
 

 

August 10, 2012 
 

Addendum No. 4 
to 

REQUEST FOR PROPOSAL 
for the FasTrak® Regional Customer Service Center 

Dated May 25, 2012 
 
Dear Proposer: 
 
This letter is Addendum No. 4 to the Request for Proposal for the FasTrak® Regional 
Customer Service Center dated May 25, 2012, as amended by Addendum #1 on July 10, 2012, 
Addendum #2 on July 23, 2012, and Addendum #3 on July 27, 2012.  Where text is revised, 
deleted text is shown in strike-through format; added text is italicized.  The RFP is revised as 
follows: 
  
Addendum 

Item 
Reference Change(s) 

1.  RFP, Letter 
of 
Invitation, 
Proposal 
Due Date, 
Page 1 

Interested firms must submit an original and ten (10) hard 
copies and one electronic copy in MS WORD or unrestricted 
PDF format on a CD no later than 4:00 p.m. PST, Friday, 
August 24, 2012 September 7, 2012.  Proposals received after 
that date and time will not be considered.  The submission of a 
Proposal will be considered a firm offer to enter into a contract 
and perform the work described in this RFP for a period of one 
hundred eighty (180) days from the proposal due date. 

2.  RFP, Letter 
of 
Invitation, 
Contractor 
Selection  
Timetable, 
Page 3 
 
 
 
 
 
 
 

4:00 p.m., Friday, 
August 24, September 7, 
2012 

Closing date and time for 
receipt of proposals 

Week of September 24 
October 8, 2012  

Interviews/discussions and 
system demonstrations, if held 

Week of October 8 15, 
2012 

Issue Request for Best and Final 
Offers, if requested 

4:00 p.m., Wednesday, 
October 24, Friday, 
November 2, 2012 

Closing date/time for receipt of 
Best and Final Offers, if 
requested 

Wednesday, November 
14, December 12, 2012  

Recommendation of Award to 
BATA Oversight 

November 30, December 
31, 2012 (approximate) 

Contract Execution 
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Item 
Reference Change(s) 

3. Appendix A, 
Scope of Work, 
Section 3.3.1.8, 
Toll Tag Kit, 
Page 21 

First paragraph is revised as follows: 
 
The Contractor shall provide all Toll Tag Kit materials with the 
exception of the following items, which BATA will provide to the 
Contractor: retail packaging and Toll Tags. and Mylar bags. 

4. Appendix A, 
Scope of Work, 
Section 3.24.2, 
Key 
Performance 
Indicators - 
Operations, Page 
108-109, Table 
12 

The following KPI is revised: 
 
Customer Satisfaction – Ongoing Operations: 
 
d.  Required Performance: 95% of complaints, Toll and Toll Violation 
1st and 2nd Notice disputes are resolved within 3 days from the 
logging of the complaint (excludes DMV Hold and Collections 
referred transactions). Resolution is defined as performance consistent 
with the business rule. 
 
g. KPI Compliance Points: 20 points for each failure event to convert 
a transaction correctly plus 10 additional points for each day out of 
compliance. 
 
Image Review – Ongoing Operations: 
 
b. Required Performance:  100% of all images identified for manual 
image review to be processed in 7 days of the transaction occurring in 
the lane from the date the images are received at the RCSC. 
 

5. Appendix A, 
Scope of Work, 
Section 3.24.3, 
Deduction for 
Non-
Compliance, 
Page 111, Table 
13 

The table is revised as follows: 
 

KPI Non-Compliance Points for 
the Reporting Period 

KPI Non-Compliance Deduction 
Stated as a Percent of 

Contractor’s Operations and 
Maintenance Compensation for 

the Reporting Period 

0 to 25 0% 

26 to 50 0.25%  

51 to 75 0.5% 

76 to 100 0.75% 

Greater than 100 100 to 200 2.5%  

Every 100 points greater than 200 Add an addition 1% 
 

6. Appendix A, 
Scope of Work, 
Section 3.24.3, 
Deduction for 
Non-
Compliance, 
Page 112, Item 

Item 3) is revised as follows: 
 

In the event that the number of KPI non-compliance points assigned 
to the Contractor for any KPI Category exceeds the threshold for such 
KPI Category set out in Table 14 more than once during any rolling 
12 month period, the number of KPI non-compliance points assigned 
by BATA will be multiplied by the number of Contractor payment 




