk Analysis. 

Offeror Deliverables - Deliverables to be produced by the Offeror for the Design task include the following: 

·  System Design Specification Document

·  Detailed System Design Document

·  Information Security Plan

 Task 4: Customization and Testing 

This task includes activities that will lead to the customization and testing of the proposed solution.  The Offeror must customize the software to meet the needs of BSP as defined in the completed System Design Specification Document and Detailed System Design Document.  The Offeror must be responsible for providing, maintaining and supporting the environments necessary to customize and test the system. 

The Offeror must develop a Master Test Plan that addresses each of the following testing types (Unit, System and Integration, Regression, Load and Stress, User Acceptance and Parallel Testing).  With the exception of User Acceptance testing, testing must be performed by the Offeror.  The Offeror must document and compare all results to the expected outcomes for each test.  Test results must be provided to BSP through reports and meetings.  At a minimum, the Master Test Plan must ensure: 

· Stability of the hardware and software

· Capacity and scalability of the hardware and software

· Functionality of the software

· Reliability and correctness of the software 

· The accuracy of the input and output provided by the hardware and software at each of the BSP sites and the Central Office

· Confidentiality of customer information

· Adherence to statewide security policies

· Test data, test case scenarios and scripts are thorough and complete

· Secure transfer protocols for data exchange

· Ability of the proposed solution to handle power outages or interruptions in service, or other loss to the system including the ability to recover data

The Offeror must execute the approved Master Test Plan and document the results in a Master Test Plan Results Document. 

The Offeror must track and correct any defects that arise during testing.  The Offeror must resolve all defects prior to system implementation and operation.  All defects and their resolutions must be documented and tracked in a Defects Tracking Log. 

The Offeror must perform various testing activities that will include the following:   

Unit Test - The Offeror must conduct unit testing of the proposed solution.  Unit testing must include a description of the test procedure, expected results, and actual results of each unit or module customized or built for the system. 

System and Integration Test - The Offeror must conduct system and integration testing of the proposed solution.  System and integration testing must ensure that the system functions as designed and exchanges data correctly.  Additionally, integration testing must verify that each software unit or module implemented will operate seamlessly as part of the system.    

Regression Test - The Offeror must conduct regression testing of the proposed solution.  Regression testing must ensure that the system functions as designed and that any regression flaws are uncovered.  The system must continue to function as designed after any modifications have occurred. 

Load and Stress Test - The Offeror must conduct load and stress testing to determine performance levels under expected system loading conditions with production-sized databases.  Load and stress testing must also be conducted to evaluate how the system performs under maximum stress conditions and to determine the maximum capacity within specified performance levels.  The results of the load test may also result in re-work and system tuning if specified performance levels are not met. 

User Acceptance Test (UAT) - The UAT demonstrates that the Offeror is ready to provide the system to the State for testing.  The primary purpose of UAT is to validate that the user requirements, as defined in the System Requirements Specification Document, are met.  BSP Users will verify the operability of the system, all functional areas and output data.  System performance will also be evaluated against the performance requirements specified in the System Requirements Specification Document.  The entire system must be tested before start of operations.  BSP must approve any modifications to the system.  The Offeror must support and assist BSP during execution of UAT.  Due to space limitations at park sites, web based transactions will be used to test at least 10 park sites.  

Field Testing - The Offeror must test the accessibility and functionality of the various reservation and registration screens and all report functions.  They must also test the aspects of the Point of Sale module including new product set up, pricing, credit card processing, bar code scanning, inventory entry and other tests as defined by BSP.  At parks with a backpacking facility, the Offeror must test the reservation module.  At parks with boating facilities, the Offeror must test the boating module.  A representative of BSP must be present at all field tests. 

The Offeror must update the Master Test Plan results document upon completion of each test described above. 

Offeror Deliverables - Deliverables to be produced by the Offeror during the Customization and Testing task include the following: 

·  Master Test Plan

·  Master Test Plan Results

·  Defects Tracking Log

Task 5: Data Conversion 

Prior to converting the data, the Offeror must provide a Data Conversion Plan approved by BSP.  At a minimum, the Data Conversion Plan must: 

· Include a process and strategy for converting historical data from the legacy Oracle database into the proposed solution

· Provide detailed data conversion documentation including data conversion rules, field mappings, issues that may be encountered, and proposed actions to be taken during conversion

·  Establish rules to resolve data issues

·  Create methods to correct erroneous data

·  Include detailed specifications for conversion

·  Include conversion programs required for converting all existing data

The Offeror must perform a pre-conversion test designed to verify that the conversion program is reliable and accurately reflect the source data through the review of random batches and ensures that the data conversion process completely imports the converted historical data.  The Offeror must track pre-conversion test results in a Pre-Conversion Test Results Document that contains the statistics and outcomes from converting data.  Once the Offeror certifies that the test is successful and BSP approves the test results, the Offeror may perform the full conversion.  

The Offeror must convert the historical data to the new Central Reservation and Point of Sale System and ensure minimal disruption to the work efforts of BSP.  This conversion effort must include: 

· Extracting and cleansing data from legacy systems

· Mapping to and populating the data store

· Verifying that the data is imported completely and accurately reflects the source data

The Offeror must convert legacy system data electronically.  Where legacy system data cannot be electronically converted, the Offeror must provide manual entry.  

The Offeror must execute the Data Conversion Plan and perform all conversion activities.  This will include running conversion programs; performing manual functions; performing quality control; reporting on outcomes and converting data in preparation for system operation. 

The Offeror must load the entire customer history file (including all reservations, gift card balances and customer data) into its system prior to the system being ready for operation.  Additionally, the Offeror must enter the current BSP fee structure, sales tax, customer information, park information, and other required data into the proposed solution.   

 The Offeror must provide a Data Conversion Results Document that contains statistics and outcomes from converting BSP legacy system data.  The format of this document must be mutually agreed upon by the Offeror and BSP during the data conversion planning effort. 

 Offeror Deliverables - Deliverables to be produced by the Offeror for the Data Conversion task include: 

·  Data Conversion Plan

·  Pre-Conversion Test Results Document

·  Data Conversion Results Document

Task 6: Training 

 During this task, the Offeror must create, maintain and update, as required, the approved Training Plan and develop and provide training materials.  Training must be coordinated with BSP to ensure that training meets the objectives.  The Offeror must provide performance support once trainees complete training.  At a minimum, the Training Plan must: 

· Contain an overview of the training methods used and identify the training sessions and associated objectives, including the format and content of all training material to be developed by the Offeror. 

· Include a training schedule, approved by BSP, for approximately 300 employees in groups of 10 to 25 at the locations noted in the RFP.

· Be tailored for employees who are responsible for daily activities such as checking in campers, registering customers, processing point of sale transactions, handling the boating registrationss along with the waiting/trnasfer lists, and performing physical inventories and counts.

· Identify all hardware, software and supplies required for the training environment

· Provide for evaluation of training sessions and feedback to BSP

· Establish a train the trainer setup for the subsquesnt years of the contract as the Offeror is only required to do the initial training on the proposed solution. 

Due to the nature and timing of work performed, functional groupings of staff and managers cannot be trained during the same session.  There must be adequate coverage for business functions to proceed.  The Offeror must execute the Training Plan and provide: 

· Hands-on, instructor led training in conjunction with written manuals and demonstrations of the proposed solution.  Incorporate online help, online policy and procedure manuals and hard copy user manuals for the delivery of training, and all electronic source documents and graphics used in the development and presentation of all aspects of training. 

· All supplies and locations required for training. 

· A training schedule identifying the number of training sessions offered and the length of the training course.  The training schedule must include at least one (1) train-the-trainer session and at least ten (10) sessions at various locations, chosen by the Offeror, around the state.  

· All training materials including training guides, speaker notes and course curricula (including training objectives and outcomes).  All training materials must be reviewed and approved by the State prior to the start of the training.  The Offeror must update all training materials as needed.  The Offeror must provide an electronic copy of all training materials that is accessible by BSP Staff. 

The Offeror must complete all training sessions prior to implementation and operation of the system.  Once trainees have been trained and begin using the system, the Offeror must provide performance support to ensure proper and effective use of the system by the trainees 

Task 7: Implementation 

The Offeror must implement the proposed solution prior to January 2011.  The solution presented for final acceptance must account for all required functionality, training, conversion, documentation and any other requirements of this RFP for that particular phase. 

Implementation Plan - The Offeror must produce and update the Implementation plan as necessary to reflect all Project changes that directly impact implementation.  The most critical update to the plan during this task is the development of a contingency plan for mitigating and resolving those risks that have been identified as impacting implementation.  It must address the strategies for business and system continuity planning as a result of implementation issues.  The contingency plan must include one or more alternate solutions for each risk that are acceptable to BSP.  The Offeror must execute the contingency plan as issues arise during implementation, upon approval of BSP.  The Offeror, upon approval of BSP, must implement the proposed solution in accordance with the approved Implementation Plan. 

The Implementation Plan must describe to the State how the Offeror will implement the proposed solution.  At a minimum, the plan must detail the approach for coordinating the following: 

· Final testing, training and data conversion activities

· Technical preparation and system changeover activities

· Development of an implementation activities check list

· Implementation schedule

· The process for developing a contingency plan for identifying, communicating, and resolving risks during implementation;

· Activities required, in order to, effectively implement, operate and maintain the system

· Document resolution of issues and associated dates

Establishment of a Help Desk and Call Center - During implementation, the Offeror must establish a help desk and call center.  During field testing, the Help Desk must be available and staffed from 8:00 a.m. to 4:00 p.m. five (5) days a week, Monday through Friday, Eastern Standard (or Daylight Savings) Time.  The Help Desk must respond to all system and user questions during implementation within four (4) business hours of notification of a problem.  The Offeror must maintain toll-free telephone access for both the Help Desk and Call Center, in addition to a Call Center access number for TDD/TTY devices.  The Offeror must provide the toll-free telephone numbers for the Help Desk and TDD/TTY.  BSP will provide the toll-free telephone number for the Call Center and will retain the rights to this number at the expiration of the Contract.  Help Desk and Call Center staff must have customer service training to ensure they provide top level customer service to all callers.  The Offeror must pay all fees associated with use of all phone numbers. 

Implementation Certification - The Offeror must provide a signed Implementation Certification letter that certifies that the system is ready for production.  The certification letter must confirm at a minimum:  

·  All training activities required have been completed

·  All transition activities have been completed

·  All data has been converted, cleaned and accepted

·  All site preparation and installation requirements have been met

·  Help desk and call center are established

·  All testing activities have been completed

·  All user and system supports are in place

User Manual - The Offeror must provide a user manual to BSP at the time the system is implemented; however, the user manual must be updated throughout Operations.  The user manual must describe all user functions for the proposed solution. 

An electronic copy of the final version of the proposed solution’s user manual must be provided to BSP.  The Offeror must supply additional copies of the proposed solution’s user manual as requested by BSP. 

The Offeror must update the user manual when there is a change in the program that impacts the operation of the program in the field.  The manuals will become property of BSP and BSP must have the ability to copy the manuals as needed.  The manuals must be provided to the parks prior to implementation and operation. 

Offeror Deliverables - Deliverables to be produced by the Offeror during the Implementation task include the following: 

·  Implementation Plan

·  Signed Implementation Certification letter

·  User Manual

Task 7: Ongoing  

The Ongoing phase will cover maintenance, support, and enhancements of the software.  There will be an estimated 200 hours per calendar year for customized development and enhancements.  Offeror’s will be paid in accordance with the rated identified on the rate card in Appendix T, Cost Matrix.  This should also address the handling of changes made in policies by the BSP that require changes to the software.  Responses are to address a “train the trainer”, including the level of training and materials to be provided.  Where would be the location of these sessions?  Explain the long-term, on-going operational tasks of the Call Center (staffing, CRS training, customer (general public) phone service, quality assurance of taking reservations), Internet and helpdesk support.

IV-5
Reports and Project Control  
The Offeror must indicate acceptance of the following reports and project control method that are to be handled in conjunction with the required tasks.

Task Plan - A work plan for each task that identifies the work elements of each task, the resources assigned to the task, and the time allotted to each element and the deliverable items to be produced.  Where appropriate, a PERT or Gantt chart display should be used to show project, task, and time relationship.  This report should be keyed to the work plan developed by the Offeror in the proposal, as amended, or approved by the contracting agency.

Task Report - A task completion reports, relating directly to the task plan and showing the extent to which the plan was carried out, and reasons for discrepancies, if any.

Status Report - A monthly progress report covering activities, problems and recommendations: the report should be keyed to the work plan developed by the Offeror in the proposal, as amended, or approved by the contracting agency.

Problem Identification Report – A three (3) part "as required" report, identifying problem areas.  First, the report should describe the problem and its impact on the overall project and on each affected task.  It should list possible courses of action with advantages and disadvantages of each, and include Offeror recommendations with supporting rationale.  Second, the report is to contain the initial response from the Offeror.  Finally, the report is to identify the problem resolution.  This report may allow for signatures to show concurrence with each phase of problem resolution.  

Meeting Report - The Offeror will produce written meeting reports for all meetings.  The reports will contain at least the following data: date, time, and place of meeting; people in attendance; topics discussed, and commitments.

Implementation Required Reports - Completion of the Requirements Study and submission of documents for requirements gathering, implementation (transition) and production will be critical to the success of this project. 

CCC Reports - The Offeror will produce weekly, monthly, and annual summary Automatic Call Distribution Reports, booking error reports, and customer complaint reports.

Training Plans - The Offeror will produce an overall training plan for BSP approval.

The Offeror is to provide sample documentation from previous projects for Implementation and Call Center reports that were used in other projects.

IV-6
Requirements—Disadvantaged Business Participation and Enterprise Zone Small Business Participation

All contracts containing Disadvantaged Business participation and/or Enterprise Zone Small Business participation must also include a provision requiring the selected contractor to meet and maintain those commitments made to Disadvantaged Businesses and/or Enterprise Zone Small Businesses at the time of proposal submittal or contract negotiation, unless a change in the commitment is approved by the BMWBO.
All contracts containing Disadvantaged Business participation and/or Enterprise Zone Small Business participation must include a provision requiring Small Disadvantaged Business subcontractors, Enterprise Zone Small Business subcontractors and Small Disadvantaged Businesses or Enterprise Zone Small Businesses in a joint venture to perform at least 50% of the subcontract or Small Disadvantaged Business/Enterprise Zone Small Business participation portion of the joint venture.

The selected contractor’s commitments to Disadvantaged Businesses and/or Enterprise Zone Small Businesses made at the time of proposal submittal or contract negotiation shall be maintained throughout the term of the contract and through any renewal or extension of the contract.  Any proposed change must be submitted to BMWBO, which will make a recommendation to the Contracting Officer regarding a course of action.

If a contract is assigned to another contractor, the new contractor must maintain the Disadvantaged Business participation and/or Enterprise Zone Small Business participation of the original contract.

The selected contractor shall complete the Prime Contractor’s Quarterly Utilization Report (or similar type document containing the same information) and submit it to the contracting officer of the Issuing Office and BMWBO within 10 workdays at the end of each quarter the contract is in force.  This information will be used to determine the actual dollar amount paid to Small Disadvantaged Business and/or Enterprise Zone Small Business subcontractors and suppliers, and Small Disadvantaged Business and/or Enterprise Zone Small Business participants involved in joint ventures.  In addition, this information will serve as a record of fulfillment of the commitment the selected contractor made and for which it received Disadvantaged Business and Enterprise Zone Small Business points.  If there was no activity during the quarter then the form must be completed by stating “No activity in this quarter.”

NOTE: EQUAL EMPLOYMENT OPPORTUNITY AND CONTRACT COMPLIANCE STATEMENTS REFERRING TO COMPANY EQUAL EMPLOYMENT OPPORTUNITY POLICIES OR PAST CONTRACT COMPLIANCE PRACTICES DO NOT CONSTITUTE PROOF OF DISADVANTAGED BUSINESSES STATUS OR ENTITLE AN OFFEROR TO RECEIVE CREDIT FOR DISADVANTAGED BUSINESSES UTILIZATION.
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