
 
 

 
 

 
 

STAFF REPORT 
 
 
SUBJECT: Call Box Call Answering Center Request for Proposal (RFP)      
 
MEETING DATE: November 17, 2005  AGENDA ITEM:  7C         
 
STAFF CONTACT: John Asuncion 
 
RECOMMENDATION: 
 
Authorize release of Call Box Call Answering Center Request for Proposal (RFP). 
 
SUMMARY: 
Approval of staff recommendation would result in the release of a request for proposal to private 
call answering centers that would receive calls made from SBCAG’s 340 highway call boxes.  
Emergency calls would be forwarded the appropriate emergency service providers.  Non-
emergency calls, such as persons needing AAA roadside service assistance, would be handled 
by the private call center.  The use of a private call answering center would result in a savings of 
$25,000 per year to the SAFE program compared to contracting with the CHP for call box 
answering services and reduce the number of non-emergency calls handled by CHP 
dispatchers.  Switching to a private call service has not reduced emergency service response 
times in other parts of the State. 
 
 
DISCUSSION: 
SBCAG serves as the Service Authority for Freeway Emergencies (SAFE) for Santa Barbara 
County and is responsible for the installation, operation and administration of approximately 340 
highway call boxes.  This system is financed by a $1 per year fee on all motor vehicles 
registered within the county. 
 
In 2004 approximately 4,400 phone calls were fielded by the CHP from SBCAG’s 340 call 
boxes.  On the South Coast, call box calls are received at the CHP communication center in the 
city of Ventura.  In the Gaviota area of Highway 101 and throughout the North County, calls 
made from SBCAG’s boxes are received at the CHP communication center in the city of San 
Luis Obispo.   SBCAG annually pays the CHP $37,000, through a cooperative agreement to 
answer calls made from its boxes.  The use of CHP communications centers to answer call 
boxes has been the “default” practice for SAFE programs throughout California.   
 
 
In addition to call box calls, the CHP communication centers handle all 911 calls made from cell 
phones.  According to the 2002 California Performance Review prepared by the 
Schwarzenegger Administration, CHP call centers answered over 8 million wireless 911 calls 
alone in 2002.  CHP 911 operators are regularly overloaded during peak commute hours and 
callers often get a busy signal or are put on hold for up to ten minutes.   Of the millions of 
California wireless 911 calls received, it is estimated that between 1.8 million and 3.6 million of 
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these are “phantom calls.” (Phantom means nonemergency, accidental redials, speed dials, 
etc.)  
 
Some SAFE’s have contracted with private call answering centers to reduce costs and at the 
same time alleviate the workload of CHP dispatchers.  Under this system, all calls are first 
answered by the private call answering center, and calls requiring relevant emergency services 
are then be forwarded to a CHP communications center for completion.  Rules and guidelines 
setting forth what constitutes a relevant emergency call are determined by the CHP.  In general, 
such calls are those requiring CHP or police assistance, fire, and/or ambulance services.  All 
other calls will be completed and handled by the private call answering center. 
 
SAFE’s that implemented the use of private call answering centers have seen a decrease in 
communication center costs.  Prior to the implementation of a private call center, the San Luis 
Obispo County SAFE was paying approximately $1,500/month to the CHP for call box 
answering services.  Since implementing the use of a private center in April 2005, San Luis 
Obispo County SAFE has paid approximately $400/month.  This works out to a savings of 
roughly $13,000/year.  The upfront, one-time equipment costs to connect to the private call 
answering center amounted to $5,000.  Thus, San Luis Obispo County SAFE is anticipating a 
savings of $8,000 this year and $13,000 annually in the years to come.  SBCAG staff is 
anticipating a similar savings for Santa Barbara SAFE once a private call center has been 
established and the approximately $30,000 budgeted to the CHP for dispatch services is 
reduced to approximately $12,000, a savings of $18,000 annually. 
 
The operating budget for the SAFE call box program in FY 05-06 is $386,390.  CHP dispatch 
costs are 7.5% of the budget and would drop to about 3.1% if a private call center were used.      
 
Staff has met with officers and dispatchers at the CHP Ventura communications center and the 
CHP San Luis Obispo communications center to discuss connecting the call box system to a 
private call center.  CHP Ventura is supportive to the idea.  CHP San Luis Obispo also supports 
this idea and currently works with a private call center hired by the San Luis Obispo SAFE so 
there should be few difficulties, if any, for CHP San Luis Obispo in making a transition.   
 
Currently the regions that are utilizing private call centers to handle their call box phone calls are 
listed in the table below.  Also listed in the table below is the company used to operate the 
private center and the number of call boxes in each region. 
 
Region Private CAC Company  Location of Private 

CAC Company 
Number of Call 
Boxes 

Los Angeles County AAMCOM Redondo Beach, CA 4,470 
San Francisco Bay Area Connections Communications San Francisco, CA 3,400 
Santa Cruz County Connections Communications San Francisco, CA 124 
Monterey County Connections Communications San Francisco, CA 200 
San Luis Obispo County Connections Communications San Francisco, CA 168 
San Bernardino County PCN Riverside, CA 1,600 
Riverside County PCN Riverside, CA 1,123 
Orange County PCN Riverside, CA 1,500 
San Diego County My Transit Plus Los Angeles, CA 1,400 
Sacramento Region* My Transit Plus Los Angeles, CA 1,284 
 
*Full implementation expected in January 2006  
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The regions that are currently using a private center have reported to SBCAG staff that they 
have not seen a reduction in performance or decrease in safety.   
 
Because of the cost savings, and secondary benefit of a decreased workload for CHP 
dispatchers, staff is recommending the release of a Call Box Answering Center Request for 
Proposal (RFP).  A copy of this RFP is attached to this staff report.   
 
After evaluating the proposals received, staff will bring a recommendation on a firm to be hired, 
and a draft contract, to the Board for approval. 
 
The timeline in the RFP anticipates having a contractor in place by February 2006 and full 
implementation by June 2006.     
 
COMMITTEE REVIEW: None 
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SCOPE OF WORK 
 

BACKGROUND 
 
The Santa Barbara County Association of Governments (SBCAG) is seeking the services of a 
contractor to establish and operate a call answering center (CAC) for its call box system.  
SBCAG operates the Santa Barbara County Service Authority for Freeway Emergencies (Santa 
Barbara SAFE).  SAFE’s system includes telephones and TTY devices that motorists can use to 
request assistance.  SBCAG has approximately 340 call boxes spaced at one-quarter mile 
intervals along the 101 freeway in Carpinteria, Santa Barbara, Goleta, and Santa Maria; and at 
half mile intervals along the rest of the 101 freeway, State Highway 1, 135, and 166 in Santa 
Barbara County. 
 
The California Highway Patrol (CHP) currently answers SBCAG call box calls at two CHP 
Communications Centers, located in Ventura and San Luis Obispo.  CHP operators initiate 
appropriate responses to the calls.  SBCAG now wishes to contract with a firm to provide the 
CAC services. 
 
The selected contractor is expected to perform all work necessary to establish and operate a 
CAC capable of answering 100% of the calls generated by the Santa Barbara SAFE call box 
program.  The term of the contract is three years with two one-year extensions. 
 
All calls will first be answered by the CAC, and calls requiring relevant emergency and towing-
related needs will then be forwarded to the CHP Communications Center for completion.  Rules 
and guidelines setting forth what constitutes a relevant emergency call are determined by the 
CHP.  In general, such calls are those requiring CHP or police assistance, fire, and/or 
ambulance services.  All other calls will be completed and handled by the CAC. 
 
In calendar year 2004 motorists made approximately 4,500 call box calls on the Santa Barbara 
SAFE system.  Calls have decreased significantly in recent years, and it is expected that the 
number will continue to decline. 
 
Most of the system’s cellular telephone is analog, but SBCAG plans to convert all of them to 
digital in FY 05-06.  By the end of FY 05-06, all SBCAG call boxes will be equipped with TTY 
capabilities that allow users to communicate using a keyboard and display rather than voice. 
 
SBCAG is considering a “mobile call box” service that could substantially increase the number 
of calls to the CAC.  “Mobile call box” or “#399” refers to a system in which motorists could call a 
three digit number from cellular phones only and be directly connected to the call center.  
Several SAFEs, including SBCAG, are considering such a system, and it is possible that 
SBCAG may implement #399 during the term of the contract.  Although the number of possible 
mobile call box calls is unknown, SBCAG would expect that it could work with Contractor to 
have the CAC answer such calls. 
 
SBCAG shall be implementing a Freeway Service Patrol (FSP) in Spring, 2006.  Dispatch 
services for the FSP program will be handled directly by the CHP communications center in 
Ventura.   
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Partial Description of Call Answering Approach and Requirements 
 
The following is a very brief overview of the call-answering and call-response approach 
envisioned and some key requirements.  The overview is intended to acquaint potential bidders 
with some of the key attributes of the anticipated operating approach.  Numerous other 
requirements for operational processes, equipment, systems, staffing, training and other 
aspects of the work are contained in various sections of the scope of work, and the following list 
is not complete. 
 
Overview of Customer Interface and Systems Requirements 
 

• Incoming calls are to be routed through a computerized system that will track call 
statistics, including but not limited to call volumes, length, speed of answer, type of call 
and agent availability by time of day, day of week, month and year in accordance with 
common industry practices for call center operations management and reporting. 

 
• The system will include an automatic call distributor (ACD) capable of prioritizing call box 

calls, providing recorded announcements to calls on hold.  It will include recordings for 
callers while they are in queue or on hold.  SAFE shall approve text to be used and 
types of music to be played while callers are in queue.  The system shall switch between 
queue recordings and hold announcements at intervals to be determined jointly by SAFE 
and Contractor and shall allow real-time monitoring of calls both within the CAC and 
remotely to SBCAG.  Contractor shall provide a web-based approach that shall allow 
real-time monitoring by SBCAG of the ACD system.  

 
• Digital voice recording of all incoming call box calls shall be provided. 

 
• A data link or links shall be established to relay call data to CHP in accordance with 

agreed-upon standards and policies to be determined during the planning phase. 
 

• Data back-ups and archiving shall be provided.  It is desired that SBCAG be able to 
obtain reports such as, but not limited to, call type, call disposition, and call-origination 
location data. 

 
• The system shall permit agents to easily and quickly toggle between “working” calls and 

recent calls.  For example, if a tow company calls back in to verify the location of a 
malfunctioning vehicle, all of the pertinent information must be available on the screen.  
Likewise, if a call box user calls back to ask about the status of response, all data from 
the original call and resolution action must be readily available to the operator. 

 
• The CAC shall relay calls to appropriate CHP dispatches through data links that are 

available 24/7 rather than through dial-up connections. 
 
Key Performance Standards 
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SBCAG will require the Contractor to achieve the following performance standards.  Additional 
reasonable requirements and standards may be developed in cooperation with Contractor 
during Phase 1: 
 

• 75% of all calls answered within 20 seconds 
• 98% of all calls answered within 90 seconds 
• The monthly average of calls answered shall be within 15 seconds 
• No more than 2 days in a month where 10% of calls take 90 seconds or more to answer 
• A consistently high level of competence and courtesy to callers.  While competence and 

courtesy are subjective standards, SBCAG anticipates reviewing results and auditing 
tapes of conversations with callers and using the results of these reviews and audits to 
evaluate the Contractor’s work. 

 
The project has two phases: 
 
Phase 1 – Planning and preparation for CAC operations 
 
Phase 2 – Operations and reporting 
 
PHASE 1 – PLANNING AND PREPARATION 
 
Phase 1 includes planning and preparing for: 
 

• Facilities and systems 
• Staffing 
• Coordination with CHP 
• Policies and procedures 
• Policies, Procedures and Training Plan 
• Operational Testing 

 
Phase 1 includes several tasks and deliverables.  Contractor shall not proceed to Phase 2 until 
all Phase 1 tasks have been completed and all deliverables have been approved in writing by 
SBCAG.   Tasks 1 through 5 require deliverables that consist of plans and manuals.  Because 
much of the subject matter to be included in the deliverables is related and bidders may already 
have manuals that organize the subject matter differently than is outlined below, two or more 
individual deliverables may be consolidated with advance approval of SBCAG. 
 
Task 1.  Develop Facilities and Systems Plan 
 
During Phase 1 Contractor shall prepare: 
 
Deliverable 1, Facilities and Systems Plan.  This deliverable shall describe and commit 
Contractor to providing all facilities, telephone systems, computer hardware, computer software 
and any other systems required to conduct call box call-answering, response and coordination 
as described in this scope of work and to meet Key Performance Standards. 
 
In their proposals, bidders shall describe: 
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• Their existing facilities and systems, including a floor plan of offices and work spaces 

and a listing along with a brief description of all key equipment and software.  Bidders 
shall submit photos showing their offices and work spaces.  SBCAG may visit these 
facilities as part of its evaluation of proposals. 

 
• Commitment to provide all call answering for SBCAG out of a single physical facility, i.e. 

located within a single building. 
 

• A list and brief description of estimated additional facilities or facility expansion, and 
hardware and software required to provide the services described in this RFP. 

 
• A description of the steps involved and the anticipated time line for establishing 

communications links between the proposed CAC and call boxes, the CHP 
Communications Center, tow trucks and other service providers, the call box 
maintenance contractor, and SBCAG. 

 
• A brief description of how any needed additional facilities and/or systems would be 

acquired and integrated into the existing operation and a commitment to do so within the 
timeframe described in the Implementation Schedule. 

 
Task 2.  Deliver Staffing Plan 
 
During Phase 1 Contractor shall prepare: 
 
Deliverable 2, Staffing Plan.  This deliverable shall describe and commit Contractor to 
providing personnel needed to conduct call box call-answering, response, and coordination as 
described in this scope of work and to meet the Key Performance Standards.  The deliverable 
shall include: 
 

• A shift schedule 
 
• A listing of all positions that will be employed to provide the scope of services, including 

the name of the position and the number of personnel expected to be employed for each 
position. 

 
• An organization chart depicting all call center positions and their reporting relationships. 

 
• A description of how foreign-language translation will be handled, including a list of all 

employees, contractors or others who will provide translation services along with a 
description of the communications links that will be used. 

 
In their proposals, bidders shall describe: 
 

• The number of personnel by position currently working each shift at the call center from 
which the bidder proposes to provide call box answering, qualifications required to fill 
each position, and reporting relationships among positions. 
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• A list of additional staff positions and numbers of personnel required to provide the 

services described in this RFP. 
 

• A commitment to hire and train any additional personnel within the timeframe described 
in the Implementation Schedule.  Also, commitment to arrangements to ensure that 
translators for other languages are on call and can be contacted within a reasonable 
time 24 hours a day, seven days a week. 

 
Task 3.  Develop a Plan for Coordinating with CHP 
 
During Phase 1 Contractor shall prepare: 
 
Deliverable 3, CHP Coordination Plan.  This deliverable shall describe and commit Contractor 
to be prepared to obtain all information needed from the CHP and to put in place all computer 
and telephone systems and all communications protocols necessary to conduct the scope of 
work.  This will include the following subtasks: 
 

• Evaluate the current status of the database/technology utilized by the CHP 
Communications Centers and specify methods for resolving any anticipated difficulties 
and ensuring that final databases are complete, accurate and up to date for 
commencing operations.  This includes compatibility of database software being used 
by the CHP, data transmission and updating, and identification of needs for compatibility 
or integration with their intended call center software. 

 
• Ensure a complete database of towing companies and current telephone numbers to be 

contacted on behalf of call box callers.  Primary source should be the existing CHP data 
base. 

 
• Develop a Graphic User Interface (GUI) that contains minimum requirement if the CHP 

Communications Center, in terms of layout, information content, toggle screens, and 
real-time information such as (but not limited to) availability of FSP (Freeway Service 
Patrol) vehicles. 

 
• Develop operating policies and procedures for various types of calls, specifying how the 

disposition of calls will be coordinated with the CHP Communications Center. 
 

• Evaluate current CHP dispatch policies and procedures and their practices related to 
responding to the variety of call types.  The CHP has a manual that outlines the 
practices used by its dispatchers and provides recommendations as to how to handle 
the variety of calls.  Contractor shall develop similar and related procedures. 

 
In their proposals, bidders shall describe their planned approach for achieving coordination with 
the CHP on the matters listed above. 
 
Task 4.  Develop Scripts and Screens 
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During Phase 1 Contractor shall prepare: 
 
Deliverable 4, Scripts and Screens.  Contractor shall develop operator scripts and computer 
screens that are similar to CHP screens and those used by other California SAFEs.  The scripts 
and screens should minimize operator decisions and should standardize responses and actions 
in keeping with agreed-upon procedures 
 
In their proposals, bidders should provide screens they currently use, if any, and their planned 
approach to modifying them for use with SBCAG.  Bidders should commit to having the scripts 
and screens ready for use within the timeframe described in the Implementation Schedule.  
 
Task 5.  Develop Policies, Procedures and Training Plan 
 
During Phase 1 Contractor shall prepare: 
 
Deliverable 5, Policies, Procedures and Training Plan.  This deliverable shall describe and 
commit Contractor to standardized operational approaches for operators and supervisors.  It 
should include at a minimum: 
 

• Policies and procedures for: 
 

o All steps in answering, responding to and transferring calls 
 

o Interacting with the CHP, towing companies and other service providers 
 

o Investigations and resolutions of complaints and of conditions leading to 
incidents in which poor CAC performance or other causes result in unwelcome 
results. 

 
o Preparing statistical summaries and other reports to SBCAG. 

 
o Ensuring continuous and excellent service by operators 

 
o Ensuring continuous and excellent performance of systems 

 
o Emergency and backup plans for power outages, equipment or system failures, 

and natural and human-caused disasters or interruptions. 
 

• Teaching plan to include course names, frequency of testing and syllabus for all classes 
for operators and supervisors. 
 

• Training manuals. 
 

• Visual aids for teaching. 
 
In their proposals, bidders shall describe: 
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• Their existing policies, procedures and training plans. 
 

• How they would enhance and/or refine these elements to ensure they include all 
policies, procedures and training plans to support the scope of work 

 
• A commitment to have these enhanced/refined elements in place within the timeframe 

described in the Implementation Schedule 
 
Task 6.  Conduct Operational Testing 
 
After SBCAG has approved all deliverables in writing, Contractor and SBCAG shall conduct test 
operations.  It is anticipated that the test will involve routing at least 50 and as many as 100 call 
boxes away from the CHP Communications Centers to the private CAC.  During the test period 
of at least two weeks, Contractor will handle all calls from the test call boxes. 
 
During the test period, Contractor will provide written (email) daily reports at 10 a.m. each day 
detailing call box activity during the past 24 hours.  The reports will include: 
 

• Total number of calls by hour 
 

• Calls by type 
 

• High, low and average time to answer calls during peak and non-peak hours 
 

• High, low and average length of calls 
 

• Number of lost calls 
 

• Brief description of any problems and unexpected conditions encountered, e.g., 
complaints, failure of live or remote transfer to CHP, transfer times exceeding 2 minutes. 

 
During the test phase, there will be face-to-face meetings at least twice weekly, or more 
frequently at SBCAG’s request, of Contractor, SBCAG and others as appropriate, possibly 
including the CHP and maintenance contractor to identify any problems and/or shortcomings 
and to define remedial actions. 
 
 
PHASE 2 – OPERATIONS AND REPORTING 
 
Phase 2 includes: 
 

• Conversion to full operations 
 

• Operating in accordance with all key performance standards and provisions set forth in 
deliverables approved as part of Phase 1 

 
• Performance and statistical reporting 
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• Invoicing 

 
Phase 1 – Conversion to Full Operation 
 
At the completion of Phase 1 Contractor shall commence conversion to answering all call box 
calls.  Contractor and Santa Barbara SAFE shall jointly develop a schedule for transferring call 
box communications from the CHP Communications Center to the private CAC for those boxes 
not transferred during the test period.  It is anticipated that full conversion will be completed 
within 60 days of the end of Phase 1. 
 
Phase 2 – Conversion to Full Operation 
 
During Phase 2 Contractor shall provide call answering services in accordance with key 
performance standards, the deliverables developed and approved in Phase 1, other provisions 
of this scope of work, and sound call answering business practices.  Contractor and Santa 
Barbara SAFE may jointly agree upon changes in or additions to the deliverables and the scope 
of work.  Once any changes or additions are approved in writing by Santa Barbara SAFE, 
Contractor shall perform in accordance with them. 
 
Performance and Statistical Reporting 
 
Contractor shall report performance measures and other statistical information as jointly agreed 
upon on a monthly, quarterly and annual basis.  Month-to-month comparisons are not required, 
but quarterly and annual comparisons are required in order to assist with identifying trends and 
projecting future needs.  Performance measures and other statistics are to be reported within 10 
days of the end of the reporting month, quarter, or year unless alternate arrangements have 
been made. 
 
Contractor shall report the following statistics on a monthly, quarterly, and annual basis: 
 

• Total calls – offered, answered and abandoned 
 

• Calls by type of request (vehicle inoperative, need medical assistance, need for 
directions, etc.) 

 
• Number of calls and percentage of total within the following times 

 
o Not exceeding 20 seconds 
 
o 21 to 60 seconds 

 
o 61 to 90 seconds 

 
o 91 to 120 seconds 

 
o 121 seconds or longer 
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• Average time to answer all calls 

 
• Number of lost calls 

 
• Number of days each month in which 10% or more of calls are not answered within 90 

seconds 
 

• Average time to answer calls during peak hours 
 

• Number of live calls and number of remote calls transferred to CHP 
 

• Number of non-English calls requiring translation assistance for each language 
 

• Number of Spanish-language calls using SBCAG’s designated Spanish-translation 
service 

 
• Average call duration 

 
• Number of calls referred to FSP 

 
SAFE reserves the right to require reasonable changes in statistics to be reported. 
 
PROPOSAL TIMELINE 
 
The following are planned key dates for the procurement of call box answering center service 
for all call boxes in the Santa Barbara SAFE.  These dates are subject to change without notice 
by the Santa Barbara SAFE. 
 

DATE EVENT 
November 18, 2005 RFP’s available at SBCAG offices and via 

the internet at www.sbcag.org 
November 30, 2005 Mandatory pre-proposal meeting at 1000 

AM at SBCAG offices 
December 6, 2005 Last day to submit questions in writing 

regarding the RFP 
December 9, 2005 Mail out responses to RFP questions 
December 22, 2005 Proposals due at 1200 PM 
January 9, 2006 – January 13, 2006 Contact short list candidates for interviews 

and/or site visits 
January 16, 2006 – January 27, 2006 Interview short list of proposers as well as 

possible site visits – proposers should set 
aside these days now 

January 30, 2006 – February 16, 2006 Finalize Contract – Proposer Signs 
Contract 

February 27, 2006 Contractor begins work on Phase I 
June 15, 2006 Contractor begins work on Phase II 
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INSTRUCTIONS TO BIDDERS 
 
 

A. EXAMINATION OF PROPOSAL DOCUMENTS 
 

By submitting a proposal, Bidder represents that it has thoroughly examined and 
become familiar with the work required under this RFP and that it is capable of 
performing quality work to achieve the Santa Barbara County Association of 
Governments’ (SBCAG) objectives. 
 

B. ADDENDA 
 

Any SBCAG changes to the requirements will be made by written addendum to this 
RFP.  Any written addenda issued pertaining to this RFP shall be incorporated into 
the terms and conditions of any resulting Agreement.  SBCAG will not be bound to 
any modifications to or deviations from the requirements set forth in this RFP as the 
result of oral instructions. 
 

C. CLARIFICATIONS 
 
1. Examination of Documents 

 
Should a Bidder require clarifications of this RFP, the Bidder shall notify SBCAG 
in writing in accordance with Section D.2.below.  Should it be found that the point 
in question is not clearly and fully set forth, SBCAG will issue a written addendum 
clarifying the matter which will be sent to all firms. 
 

2. Submitting Requests 
 

a. All questions must be put in writing and received by SBCAG no later 
than December 6, 2005. 

 
b. Requests for clarifications, questions, and comments must be 

clearly labeled, “Written Questions”.  The Authority is not 
responsible for failure to respond to a request that has not been 
labeled as such. 

 
c. Any of the following methods of delivering written questions are 

acceptable as long as the questions are received no later than the 
date and time specified above: 

 
(1) U.S. Mail: Santa Barbara County Association 

of Governments, 260 N. San Antonio Rd., Suite B,  
Santa Barbara, CA 93110, Attention: John 
Asuncion, Program Manager 

 
(2) Facsimile: SBCAG’s fax number is (805) 961-

8901. 
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(3) E-Mail: John Asuncion, Program Manager, e-mail 

address is jasuncion@sbcag.org 
 
  

3. SBCAG Responses 
 

Responses from SBCAG will be posted on the SBCAG website (www.sbcag.org), 
no later than December 9, 2005.  Bidders may download responses from the 
SBCAG website, or request responses be sent via U.S. Mail by e-mailing or 
faxing the request to John Asuncion, Program Manager. 
 
Inquiries received after December 6, 2005, will not be accepted and will be 
returned to the senders without response. 
 

D. SUBMISSION OF PROPOSALS 
 

1. Date and Time 
 

Proposals must be submitted at or before December 22, 2005, 1200 PM. 
 
Proposals received after the above-specified date and time will be returned to 
Bidders unopened. 
 

2. Address 
 

Proposals delivered in person, using U.S. Postal services,  or by a means other 
than the U.S. Postal Service shall be submitted to the following: 
 
 Santa Barbara County Association of Governments 
 260 N. San Antonio Rd., Suite B 
 Santa Barbara, CA 93110 
 Attention: John Asuncion, Program Manager 
 

3. Identification of Proposals 
 

Bidder shall submit an original and 5 copies of its proposal in a sealed 
package, addressed as shown above, and bearing the Bidder’s name and 
address. 
 

4. Acceptance of Proposals 
 

a. SBCAG reserves the right to accept or reject any and all proposals, 
or any item or part thereof, or to waive any informalities or 
irregularities in proposals. 
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b. SBCAG the right to withdraw this RFP at any time without prior 
notice and SBCAG makes no representations that any contract will 
be awarded to any Bidder responding to this RFP. 

 
c. SBCAG reserves the right to postpone proposal openings for its 

own convenience. 
 
 
 

E. PRE-CONTRACTUAL EXPENSES 
 

Pre-contractual expenses are defined as expenses incurred by Bidder in: 
 
1. Preparing its proposal in response to this RFP; 
2. Submitting that proposal to SBCAG; 
3. Negotiating with SBCAG any matter related to this proposal; or 
4. Any other expenses incurred by Bidder prior to the date of award, if any, of the 

Agreement. 
 

SBCAG shall not, in any event, be liable for any pre-contractual expenses incurred 
by Bidder in the preparation of its proposal.  Bidder shall not include any such 
expenses as part of its proposal. 

 
F. PRE-AWARD 

 
Prior to contract award, the selected contractor may be required to undergo an audit 
of its proposed costs and prices.  SBCAG or designee will conduct the audit for the 
purpose of determining whether contractor’s prices are fair and reasonable. 

 
G. JOINT OFFERS 

 
Where two or more Bidders desire to submit a single proposal in response to this 
RFP, they should do so on a prime-subcontractor basis rather than as a joint 
venture.  SBCAG intends to contract with a single firm and not with multiple firms 
doing business as a joint venture. 

 
H. TAXES 

 
Bidders’ proposals are subject to State and Local sales taxes.  However, SBCAG is 
exempt from the payment of Federal Excise and Transportation Taxes. 

 
I. PROTEST PROCEDURES 
 

SBCAG has attached to this RFP written protest procedures applicable to this 
solicitation.  Any protests filed by a Bidder in connection with this RFP must be 
submitted in accordance to the written procedures. 

 
J. CONTRACT TYPE 



 

 

13 

 
It is anticipated that the Agreement resulting from this solicitation, if awarded, will be a firm-fixed 
price contract specifying firm-fixed prices for individual tasks specified in the Scope of Work with 
a cost of per call answered.  While firm-fixed price is the preferred method of pricing, SBCAG 
will also consider offers quoted on a cost-plus-fixed-fee or time-and-expense basis, although the 
latter, in particular, may be subject to a significant deduction of points in SBCAG’s evaluation of 
the proposals receive 
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PROPOSAL CONTENT 
 

A. PROPOSAL FORMAT AND CONTENT 
 

1. Presentation 
 

Proposals shall be typed, double-spaced and submitted on 8 ½” X 11” size 
paper, using a single method of fastening.  Bids should be typed and not include 
any unnecessarily elaborate or promotional material.  Lengthy narrative is 
discouraged and presentations should be brief and concise.  Proposals should 
not exceed thirty (30) pages in length, excluding any appendices. 

 
2. Letter of Transmittal 

 
The Letter of Transmittal shall be addressed to John Asuncion, Program 
Manager and must, at a minimum, contain the following: 
 

a. Identification of Bidder, including name, address, and telephone 
number. 

 
b. Proposed working relationship between Bidder and subcontractors, 

if applicable. 
 

c. Acknowledgment of receipt of all RFP addenda, if any. 
 

d. Name, title, address, and telephone number of contact person 
during period of proposal evaluation. 

 
e. A statement to the effect that the proposal shall remain valid for a 

period of not less than 120 days from the date of submittal. 
 

f. Signature of a person authorized to bind Bidder to the terms of the 
proposal. 

 
3. Technical Proposal 

 
a. Qualifications, Related Experience and References of Bidder 

 
This section of the proposal should establish the ability of Bidder to 
satisfactorily perform the required work by reasons of: experience in 
performing work of a similar nature, i.e. operations of a call 
answering center for a call box system; demonstrated competence 
in the required callbox services to be provided; strength and stability 
of the firm; staffing capability; work load; record of meeting 
schedules on similar projects; and supportive client references. 
 
Bidder shall: 
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(1) Provide a brief profile of the firm, including the types of 
services offered; the year founded; form of the organization 
(corporation, partnership, sole proprietorship); number, 
size and location of offices; and number of employees. 

 
(2) Provide a general description of the firm’s financial 

condition and identify any conditions (e.g., bankruptcy, 
pending litigation, planned office closures, impending 
merger) that may impede Bidder’s ability to complete the 
project. 

 
(3) Describe the firm’s experience in performing work of a 

similar mature to that solicited in this RFP i.e. operations of 
a call answering center for a call box system, and highlight 
the participation in such work by the key personnel 
proposed for assignment to this project.  Describe 
experience in working with the various government 
agencies identified in this RFP. 

 
(4) Identify subcontractors by company name, address, 

contact person, telephone number and project function.  
Describe Bidder’s experience working with each 
subcontractor. 

 
(5) Provide as a minimum three (3) references for the projects 

cited as related experience, and furnish the name, title, 
address, and telephone number of the person(s) at the 
client organization who is most knowledgeable about the 
work performed.  Bidder may also supply references from 
other work not cited in this section as related experience. 

 
b. Proposed Staffing and Project Organization 
 

This section of the proposal should establish the method, which will 
be used by the Bidder to manage the project as well as identify key 
personnel assigned. 
 
Bidder shall: 
 
(1) Provide education, experience, and applicable professional 

credentials of project staff. 
 
(2) Furnish brief resumes (not more than two [2] pages each) 

for the proposed Project Manager and other key 
personnel. 
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(3) Indicate adequacy of labor resources utilizing a table 
projecting the labor-hour allocation to the project by 
individual task. 

 
(4) Identify key personnel proposed to perform the work in the 

specified tasks and include major areas of subcontract 
work. 

 
(5) Include a project organization chart, which clearly 

delineates communication/reporting relationships among 
the project staff. 

 
(6) Include a statement that key personnel will be available to 

the extent proposed for the duration of the project 
acknowledging that no person designated as “key” to the 
project shall be removed or replaced without the prior 
written concurrence of SBCAG. 

 
c. Work Plan 

 
Bidder shall provide a narrative, which addresses the Scope of 
Work, and shows Bidder understands SBCAG’s needs and 
requirements. 
 
Bidder shall: 
 
(1) Describe the approach to completing the tasks specified in 

the Scope of Work. 
 
(2) Outline sequentially the activities that would be undertaken 

in completing the tasks and specify who would perform 
them. 

 
(3) Furnish a schedule for completing the tasks in terms of 

elapsed weeks from the project commencement date. 
 

(4) Identify methods that Bidder will use to ensure quality 
control as well as budget and schedule control for the 
project. 

 
Bidder may also propose procedural or technical 
enhancements/innovations to the Scope of Work, which do not 
materially deviate from the objectives or required content of the 
project. 

 
d. Exceptions/Deviations 
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State any exceptions to or deviations from the requirements of this 
RFP, segregating “technical” exceptions from “contractual” 
exceptions.  Where Bidder wishes to propose alternative 
approaches to meeting SBCAG’s technical or contractual 
requirements, these should be thoroughly explained. 

 
4. Cost and Price Proposal 

 
As part of their cost and price proposal, the Bidder shall submit proposed pricing 
to provide the services for each work task described in Scope of Work. 
 
The Bidder shall complete the “Price Summary Sheet” form included with this 
RFP and furnish any narrative required to explain the prices quoted in the 
schedules.  As noted earlier in these instructions, firm-fixed-price (FFP) with a 
cost per call answered, is the preferred method of pricing followed by cost-plus 
fixed fee (CPFF), and time-and-expense (T&E).  Bids priced on a time-and-
expense basis may be especially penalized in SBCAG’s evaluation of the 
proposals received. 

 
5. Appendices 
 

Information considered by Bidder to be pertinent to this project and which has not 
been specifically solicited in any of the aforementioned sections may be placed in 
a separate appendix section.  Bidders are cautioned, however, that this does not 
constitute an invitation to submit large amounts of extraneous materials.  
Appendices should be relevant and brief. 
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EVALUATION AND AWARD 
 

A. EVALUATION CRITERIA 
 

SBCAG will evaluate the offers based on the following criteria: 
 
1. Qualifications of the Firm      30% 
 

Technical expertise in performing work of a closely similar nature; specifically 
answering call box calls for California SAFE’s; strength and stability of the firm; 
strength, stability, experience and technical competence of subcontractors; 
assessment by client references. 

 
2. Staffing and Project Organization     15% 
 

Qualifications of project staff, particularly key personnel and especially the 
Project Manager; key personnel’s level of involvement in performing related work 
cited in “Qualifications of the Firm” section; logic of project organization; 
adequacy of labor commitment; concurrence in the restrictions on changes in key 
personnel. 

 
3. Work Plan        20% 
 

Depth of Bidder’s understanding of SBCAG’s specific call box answering 
program; requirements and overall quality of work plan; logic, clarity and 
specificity of work plan; appropriateness of labor distribution among the tasks; 
ability to meet the project deadline; reasonableness of proposed schedule; utility 
of suggested technical or procedural innovations. 
 

4. Cost and Price       35% 
 

Reasonableness of the total price and competitiveness of this amount with other 
offers received; adequacy of data in support of figures quoted; reasonableness of 
individual task budgets; basis on which prices are quoted (FFP, CPFF, T & E). 

 
B. EVALAUTION PROCEDURE 
 

An Evaluation Committee will be appointed to review all proposals received.  The 
committee is comprised of SBCAG staff and may include outside personnel.  The 
committee members will read the proposals separately then convene to discuss and 
review the written proposals.  Each member of the selection panel will then evaluate 
each proposal using the criteria identified in Section III. A. to arrive at a “proposal 
score” for each proposal.  A list of top ranked proposals, firms within a competitive 
range, will be developed based upon the totals of each committee members’ score 
for each proposal. 
 
During the evaluation period, SBCAG may conduct interviews and site visits from 
January 16, 2006 to January 27, 2006 with some or all of the proposing firms.  All 
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prospective bidders will be asked to keep these dates available.  No other interview, 
site visit dates will be provided, therefore, if a bidder is unable to participate in the 
interview, site visit on this date, its proposal may be eliminated from further 
discussion.  The interview and site visit may consist of a short presentation by bidder 
after which the evaluation committee will ask questions related to the firm’s proposal 
and qualifications. 
 
At the conclusion of the proposal evaluations and interviews, the firms remaining 
within the competitive range may be asked to submit a Best and Final Offer (BAFO).  
In the BAFO request, the firms may be asked to provide additional information, 
confirm or clarify issues and submit a final cost/price offer.  A deadline for 
submission will be stipulated.  The BAFOs will be scored in the same manner as the 
original proposals. 

 
C. AWARD 

 
SBCAG will evaluate the proposals received and will select the proposal considered 
to be the most competitive to SBCAG.  SBCAG may also negotiate contract terms 
with the selected Bidder prior to award, and expressly reserves the right to negotiate 
with several Bidders simultaneously and, thereafter, to award a contract to the Bidder 
offering the most favorable terms to SBCAG. 
 
SBCAG reserves the right to award its total requirements to one Bidder or to 
apportion those requirements among several Bidders as SBCAG may deem to be in 
its best interest.  In addition, negotiations may or may not be conducted with Bidders; 
therefore, the proposal submitted should contain Bidder’s most favorable terms and 
conditions, since the selection and award may be made without discussion with any 
Bidder. 
 
A decision to award a contract is at the sole discretion of the SBCAG Board of 
Directors.  The preparation and submittal of a proposal is at the sole expense of the 
Bidder. 

 
D. NOTIFICATION OF AWARD AND DEBRIEFING 
 

Bidders who submit a proposal in response to this RFP shall be notified by electronic 
mail regarding the firm who was awarded the contract.  Such notification shall be 
made within three (3) days of the date the contract is awarded. 
 
Bidders who were not awarded the contract may obtain a prompt explanation 
concerning the strengths and weaknesses of their proposal.  Unsuccessful Bidders, 
who wish to be debriefed, must request the debriefing in writing or electronic mail 
and SBCAG must receive it within three (3) days of notification of the contract award.  

 
 
    
 



 

 

20 

SBCAG PROTEST PROCEDURES 
 

I. Purpose and Applicability 
The procedures described in this section have been established to ensure uniform, timely, and 
equitable consideration of all complaints received by SBCAG concerning its procurement 
activities. The SBCAG Deputy Director of Programming and Project Development shall be 
responsible for the conduct and administration of procurement protests pursuant to the 
procedures established in these Protest Procedures and Sections III and IV of the RFP. 

The following protest procedures shall be employed for procurements conducted by SBCAG. 
Such protests shall be applicable only to procurements wherein SBCAG requests bids, 
proposals or offers for goods or services financed in whole or in part by public funds. 

II. Definitions 
The following definitions apply to terms used in this section: 

DAYS:   Unless otherwise specified, refers to SBCAG working days. 

FILE OR SUBMIT: Refers to the date of receipt by SBCAG. 

INTERESTED PARTY:  All bidders or proposers involved in an SBCAG procurement. This may 
also include a subcontractor or supplier who shows substantial economic interest in a provision 
of the IFB or RFP, or in the interpretation of such provision. 

BID: Refers to and includes: i) the terms “offer” and “proposal” as employed in this document; 
ii) sealed bids; iii) competitive negotiation, and; iv) non-competitive negotiation. 

III. Basis for Protest 
If in the course of a procurement action an interested party has reason to believe that: a) free 
and open competition does not exist, or; b) SBCAG solicitation documents contain restrictive 
specifications, such party may file a protest in accordance with the procedures described herein. 

In addition to the above, protests may be filed based upon the following factual or alleged 
circumstances: 

 (a) Violation of federal, state or local law or regulation; 

 (b) Sole source procurements; 

(c) Failure to adhere to evaluation criteria set forth in solicitation documents,    or 
use of additional criteria not so published; 

 (d) Changes to evaluation criteria made during the evaluation process; 

 (e) Local or DBE preferences; 

 (f) Solicitation advertising violating applicable laws or regulations; 

 (g) Provision of inadequate time to prepare a proposal. 

Protests of SBCAG procurements filed by interested parties shall be considered in two general 
categories: 1) those filed prior to contract award, and; 2) protests occurring after contract award 
has been made. 
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IV. Pre-Award Protests 
The following procedures shall be followed for all protests filed prior to award of contract: 

1. Protests must be filed no later than five (5) days prior to the date established in the 
solicitation for receipt of bids or proposals.  Protest information requests and follow-up 
arguments that are submitted after the protest submission deadline, will not be 
considered to be part of the protest by SBCAG. 

2. Protests must be submitted in writing to the attention of the Deputy Director of 
Programming and Project Development. The written protests shall include: 

 (a) The name, address, and telephone number of the protestor; 

 (b) The SBCAG solicitation number and project description; 

(c) A statement of the grounds for the protest, accompanied by all supporting 
documentation. All grounds must be fully supported with documentation; 

 (d) The resolution sought from SBCAG by the protestor.  

3. Deputy Director of Programming and Project Development shall receive the protest and 
issue written notification to the protestor within (5) five days that the matter is undergoing 
review. Notice of the protest shall be given in writing to all known recipients of solicitation 
documents. 

4. Procurement activity shall be suspended pending resolution of a protest unless one or 
more of the following conditions exists: 

 (a) The goods or services being procured are urgently required; 

(b) Delivery or performance will be unduly delayed by failure to make an award 
promptly; 

(c) Failure to make prompt award will result in termination of a critical SBCAG 
function or activity or otherwise cause undue harm to SBCAG, or; 

(d) The Executive Director prepares a written finding that such protest is clearly 
frivolous in nature, and therefore does not warrant a disruption of the 
procurement process. 

The Deputy Director of Programming and Project Development shall be responsible for making 
a written determination that circumstances require SBCAG to proceed with a procurement 
during a pending protest. 

Unless such determination is made the procurement shall be suspended pending resolution of 
the protest. All parties known to have received solicitation documents shall be notified in writing 
of such suspension by the Deputy Director of Programming and Project Development. 

5. All protests received within the specified period shall be examined by the Deputy 
Director of Programming and Project Development who shall evaluate the matter and, 
within seven (7) calendar days, forward a recommendation concerning its disposition to 
the Executive Director. 

No additional material shall be accepted for consideration during the protest review 
unless specifically requested in writing by SBCAG. 
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6. The Executive Director may attempt to resolve the protest with the affected party. If: a) 
after receipt of recommendations from the Deputy Director of Programming and Project 
Development, the Executive Director elects not to attempt such resolution, or; b) if 
resolution is attempted but not achieved, the protesting parties may appeal to the 
SBCAG Board of Directors (hereinafter “Board”) after thirty (30) calendar days and within 
thirty-five (35) calendar days after receipt of the protest submittal.  Failure to appeal to 
the Board shall be a waiver of any other rights under the SBCAG Protest Procedures.    

For these purposes “resolution” shall mean the written withdrawal of a protest by the 
originating party. 

7. The Board shall formally consider the protests at a public meeting within forty-five (45) 
calendar days after the date on which the matter was appealed to the Board.  The Board 
may elect to appoint a sub-committee to review the protest and make a recommendation 
to the Board at the public meeting.  Protesting parties shall be notified in writing of the 
date on which their matters shall be considered by the Board. Such parties shall be 
afforded an opportunity to present their case at the Board meeting. 

8. The Board shall then make a formal decision on such protests at a public meeting. The 
decision of the Board, along with a formal record of the protest, shall become a matter of 
public record, and shall be considered final. The Deputy Director of Programming and 
Project Development shall notify protesting parties in writing of any protest decision 
made by the Board. 

Except under conditions described in item 4 above, such decision by the Board shall be 
made prior to award of any contract related to the subject procurement. 

9. Should the Board deny the protest, SBCAG may proceed with the procurement process. 
In the case of FTA funded procurements no contract shall be awarded within five (5) 
days following the Board’s decision unless such award is necessary due to 
circumstances described in item 4 above. If the decision of the Board is to uphold the 
protest, then SBCAG shall proceed pursuant to Board direction. 

V. Post-Award Protests 
Protests received after award of contract shall be considered only if received within five (5) days 
following the date on which the Executive Director’s award recommendation is made. Post-
award protests received after that time shall not be considered. Protest information requests 
and follow-up arguments that are submitted after the protest submission deadline, will not be 
considered to be part of the protest by SBCAG. 

Post-award protests shall be processed in the same fashion as that employed for pre-award 
protests. However, the award shall remain valid and procurement activities shall continue unless 
the Executive Director determines in writing that suspension of such award is necessary 
pending protest resolution. In that event the awardee shall be so notified in writing, and the 
Deputy Director of Programming and Project Development shall effect an agreement with the 
Contractor for suspension of activity. 
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PRICE SUMMARY SHEET 
 

REQUEST FOR PROPOSALS 
 

             
Enter below the proposed price for each of the work phases described in the Scope of Work, 
Exhibit A.  Prices shall include direct costs, indirect costs, and profits.  SBCAG’s intention is to 
award a firm-fixed price contract for five years with four option years.  Please denote the basis 
on which prices are quoted. 
 
                  Firm-Fixed Payments 
Phase 1 
 
TASK 1: Develop Facilities and Systems Plan   $   
 
TASK 2: Develop Staffing Plan     $   
 
TASK 3: Develop Plan for Coordinating with CHP   $   
 
TASK 4: Develop Scripts and Screens    $   
 
TASK 5: Develop Policies, Procedures, and Training Plan $   
 
TASK 6: Conduct Operational Training    $   
 
TOTAL         $   
 
Phase 2 
 
 Item 1 – Cost of per call answered 
 
    Year 1:   $    
 
   Option Year 1    $    
 
   Option Year 2    $    
 
   Option Year 3    $    
 
   Option Year 4    $    
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The above prices are quoted on the following basis (check one): 
 
Firm-Fixed Price         Cost-Plus-Fixed-Fee          Time and Expense   
            
 

1. I acknowledge receipt of RFP ---- And Addenda No.(s)  
 
2. This offer shall remain firm for    days from the date of proposal 

        (Minimum 120) 
 
 
 
 
 
 
COMPANY NAME           
 
 
ADDRESS            
 
 
TELEPHONE            
 
 
SIGNATURE OF PERSON 
AUTHORIZED TO BIND BIDDER         
 
 
SIGNATURE’S NAME AND TITLE         
 
 
DATE SIGNED           
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SAMPLE CONTRACT 
 
 

AGREEMENT NO. ________  
BETWEEN 

SANTA BARBARA COUNTY ASSOCIATION OF GOVERNMENTS 
AND 

 
 THIS AGREEMENT is made and entered into this    day of            , 2005, 
by and between the Santa Barbara County Association of Governments, 260 N. San Antonio 
Rd., Suite B, Santa Barbara, CA 93110 (hereinafter referred to as “AGENCY”), and,  
   , (hereinafter referred to as “CONTRACTOR”). 

WITNESSETH: 
 WHEREAS, AGENCY requires assistance from CONTRACTOR to establish and 
operate a call answering center (CAC) for its callbox system; and 
 WHEREAS, said work cannot be performed by the regular employees of AGENCY; and 
 WHEREAS, CONTRACTOR has represented that it has the requisite personnel and 
experience, and is capable of performing such services; and 
 WHEREAS, CONTRACTOR wishes to perform these services; 
 NOW, THEREFORE, it is mutually understood and agreed by AGENCY and 
CONTRACTOR as follows: 
ARTICLE 1.  COMPLETE AGREEMENT 

A. This agreement, including all exhibits and documents incorporated herein and made 
applicable by reference, constitutes the complete and exclusive statement of the term(s) 
and condition(s) of the agreement between AGENCY and CONTRACTOR and it 
supersedes all prior representations, understandings and communications.  The 
invalidity in whole or in part of any term or condition of this Agreement shall not affect the 
validity of other term(s) or condition(s) 

B. AGENCY’s failure to insist in any one or more instances upon CONTRACTOR’s 
performance of any term(s) or condition(s) of this Agreement shall not be construed as a 
waiver or relinquishment of AGENCY’s right to such performance or to future 
performance of such term(s) or condition(s) and CONTRACTOR’s obligation in respect 
thereto shall continue in full force and effect.  Changes to any portion of this Agreement 
shall not be binding upon AGENCY except when specifically confirmed in writing by an 
authorized representative of AGENCY by way of a written amendment to this Agreement 
and issued in accordance with the provisions of this Agreement. 

ARTICLE 2.  AGENCY DESIGNEE 
The Executive Director of AGENCY, or designee, shall have the authority to act for and 
exercise any of the rights of the AGENCY as set forth in this Agreement, subsequent to 
and in accordance with the authority granted by AGENCY’s Board of Directors. 

ARTICLE 3.  SCOPE OF WORK 
A. CONTRACTOR shall perform the work necessary to complete in a manner satisfactory 

to AGENCY the services set forth in Exhibit A, entitled “Scope of Work,” and attached to 
and, by this reference, incorporated in and made a part of this Agreement.  All services 
shall be provided at the times and places designated by AGENCY. 

B. CONTRACTOR shall provide the personnel listed below to perform the above-specified 
services, which persons are hereby designated as key personnel under this Agreement. 
Names    Functions 
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C. No person named in paragraph B of this Article, or his/her successor approved by 
AGENCY, shall be removed or replaced by CONTRACTOR, nor shall his/her agreed-
upon function or level of commitment hereunder be charged, without the prior written 
consent of AGENCY.  Should the services of any key person become no longer 
available to CONTRACTOR, the resume and qualifications of the proposed replacement 
shall be submitted to AGENCY for approval as soon as possible, but in no event later 
than seven (7) calendar days prior to the departure of the incumbent key person, unless 
CONTRACTOR is not provided with such notice by the departing employee.  AGENCY 
shall respond to CONTRACTOR within seven (7) calendar days following receipt of 
these qualifications concerning acceptance of the candidate for replacement. 

ARTICLE 4.  TERM OF AGREEMENT 
A. This Agreement shall commence on February 27, 2006, and shall continue in full force 

and effect through February 26, 2007, unless earlier terminated as provided elsewhere 
in this Agreement. 

B. AGENCY, at its sole discretion, may elect to extend the term of this Agreement for up to 
an additional twelve (12) months commencing February 27, 2007 and continuing through 
February 26, 2008, (“First Option Term”), and thereupon require CONTRACTOR to 
continue to provide services, and otherwise perform, in accordance with Exhibit A and at 
the rates set forth in Article 6, “Payment.” 

C. AGENCY, at its sole discretion, may elect to extend the term of this Agreement for up to 
an additional twelve (12) months commencing February 27, 2008 and continuing through 
February 26, 2009 (“Second Option Term”), and thereupon require CONTRACTOR to 
continue to provide services, and otherwise perform, in accordance with Exhibit A and at 
the rates set forth in Article 6, “Payment.” 

D. AGENCY, at its sole discretion, may elect to extend the term of this Agreement for up to 
an additional twelve (12) months commencing February 27, 2009 and continuing through 
February 26, 2010, (“Third Option Term”), and thereupon require CONTRACTOR to 
continue to provide services, and otherwise perform, in accordance with Exhibit A and at 
the rates set forth in Article 6, “Payment.” 

E. AGENCY, at its sole discretion, may elect to extend the term of this Agreement for up to 
an additional twelve (12) months commencing February 27, 2010 and continuing through 
February 26, 2011, (“Fourth Option Term”), and thereupon require CONTRACTOR to 
continue to provide services, and otherwise perform, in accordance with Exhibit A and at 
the rates set forth in Article 6, “Payment.” 

ARTICLE 5.  PAYMENT 
A. For CONTRACTOR’s full and complete performance of its obligations under this 

Agreement and subject to the maximum cumulative payment obligation provisions set 
forth in Article G.6, AGENCY shall pay CONTRACTOR on a firm fixed price basis in 
accordance with the following provisions. 

B. The following schedule shall establish the firm fixed price payment to CONTRACTOR by 
AGENCY for each work task set forth in the Scope of Work, Phase 1. 
Tasks    Description    Firm Fixed Price 
     1  Develop Facilities and Systems Plan    .00 
     2  Develop Staffing Plan      .00 
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     3  Develop Plan for Coordinating with CHP   .00 
     4  Develop Scripts and Screens     .00 
     5  Develop Policies, Procedures and Training Plan  .00 
     6  Conduct Operational Testing     .00 
TOTAL FIRM FIXED PRICE PAYMENT     .00   

C. The following will establish the cost per cal answered as set forth in the Scope of Work, 
Phase 2. 

1. Item 1 – Cost per call answered: 
Year 1 through 3 $   
Option year 1  $   
Option year 2  $   

D. For Phase 1, CONTRACTOR shall invoice AGENCY on a monthly basis for payments 
corresponding to the work actually completed by CONTRACTOR.  Percentage of work 
completed shall be documented in a monthly progress report prepared by 
CONTRACTOR, which shall accompany each invoice submitted by CONTRACTOR.  
CONTRACTOR shall also furnish such other information as may be requested by 
AGENCY to substantiate the validity of an invoice.  At its sole discretion, AGENCY may 
decline to make full payment for any task listed in paragraph B of this Article until such 
time as CONTRACTOR has documented to AGENCY’s satisfaction, that 
CONTRACTOR has fully completed all work required under this task.  AGENCY’s 
payments in full for any task completed shall not constitute AGENCY’s final acceptance 
of CONTRACTOR’s work under such task; final acceptance shall occur only when 
AGENCY’s release of the retention described in paragraph E. 

E. A partial security against CONTRACTOR’s failure to satisfactorily fulfill all of its 
obligations under this Agreement, AGENCY shall retain ten percent (10%) of the amount 
of each invoice submitted for payment by CONTRACTOR.  All retained funds shall be 
released by AGENCY and shall be paid to CONTRACTOR within sixty (60) calendar 
days of payment of final invoice, unless AGENCY elects to audit CONTRACTOR’s 
records in accordance with Article 16 of this Agreement.  If AGENCY elects to audit, 
retained funds shall be paid to CONTRACTOR within thirty (30) calendar days of 
completion of such audit in an amount reflecting any adjustment required by such audit. 

F. For Phase 2, invoices shall be submitted by CONTRACTOR to AGENCY within 10 
working days of the end of the billing month for payments corresponding to the per-call 
contracted rate.  A monthly per-call report prepared by CONTRACTOR shall accompany 
each invoice submitted by CONTRACTOR.  CONTRACTOR shall also furnish such 
other information as may be requested by AGENCY to substantiate the validity of an 
invoice.  At its sole discretion, AGENCY may decline to make full payment for per-call 
charges until such time as CONTRACTOR has documented to AGENCY’s satisfaction. 

G. Invoices shall be submitted by CONTRACTOR in duplicate to AGENCY’s Accounts 
Payable office.  Each invoice shall be accompanied by the monthly per-call report 
specified in paragraph C of this Article.  AGENCY shall remit payment within thirty (30) 
calendar days of the receipt and approval of each notice.  All invoices shall include the 
following information: 

1. Agreement No.  ; 
2. Specify the task number as shown in Phase I for which payment is being 

requested; 
3. The time period covered by the invoice; 
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4. Total monthly invoice (including project-to-date cumulative invoice amount for 
Phase I and per-call charges for Phase 2); and retention; 

5. Monthly  Per-Call Report; 
6. Certification signed by the CONTRACTOR or his/her designated alternate that a) 

The invoice is a true, complete and correct statement of reimbursable costs and 
progress; b) The invoice is a true, complete and correct statement of 
reimbursable costs; c) The backup information included with the invoice is true, 
complete and correct in all material respects; d) All payments due and owing to 
subcontractors and suppliers have been made; e) Timely payments will be made 
to subcontractors and suppliers from the proceeds of the payments covered by 
the certification and; f) The invoice does not include any amount when 
CONTRACTOR intends to withhold or retain from a subcontractor or supplier 
unless so identified on the invoice. 

7. Any other information as agreed or requested by AGENCY to substantiate the 
validity of an invoice. 

ARTICLE 6.  MAXIMUM OBLIGATION 
 Notwithstanding any provisions of this Agreement to the contrary, AGENCY and 
CONTRACTOR mutually agree that AGENCY’s maximum cumulative payment obligation 
(including obligation for CONTRACTOR’s profit) shall be    Dollars ($  .00) 
which shall include all amounts payable to CONTRACTOR for its subcontracts, leases, 
materials and costs arising from, or due to termination of, this Agreement. 
ARTICLE 7.  NOTICES 
 All notices hereunder and communications regarding the interpretation of the terms of 
this Agreement, or changes thereto, shall be effected by delivery of said notices in person or by 
depositing said notices in the U.S. mail, registered or certified mail, returned receipt requested, 
postage prepaid and addressed as follows: 
To CONTRACTOR:    To AGENCY: 
      Santa Barbara County Association of Governments 
      260 N. San Antonio Rd., Suite B 
      Santa Barbara, CA 93110 
ATTENTION:     ATTENTION: John Asuncion 
        Program Manager 
ARTICLE 8.  INDEPENDENT CONTRACTOR 
 CONTRACTOR’S relationship to AGENCY in the performance of this Agreement is that 
of an independent contractor.   CONTRACTOR’S personnel performing services under this 
Agreement shall at all times be under CONTRACTOR’s exclusive direction and control and shall 
be employees of CONTRACTOR and not employees of AGENCY.  CONTRACTOR shall pay all 
wages, salaries and other amounts due its employees in connection with this Agreement and 
shall be responsible for all reports and obligations respecting them, such as social security, 
income tax withholding, unemployment compensation, workers’ compensation and similar 
matters. 
ARTICLE 9.  INSURANCE 

A. CONTRACTOR shall procure and maintain insurance coverage during the entire term of 
this Agreement.  Coverage shall be full coverage and not subject to self-insurance 
provisions.  CONTRACTOR shall provide the following insurance coverage: 

1. Commercial General Liability, to include Products/Completed 
Operations, Independent Contractors’, Contractual Liability, and 
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Personal Injury Liability with a minimum limit of $1,000,000.00 per 
occurrence and $2,000,000.00 general aggregate. 

2. Automobile Liability Insurance to include owned, hired and non-
owned autos with a combined single limit of $1,000,000.00 each 
accident; 

3. Workers’ Compensation with limits as required by the State of 
California including a waiver of subrogation in favor of AGENCY, its 
officers, directors, employees or agents; 

4. Employers’ Liability with minimum limits of $1,000,000.00; and 
5. Professional Liability with minimum limits of $1,000,000.0 per claim. 

B. Proof of such coverage, in the form of an insurance company issued policy endorsement 
and a broker-issued insurance certificate, must be received by AGENCY prior to 
commencement of any work.  Proof of insurance coverage must be received by 
AGENCY within ten (10) calendar days from the effective date of this Agreement with 
the AGENCY, its officers, directors, employees and agents designated as additional 
insureds on the general and automobile liability.  Such insurance shall be primary and 
non-contributive to any insurance or self-insurance maintained by the AGENCY. 

C. CONTRACTOR shall include on the face of the Certificate of Insurance the Agreement 
Number _________; and, the Program Manager’s Name, John Asuncion, Program 
Manager. 

D. CONTRACTOR shall also include in each subcontract the stipulation that subcontractors 
shall maintain insurance coverage in the amounts required from CONTRACTOR as 
provided in this Agreement. 

ARTICLE 10.  ORDER OF PRECEDENCE 
 Conflicting provisions hereof, if any, shall prevail in the following descending order of 
precedence:  (1) the provisions of this Agreement, including all exhibits; (2) the provisions of 
RFP __________; (3) CONTRACTOR’s proposal dated _________; (4) all other documents, if 
any, cited herein or incorporated by reference. 
ARTICLE 11.  CHANGES 
 By written notice or order, AGENCY may, from time to time, order work suspension 
and/or make changes in the general scope of this Agreement, including, but not limited to, the 
services furnished to AGENCY by CONTRACTOR as described in the Scope of Work.  If any 
such work suspension or change causes an increase or decrease in the price of this 
Agreement, or in the time required for its performance, CONTRACTOR shall promptly notify 
AGENCY thereof and assert its claim for adjustment within ten (10) calendar days after the 
change of work suspension is ordered, and an equitable adjustment shall be negotiated.  
However, nothing in this clause shall excuse CONTRACTOR from proceeding immediately with 
the agreement as charged. 
ARTICLE 12.  DISPUTES 

A. Except as otherwise provided in this Agreement, any dispute concerning a question 
of fact arising under this Agreement which is not disposed of by supplemental 
agreement shall be decided by AGENCY’s Executive Director or designee.  The 
decision of the Executive Director or designee, shall be final and conclusive. 

B. The provisions of this Article shall not be pleaded in any suit involving a question of 
fact arising under this Agreement as limiting judicial review of any such decision to 
cases where fraud by such official or his representative or board is alleged, provided, 
however, that any such decision shall be final and conclusive unless the same is 
fraudulent or capricious or arbitrary or so grossly erroneous as necessarily to imply 
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bad faith or is not supported by substantial evidence.  In connection with any appeal 
proceeding under this Article, CONTRACTOR shall be afforded an opportunity to be 
heard and to offer evidence in support of its appeal. 

C. Pending final decision of a dispute hereunder, CONTRACTOR shall proceed 
diligently with the performance of this Agreement and in accordance with the 
decision of AGENCY’s Executive Director or designee.  This Disputes clause does 
not preclude consideration of questions of law in connection with decisions provided 
for above.  Nothing in this Agreement, however, shall be construed as making final 
the decision of any AGENCY official or representative on a question of law, which 
questions shall be settled in accordance with the laws of the state of California. 

ARTICLE 13.  TERMINATION 
A. AGENCY may terminate this Agreement for its convenience at any time, in whole or 

part, by giving CONTRACTOR written notice thereof.  Upon said notice, AGENCY 
shall pay CONTRACTOR its allowable costs incurred to date of termination and 
those allowable costs determined by AGENCY to be reasonably necessary to effect 
such termination.  Thereafter, CONTRACTOR shall have no further claims against 
AGENCY under this Agreement. 

B. AGENCY may terminate this Agreement for CONTRACTOR’s default if a federal or 
state proceeding for the relief of debtors is undertaken by or against CONTRACTOR, 
or if CONTRACTOR makes an assignment for the benefit of creditors, or if 
CONTRACTOR breaches any term(s) or violates any provision(s) of this Agreement 
and does not cure such breach or violation within ten (10) calendar days after written 
notice thereof by AGENCY.  CONTRACTOR shall be liable for any and all 
reasonable costs incurred by AUTHORITY as a result of such default including, but 
not limited to, reprocurement costs of the same or similar services defaulted by 
CONTRACTOR under this Agreement. 

ARTICLE 14.  INDEMNIFICATION 
 CONTRACTOR shall indemnify, defend and hold harmless AGENCY, its officers, 
directors, employees and agents from and against any and all claims (including attorneys’ fees 
and reasonable expenses for litigation or settlement) for any loss or damages, bodily injuries, 
including death, damage to or loss of use of property caused by the negligent acts, omissions or 
willful misconduct by CONTRACTOR, its officers, directors, employees, agents, subcontractors 
or suppliers in connection with or arising out of the performance of this Agreement. 
ARTICLE 15.  ASSIGNMENTS AND SUBCONTRACTS 

A. Neither this Agreement nor any interest herein nor claim hereunder may be assigned 
by CONTRACTOR either voluntarily or by operation of law, nor may all or any part of 
this Agreement be subcontracted by CONTRACTOR, without the prior written 
consent of AGENCY.  Consent by AGENCY shall not be deemed to relieve 
CONTRACTOR of its obligations to comply fully with all terms and conditions of this 
Agreement. 

B. AGENCY hereby consents to CONTRACTOR’s subcontracting portions of the Scope 
of Work to the parties identified below for the functions described in 
CONTRACTOR’s proposal.  CONTRACTOR shall include in the subcontract 
agreement the stipulation that CONTRACTOR, not AGENCY, is solely responsible 
for payment to the subcontractor for the amounts owing and that the subcontractor 
shall have no claim, and shall take no action, against AGENCY, its officers, directors, 
employees or sureties for nonpayment by CONTRACTOR. 
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Subcontractor Name/Addresses   Subcontractor Amounts 
 
           .00 
 
           .00 
 

ARTICLE 16.  AUDIT AND INSPECTION OF RECORDS 
CONTRACTOR shall provide AGENCY, or other agents of AGENCY, such access to 

CONTRACTOR’s accounting books, records, payroll documents and facilities as AGENCY 
deems necessary.  CONTRACTOR shall maintain such books, records, data and documents in 
accordance with generally accepted accounting principles and shall clearly identify and make 
such items readily accessible to such parties during CONTRACTOR’s performance hereunder 
and for a period of four (4) years from the date of final payment by AGENCY.  AGENCY’s right 
to audit books and records directly related to this Agreement shall also extend to all first-tier 
subcontractors identified in Article 15 of this Agreement.  CONTRACTOR shall permit any of the 
foregoing parties to reproduce documents by any means whatsoever or to copy excerpts and 
transcriptions as reasonably necessary. 
ARTICLE 17.  FEDERAL, STATE, AND LOCAL LAWS 
 CONTRACTOR warrants that in the performance of this Agreement, it shall comply with 
all applicable federal, state, and local laws, statutes and ordinances and all lawful orders, rules 
and regulations promulgated thereunder. 
ARTICLE 18.  EQUAL EMPLOYMENT OPPORTUNITY 
 In connection with its performance under this Agreement, CONTRACTOR shall not 
discriminate against any employee or applicant for employment because of race, religion, color, 
sex, age or national origin.  CONTRACTOR shall take affirmative action to ensure that 
applicants are employed, and that employees are treated during their employment, without 
regard to their race, religion, color, sex, age or national origin.  Such actions shall include, but 
not be limited to, the following:  employment, upgrading, demotion or transfer; recruitment or 
recruitment advertising; layoff or termination; rates of pay or other forms of compensation; and 
selection for training, including apprenticeship. 
ARTICLE 19.  PROHIBITED INTERESTS 
 CONTRACTOR covenants that, for the term of this Agreement, no director, member, 
officer or employee of AGENCY during his/her tenure in office for one (1) year thereafter shall 
have any interest, direct or indirect, in this Agreement or the proceeds thereof. 
ARTICLE 20.  OWNERSHIP OF REPORTS AND DOCUMENTS 

A. The originals of all letters, documents, reports and other products and data produced 
under this Agreement shall be delivered to, and become the property of AGNECY.  
Copies may be made for CONTRACTOR’s records but shall not be furnished to 
others without written authorization from AGENCY.  Such deliverables shall be 
deemed works made for hire and all rights copyright therein shall be retained by 
AGENCY. 

B. All ideas, memoranda, specifications, plans, manufacturing, procedures, drawings, 
descriptions, and all other written information submitted to CONTRACTOR in 
connection with the performance of this Agreement shall not, without prior written 
approval of AGENCY, be used for any purposes other than the performance under 
this Agreement, nor be disclosed to an entity not connected with the performance of 
the project.  CONTRACTOR shall comply with AGENCY’s policies regarding such 
material.  Nothing furnished to CONTRACTOR which is otherwise known to 
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CONTRACTOR or is or becomes generally known to the related industry shall be 
deemed confidential.  CONTRACTOR shall not use  AGENCY’s name, photographs 
of the project, or any other publicity pertaining to the project in any professional 
publication, magazine, trade paper, newspaper, seminar or other medium without the 
express written consent of AGENCY. 

C. No copies, sketches, computer graphics or graphs, including graphic artwork, are to 
be released by CONTRACTOR to any other person or agency except after prior 
written approval by AGENCY, except a necessary for the performance of services 
under this Agreement.  All press releases, including graphic display information to be 
published in newspapers, magazines, etc., are to be handled only by AGENCY 
unless otherwise agreed to be CONTRACTOR and AGENCY. 

ARTICLE 21.  PATENT AND COPYRIGHT INFRINGEMENT 
A. In lieu of any other warranty by AGENCY or CONTRACTOR against patent or 

copyright infringement, statutory or otherwise, it is agreed that CONTRACTOR shall 
defend at its expense any claim or suit against AGENCY on account of any 
allegation that any item furnished under this Agreement or the normal use or sale 
thereof arising out of the performance of this Agreement, infringes upon any 
presently existing U.S. letters patent or copyright and CONTRACTOR shall pay all 
costs and damages finally awarded in any such suit or claim, provided that 
CONTRACTOR is promptly notified in writing of the suit or claim and given authority, 
information and assistance at CONTRACTOR’s expense for the defense of same.  
However, CONTRACTOR will not indemnify AGENCY if the suit or claim results 
from: (1) AGENCY’s alteration of a deliverable, such that said deliverable in its 
altered form infringes upon any presently existing U.S. letters patent or copyright; or 
(2) the use of a deliverable in combination with other material not provided by 
CONTRACTOR when such use in combination infringes upon an existing U.S. 
letters patent or copyright. 

B. CONTRACTOR shall have sole control of the defense of any such claim or suit and 
all negotiations for settlement thereof.  CONTRACTOR shall not be obligated to 
indemnify AGENCY under any settlement made without CONTRACTOR’s consent 
or on the event AGENCY fails to cooperate fully in the defense of any suit or claim, 
provided, however, that said defense shall be at CONTRACTOR’s expense.  If the 
use or sale of said item, or shall substitute an equivalent item acceptable to 
AGENCY and extend this patent and copyright indemnity thereto. 

ARTICLE 22.  FINISHED AND PRELIMINARY DATA 
A. All of CONTRACTOR’s finished technical data, including but not limited to 

illustrations, photographs, tapes, software, software design documents, including 
without limitation source code, binary code, all media, technical documentation and 
user documentation, photoprints and other graphic information required to be 
furnished under this Agreement, shall be AGENCY’s property upon payment and 
shall be furnished with unlimited rights and, as such, shall be free from proprietary 
restriction except as elsewhere authorized in this Agreement.  CONTRACTOR 
further agrees that it shall have no interest or claim to such finished, AGENCY-
owned, technical data; furthermore, said data is subject to the provisions of the 
Freedom of Information Act, 5 USC 552. 

B. It is expressly understood that any title to preliminary technical data is not passed to 
AGENCY but is retained by CONTRACTOR.  Preliminary data includes roughs, 
visualizations, software design documents, layouts and comprehensives prepared 
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by CONTRACTOR solely for the purpose of demonstrating an idea or message for 
AGENCY’s acceptance before approval is given for preparation of finished artwork.  
Preliminary data title and right thereto shall be made available to AGENCY if 
CONTRACTOR causes AGENCY to exercise Article 11, and a price shall be 
negotiated for all preliminary data. 

ARTICLE 23.  ALCOHOL AND DRUG POLICY 
 AGENCY and CONTRACTOR shall provide under this Agreement, a safe and healthy 
work environment free from the influence of alcohol and drugs.  Failure to comply with this 
Article may result in nonpayment or termination of this Agreement. 
ARTICLE 24.  FORCE MAJEURE 
 Either party shall be excused from performing its obligations under this Agreement 
during the time and to the extent that it is prevented from performing by an unforeseeable cause 
beyond its control, including but not limited to:  any incidence of fire, flood, acts of God, 
commandeering of material, products, plants or facilities by the federal, state or local 
government, national fuel shortage, or a material act or omission by the other party; when 
satisfactory evidence of such cause is presented to the other party, and provided further that 
such nonperformance is unforeseeable, beyond the control and is not due to the fault or 
negligence of the party not performing. 
 
 This Agreement shall be made effective upon execution by both parties. 
 IN WITNESS WHEREOF, the parties hereto have caused this Agreement No.    
to be executed on the date first above written. 
 
 
CONTRACTOR    SANTA BARBARA COUNTY 

ASSOCIATION OF GOVERNMENTS 
 

 
 
 
 
 
By      By       
           Jim Kemp 
           Executive Director 
 
 
       APPROVED AS TO FORM: 
 
 
 
 
      By       
           Kevin E. Ready 
           Deputy County Counsel 
 
       Date:    
 


