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WORCESTER HOUSING AUTHORITY 

Request For Proposal #15-17   

Telephone Answering Services 
=============================================================== 
DECISION TO USE COMPETITIVE SEALED PROPOSALS 

 

The Chief Procurement Officer has determined that in order to select the most advantageous proposal for Telephone 

Answering Services for the WHA, comparative judgments of technical factors, in addition to price, will be 

necessary.  It is essential that the WHA retain the services of a professional contractor with the appropriate 

experience and staff to provide Telephone Answering Services for all State and Federal developments. The 

complexities involved with answering and dispatching emergency and service calls for a housing development with 

over 3,000 tenants makes the proposal process a clear choice. 

 

The WHA’s evaluation committee shall review, evaluate and rate each technical proposal based on the comparative 

evaluation criteria in this RFP. The Price Proposals will be opened and reviewed separately.  The WHA will award 

a contract to the proposer determined to be most advantageous in accordance with this RFP, after a comparison of 

the both technical and price proposals.  

 
PURPOSE 
 
The WHA, (hereinafter, “The WHA”) through its Maintenance department is soliciting proposals from qualified 

vendors for Telephone Answering Services.  The successful proposer will triage and dispatch calls from both 

tenants and staff members in an efficient, professional and timely manner. 

 

SCHEDULE 

Issued:   10:00 a.m., June 18, 2015 

Pre-Proposal Conference: 10:30 a.m., June 25, 2015 (Purchasing Dept-69 Tacoma St.) 

Due Date:   10:30 a.m., July 9, 2015 

(Technical Proposals in one sealed envelope, Price Proposal in a separate sealed envelope) 

 

The term of the contract shall extend from January 1, 2016 through December 31, 2016, with the option to 

extend, at the sole discretion of the WHA, for two additional one year periods with no changes in the terms and 

conditions and in accordance with the contract prices provided in the contractor’s Price Proposal. 

 

RFP packages may be obtained online at: http://worcester-housing.com/purchasing.html  or by contacting the 

Purchasing Department Office at purchasing@worcester-housing.com , calling 508-635-3202. All proposals shall 

be mailed or delivered to: 

 

Worcester Housing Authority 

Purchasing Department 

69 Tacoma Street 

Worcester, MA 01605 

 

Proposals shall be prepared in accordance with the instructions within the RFP.  Proposals will be evaluated by the 

Worcester Housing Authority as provided in the RFP.  This RFP is issued in accordance with the MGL c.30B,s6.  

 

The WHA reserves the right to reject any and all proposals, in whole or in part, to waive informalities or 

irregularities in the proposals and make awards deemed in the best interest of the WHA and the public.  Award of a 

contract is subject to review and approval by the WHA Executive Director. 

  

Worcester Housing Authority   

Re Cappoli 

Chief Procurement Officer 

June 18, 2015 

 

http://worcester-housing.com/purchasing.html
mailto:purchasing@worcester-housing.com
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I.  INTRODUCTION 

 

The WHA owns and manages approximately 3,000 public housing units in 24 developments throughout the City of 

Worcester.  The goal of the WHA is to maintain all units in excellent condition.  The answering service vendor 

(“Vendor”) is an integral part of the WHA’s Maintenance Department’s operations. 

 

The answering service’s main objective is to quickly and professionally triage and dispatch all calls received from 

both staff members and tenants. Ultimately, the goal is to deliver 100% of calls error-free. 

 

Current monthly pricing for these services: 

a. Base Price (Monthly 2,400 in and out calls) $1,176 

b. In and Out calls over 2,400   $    .49 per call 

c. Patch Minutes     $    .45 per call 

 

Our Patch Calls are when one of our employees calls in and asks to be connected to one of our other 

employees or to one of our contractors ONLY. At no time will the vendor patch a tenant to a WHA staff 

or contractor. 

 

For the purpose of this contract the definition of an outbound call is: “when the service receives a call 

(from a tenant, fire department, police department, etc.) takes the information down, hangs up, triages the 

call and then places a call to the appropriate WHA staff to report the emergency call.” 

 

The average call duration for the past 12 months has been 1 minute 30 seconds (1-1/2 minutes) 
 

II. RFP TERMS AND CONDITIONS 

 

All proposals must comply with the provisions of this Request For Proposals (“RFP”).  

 

If it becomes necessary to revise any part of this RFP, then the WHA will issue an addendum.  Any Addendum will 

be provided, via email or facsimile, in writing to all prospective Proposers that have requested a copy of this RFP.  

Any and all Addenda issued will be incorporated within the RFP by reference.  Addendums must be 

acknowledged in the appropriate space on the Price Proposal and the Technical Proposal Cover Page. 
 

The Chief Procurement Officer, or proposal review committee, will reject proposals that are incomplete, not 

properly endorsed or signed, or otherwise contrary to these instructions as being informal.  Conditional proposals 

will not be accepted.   

 

The WHA reserves the right to rescind this RFP, if, in the judgment of the WHA, there are no proposals responsive 

to this request, or should funding availability be less than anticipated.  The WHA is not required to award the 

maximum funding amount requested to any or all Proposers. 

 

The WHA reserves the right to select the most advantageous proposal to the WHA, as deemed by the WHA to be in 

its best interests.  Cost will not be the deciding factor in the selection process.  Uniform criteria have been 

established and will be used to evaluate all proposals.  A copy of these criteria is attached to this RFP for 

informational purposes.  The WHA reserves the right to award the contract to the Proposer with the proposal that is 

the most responsible and responsive; taking into consideration both price and evaluation criteria as set forth herein.  

All awards are subject to review and approval by the WHA Executive Director. 

 

The WHA reserves the right to negotiate final contract award amounts with the successful Proposer.  The WHA 

further reserves the right to modify or amend contract terms during the term of this contract, should the successful 

Proposer fail to meet contract obligations.  

 

Liquidated Damages.  “If the vendor fails to follow up written protocols and WHA incurs any costs as a 

result of this, WHA will be reimbursed for any and all expenses incurred.  Examples of this: if a vendor 

calls a WHA employee into work during non-work hours erroneously then the cost of that employee’s 

time will be deducted from the monthly invoice”  
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The selected Proposer agrees to provide Telephone Answering Services to the WHA for a one year period, with the 

option to extend for two additional one year terms, at the sole discretion of the WHA and based upon the Proposer 

functioning on a five man day schedule per month to the WHA as detailed in the Scope of Work and in accordance 

with the submitted proposal documents. 

 

If the selected finalist fails to enter into a contract within thirty (30) days following the funding award 

announcement, then the WHA reserves the right to award the contract to the next most advantageous Proposer.   

 

a. The Operating Agency shall indemnify and hold harmless the WHA, and its officers or agents, from any 

and all third party claims arising from activities under this Agreement as set forth in M.G.L. c. 258, § 2 as 

amended.  

 

b. The Operating Agency will hold harmless the WHA for damages arising from negligence, violation of 

the federal/state funding authority requirements, and/or failure to secure required and necessary insurance.  

 

c. The Operating Agency upon execution of this Agreement and throughout its term, unless otherwise 

provided by law shall procure workers’ compensation, fire, theft, casualty, extended coverage, personal 

liability, and any other pertinent insurance for the purpose of insuring property purchased with public funds 

under this Agreement; for the protection of personnel employed by the Operating Agency as a result of this 

Agreement; and for individuals participating in agency activities as a result of this Agreement.  

 

1.  Public Liability Insurance.  The Operating Agency shall provide the WHA with Certificates of 

Insurance covering public liability in an amount not less than $500,000.00 for damages to one 

person and not less than $1 million per incident. 

 

2.  Property Damage Insurance.  The Operating Agency shall provide the WHA with Certificates of 

Insurance covering property damage in an amount not less than $500,000.00 for one accident and 

not less than $1 million for all accidents. 

 

3.  Workers’ Compensation Insurance.  The Operating Agency will furnish the WHA with 

Certificates of insurance covering all employees funded through this Agreement with the WHA, as 

being protected under the policy. 

 

4. Within ten (10) days of execution of this Agreement the Operating Agency shall submit copies 

of the Certificates of Insurance identifying the WHA as co-insured. 

 

d. If the Operating Agency self-insures, as provided by the laws of the Commonwealth, the Operating Agency will 

provide certification of the value of said self-insurance, as well as certification that coverage is extended for the 

protection of personnel, program participants and property purchased with funds under this Agreement. 

 

All proposals must be received at the WHA’s Purchasing Department, 69 Tacoma Street, Worcester, MA 01605 

until the date and time specified above.  NO PROPOSALS WILL BE ACCEPTED AFTER THIS TIME AND 

DATE SPECIFIED. 

 

III. SCOPE OF SERVICES 

 

The answering service on average will receive approximately 2,400 calls (approximately 1200 inbound calls and 

approximately 1200 outbound calls) in a given month (a month being the 1
st
 through the 30

th
/31

st
 of a month and 

not 30/31 days that cross months).  Each invoicing shall reflect one complete month (i.e., January 1 – 31). 

 

The vendor shall provide the following services: 

 

1.1. Computerized Databases – the vendor must maintain a database for each of the 24 projects that includes 

the following information: 
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1.1.1. Emergency Maintenance Call Listings. This list will be provided by the WHA and includes 

maintenance staff, Supervisors, key personnel and outside services vendors. All changes in call 

listings will be forwarded to vendor via email or fax. All changes sent to the vendor must be promptly 

entered into computer database and reported to vendor’s staff members. Please refer to Exhibit A – 

Emergency Maintenance Call Listing for a sample listing. NOTE: THE VENDOR’S SYSTEMS 

MUST BE FLEXIBLE ENOUGH TO ACCOMMODATE DAILY UPDATES TO THESE LISTS 

EFFECTIVE WITHIN 2 HOURS OF WHA’S NOTIFICATION TO VENDOR.   

 

1.1.2. Duty Roster. This roster changes weekly and is effective beginning every Friday at 4:30 p.m. and 

will remain in effect until the next Friday at 4:30 p.m. This roster will be provided by the WHA and 

includes maintenance staff, trades staff and supervisors. All changes in the roster will be forwarded to 

vendor via email or fax. All changes sent to the vendor must be promptly entered into computer 

database and reported to vendor’s staff members. Please refer to Exhibit B – Duty Roster for a sample 

listing. NOTE: THE VENDOR’S SYSTEMS MUST BE FLEXIBLE ENOUGH TO 

ACCOMMODATE DAILY UPDATES TO THESE LISTS EFFECTIVE WITHIN 2 HOURS OF 

WHA’S NOTIFICATION TO VENDOR. 

 

1.1.3. General Property Description. This information will be provided by the WHA and includes 

property data such as number of elevators, number of units in the building, building type (high rise, 

low rise, or townhouse), type of heat, etc. Please refer to Exhibit C – General Property Description for 

a sample description. 

 

1.2. Electronic Records Management – the vendor shall maintain Electronic Records for each of the 24 

properties that includes the following information: 

 

1.2.1. Each call received and made by the vendor, on WHA’s behalf, must be logged and reported to 

WHA’s Control Center via email, no later than 8:30 a.m. the following business day.   

 

1.2.2. In addition, on Mondays and Thursdays (as well as any other time the answering service 

takes calls during WHA work hours) all calls will be emailed as they come in and the Control 

Center staff will dispatch. The information shall be reported in a table format (preferably MS-

Excel).  Please refer to Exhibit D – Call Report for a sample report format. 

 

1.2.3. Vendor must electronically record all incoming and outgoing calls.  The vendor must clearly notify 

everyone that all calls are being recorded whether the call is an inbound or outbound call.  All 

recordings must be date and time-stamped, saved, and available for the WHA to review in an 

electronic audio file format, for a minimum of 4 weeks. 

 

1.3. Call Triage, Dispatch and Management. The vendor will have the capabilities to provide the following: 

 

1.3.1. Call Triage. When the vendor receives or responds to a particular complaint or request, they must 

have a basic understanding of maintenance issues. They must also understand what issues are 

considered emergencies requiring immediate attention and what issues can be deferred until the next 

regular work shift. Please refer to Exhibit E – Emergency / Urgent Requests and Exhibit F – Routine 

Requests for sample listings. The following are examples of call triage:  

 

1.3.1.1. If a tenant calls for no hot water, the vendor’s staff should call a WHA staff ONLY when there 

is more than 8 hours until the next regular work shift.  

 

1.3.1.2. If a tenant calls for a toilet clog and the water is over-flowing, the vendor’s staff should be able 

to guide the caller on how to close the shut-off for the toilet – as this situation presents an 

unsanitary condition and can cause more damage to the unit/building. Once the water is shut-

off, then the vendor shall call a WHA staff.  

 

1.3.1.3. If a tenant calls for a refrigerator that stopped working, the vendor staff will notify the tenant 

that this is not an emergency or urgent call and to keep the refrigerator’s door closed. Also, 

advise the tenant that the call will be referred to the next regular weekday shift. 

 



                                                               RFP #15-17 Telephone Answering Services                                            7 of 50 

1.3.2. Call Dispatch. All calls received by the answering service will be dispatched, once the nature of 

the call has been established, as follows:  

1.3.2.1. If the nature of the call is routine, a WHA staff member will NOT be notified. However, tenant 

calling will be informed that their problem is not an emergency but that their call will be 

dispatched to the Maintenance Control Center the following morning. 

1.3.2.2. If the nature of the call is an emergency or urgent situation, the Vendor will dispatch 

Maintenance staff as follows: 

1.3.2.2.1. Monday through Friday calls, between 4:30 p.m. and Midnight (12:00 a.m.), will be 

made to the ON-CALL Maintenance cell phone. 

1.3.2.2.2. Saturday calls, between 7:30 a.m. & Midnight, will be made to the ON-CALL 

Maintenance cell phone. 

1.3.2.2.3. Sunday calls between 8:00 a.m. and 12:00 p.m. will be made to the ON-CALL 

Maintenance cell phone. 

1.3.2.2.4. Holiday shifts in which Maintenance staff is working, as reported to the vendor by 

WHA, will be made to the on-call Maintenance cell phone;  

1.3.2.2.5. In the event that no one is ON-CALL or the ON-CALL staff does not respond to your 

call in a reasonable length of time (within 15 minutes), the vendor will call in staff in the 

order they are listed on the Emergency Maintenance Call List for the specific project. 

 

NOTE: THE VENDOR WILL EXPEDITE THE CALLING SEQUENCE SO THAT THERE IS 

NOT MORE THAN 5 MINUTES IN BETWEEN EACH OF THE CALLS OUT TO THE STAFF 

ON THE EMERGENCY MAINTENANCE CALL LISTING FOR THE PROPERTY IN 

QUESTION. 

 

1.3.3. Call Management. Once a staff member is reached, the vendor shall:  

1.3.3.1. Dispatch the call by providing staff clear information as to the nature of the call and the 

location. Once the staff takes the call, the call is considered closed. 

1.3.3.2. Maintain a working queue of all dispatched calls and the staff members already responding to 

each of the calls. If another call comes in and requires an immediate response, the vendor shall:  

1.3.3.2.1. If a call comes in within 1 hour of a staff member taking a previous call, contact the 

staff member already responding and dispatch the call to the same staff. 

1.3.3.2.2. If a call comes in after 1 hour of a staff member taking a previous call, contact another 

staff member based on the Emergency Maintenance Call Listing for the property involved. 

1.3.3.3. Anytime a staff member does not answer their phone, and an answering machine or voice mail 

is reached, the following MUST take place:  

1.3.3.3.1. The vendor is only to leave a message that an emergency call has come in for (project 

name) and to call the vendor back; 

1.3.3.3.2. The vendor must also leave on the answering machine the time and date they are 

calling; 

1.3.3.3.3. At no time, will the vendor leave the specific address where the issue exists. 

 

1.4. Phone Service and Service Interruption.  
 

1.4.1. Phone Service. Vendor MUST provide all the following phone services: 

1.4.1.1. A dedicated phone number for all incoming maintenance requests. 

1.4.1.2. A dedicated phone number to be programmed into the elevators phone system. This phone 

number must be answered by a live operator 24/7. 

 

1.4.2. Service Interruption. In the event of a loss in phone service the following must take place:  

1.4.2.1. The answering service must have a number that all Worcester Housing Authority phone calls 

can be transferred to in the event that the Worcester Housing Authority phones are down. 

1.4.2.2. The answering service should have either a emergency generator, a UPS, or some type of 

adequate back-up in the event that the answering service’s phones fail. 

1.4.2.3. The answering service must notify the Director of Maintenance or the Control Center 

Supervisor immediately in the event that the answering service’s phones as well as their back-up 

systems for the phones are down so the Worcester Housing Authority can arrange to have the 

calls forwarded elsewhere. 
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2. Roles and Responsibilities 

2.1. Vendor Responsibilities in support of these specifications include, but not limited to: 

2.1.1. Meet response times associated with each type of call. 

2.1.2. Generating reports on service level performance, as specified in section 4 Performance Goals and 

Problem Resolution. 

2.1.3. Appropriate notification to tenants and WHA staff for all calls received. 

 

2.2. WHA Responsibilities in support of these specifications include, but not limited to: 

2.2.1. Availability of WHA staff when dispatching calls. 

2.2.2. Communicate specific requirements and performance feedback to vendor. 

 

3. Hours-of-Coverage, Response Times and Escalation 

 

3.1. Hours-of-Coverage – the vendor will answer calls for the WHA, as follows: 

3.1.1. Between approximately 4:30 pm Monday and 8:00 am Tuesday; 

3.1.2. Between  approximately 4:30 pm Tuesday and 8:00 am Wednesday; 

3.1.3. Between approximately 4:30 pm on Wednesday and 12:00 pm on Thursday; 

3.1.4. Between approximately 4:30 pm on Thursday and 8:00 am on Friday; 
3.1.5. Between approximately 4:30 pm Friday and 12:00 pm Monday, including all day Saturday and 

Sunday; 

3.1.6. Any holidays or days in which WHA staff is not working or cannot make it into work; 

3.1.7. Any other instances where WHA staff is unable to answer calls. 

 

3.2. Response Times and Escalation – the vendor will answer and dispatch calls as follows: 

3.2.1. The vendor will call the ON-CALL staff member during the following timeframes: 

3.2.1.1. Monday through Friday, between 4:30 pm and Midnight 

3.2.1.2. Saturday between 7:30am and Midnight 

3.2.1.3. Sunday between 8:00am and Noon. 

 

3.2.2. The ON-CALL staff will assess the situation and request additional resources from the vendor, as 

needed. For example, the ON-CALL may need to have an electrician called to abate the emergency. 

In this case; ON-CALL will contact vendor and the vendor will contact the electrician on-call based 

on the order listed in the Duty Roster. Please refer to Exhibit B – Weekly Duty Roster for a sample 

roster. 

 

3.2.3. The vendor will call a WHA maintenance staff member, based on the Emergency Maintenance Call 

Listing for the specific property, during the following timeframes: 

3.2.3.1. Monday through Saturday, between Midnight and 8:00AM the next day 

3.2.3.2. Sunday, between noon and Monday at 8:00am. 

 

3.2.4. In the event that no one on the Emergency Maintenance Call List responds, within 30 minutes of an 

emergency or urgent request, a Maintenance Supervisor will be called. If the Maintenance Supervisor 

is not available, the vendor shall leave a detailed message describing the situation.   

 

3.2.5. In the event that a Maintenance Supervisor is not reached, or has not responded within 15 minutes, 

the Assistant Director of Maintenance or the Director of Maintenance will be notified immediately. 

 

4. Performance Goals and Problem Resolution 
 

4.1. Performance Goals 

4.1.1. All and ONLY emergency or urgent requests MUST be dispatched to WHA staff within 1 hour. 

4.1.2. All “lock-outs” MUST be dispatched to WHA’s Security vendor within 30 minutes. 

4.1.3. All dispatched calls MUST be delivered in an error-free manner. There is an economic impact to 

the WHA when calls are mishandled. The vendor will take responsibility for all mishandled calls that 

are deemed to be the fault of the vendor not following procedures. 

4.1.4. Vendor shall reimburse the WHA for actual costs incurred by the WHA for mishandled calls. 
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4.2. Performance Problem Resolution – when performance goals described above are not met, the vendor will 

work to resolve and report progress to WHA. The vendor will provide the WHA a plan and a time line to 

resolve the issue(s). 

4.2.1. In the event that issues are not resolved in a timely manner, a meeting will be held at the WHA 

with the vendor to discuss ways to solve the cause of the performance problems. 

4.2.2. In the event that these performance problems are not resolved to WHA’s satisfaction, the WHA 

reserves the right to terminate the contract. 

 

 

 

 

END OF SECTION 

 

 

 

 

 

 

 

 

 

 

 

Scope of Services Exhibits A – F continued on next page 
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SOW - Exhibit A – Emergency Maintenance Call Listing 

 

Revised 12/15/10

AREA 1:

GREAT BROOK VALLEY GARDENS: 

(76-201 Chino Ave., 1-292 Constitution Ave., 2-53 Freedom Way, 2-85 New Vista Lane, 69-285 Tacoma St.)

1 Mike Rinaldi 508-799-9177
2 Tom Chachi 508-987-6264
3 Bob Jewell 508-867-3248
4 James Burgwinkle 978-365-2554
5 Juan Ferrer 774-670-3313
6 Joe Olson 508-864-9941
7 James Malloy 508-308-7282
8 Fran Henrickson 774-272-3756
9 Kevin Johnson 774-696-4345

10 Bruce Sadusky 774-386-1832 Cell  978-799-5484
11 Mike Reynolds, Maint. Supervisor 508-229-2602 Pager  978-591-1419
12 Franny Pepper 508-981-0925
13 Howie Klatsky 508-792-3308
14 Gerson Sepulveda 508-981-3575
15 John Tomaiolo 508-317-6799
16 Bob Barton 508-829-5145
17 Rick Raskett 508-842-7394
18 George Houle 508-987-7140
19 Dave Eisnor 508-797-4762
20 Hector Laureano 508-909-6511 Cell  508-579-4013
21 Scott Nishan 508-353-7183
22 Dan Rodriguez
23 Shaun Flynn 508-523-8115
24 Sean Hogan 508-797-3951
25 Luis Rodriguez 774-696-3104
26 Ed Garcia 508-363-3814 Cell  774-696-4193
27 Jerry Santiago 774-242-6901
28 Mike O'Neil 508-791-4068
29 Jeremy Gagnon 508-791-9936
30 Josue Velez 774-262-4107
31 Mike Shillinsky 774-289-2042
32 Mike Harrington 774-262-9152
33 Mike Smith 508-277-9126
34 Audunn Valdimarsson 508-248-0866 Cell  508-410-8570
35 Frank Gigliotti, Maint. Supervisor 508-856-9129 Cell  508-868-3407
36 Bob Cousineau, Maint. Supervisor 508-853-7987
37 James Cervi, Trades Supervisor 508-885-1023 Cell  508-713-3006
38 John Warren, Asst. Director of Maint. 508-869-3404 Cell  508-723-2933
39 Steve Alvarez, Director of Maint. 508-769-6741 Cell  774-232-8330

Below are listed the area assigned personnel and back-up personnel for each PROJECT in order of those most familiar with 

that Project.  For EMERGENCIES AT WHA PROJECTS, the Answering Service will place calls in order as per the 

following listings.
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SOW - Exhibit B – Duty Roster 

 

 
 

THE FOLLOWING ARE ON DUTY OR ON CALL FOR THE WEEK OF:                   6/10/11-6/17/11 

FRIDAY:    7:30 AM - 4:30 PM                          508-635-3200 

FRIDAY:    4:30 PM – 12:00 MID                                             508-868-3412 

SATURDAYS: 8:00 AM - 4:00 PM & 4:00 PM – 12:00 MID.                        508-868-3412 

SUNDAYS:   8:00 AM – 12:00 NOON                                            508-868-3412 

ALL OTHER HOURS:      Central Voice                                1-305-270-4000                

            Account #BR4005      or                    508-635-3200   
                          

BACK UP SUPERVISORS:       Steve Alvarez                           Cell#1: 508-769-6741 

                                                                   Cell#2: 774-232-8330 

                           John Warren                               Cell: 508-723-2933  

                                                                     Home: 869-3404 

                           Jim Cervi                                 Cell: 508-713-3006                                                                                            

                                                                     Home: 508-885-1023 

 

WEEKNIGHTS: MAINT. MECH:   Ed Garcia     - (Mondays  3:30-MID)       Cell: 508-868-3412                                            

                           Bruce Sadusky – (Tues-Sat 3:30-MID)       Cell: 508-868-3412             

                                                                                                                                                                                                                                                                                       

                                                                         

Saturday: June 11th:       Kevin Johnson   (7:30AM-4:00PM)           Cell: 508-868-3412                                     

                           Bruce Sadusky   (3:30PM-MIDNITE)          Cell: 508-868-3412 

                                                                              

Sunday:  June 12th:        Scott Nishan      (8AM-12PM)              Cell: 508-868-3412 

 

                            

************************************************************************************************************

***     
PLUMBERS:                         

1. John Stuart                            508-434-0464 or 508-335-4779 

2. John Kubilis                           774-614-1079 

3. Steve Splaine                          508-892-8432 or 774-696-4948 

 

CARPENTERS:                               FOR FIRE ALARM REPAIR, CALL ELECTRICIANS  

1. Stanley Grynsel                        508-792-5546 or 508-667-0242 

2. Chris Lazarek                          774-242-6123 

3. Steve Serra                            508-612-4515 

4. Ernie James                            508-755-4317 

                       

ELECTRICIANS:                                                                      FOR SECURITY ALARM REPAIR, CALL ELECTRICIANS         

1. Frank Iaconi                           508-755-2226 or 508-414-5205 

2. F. Barry Gentile                       508-757-4317 

3. Al Zenkus                              508-852-8821 or 508-868-2435 

 

HEATING TECH:  

   Call Plumbers for Heating Calls 

 

NOTE: All Pagers Listed above are numeric Display Pagers. After dialing, wait for the 

tone then enter your tel. #. Wait for next tone, hang up.  Tel. # will then display on 

pager. 

Dist: 

C. Leslie                       ON VACATION: June 13th through June 17th: 

S. Alvarez                      Bob Generelli out on medical leave – DO NOT CALL 

J. Warren                       Tom Mier out on medical leave – DO NOT CALL 

J. Cervi                         

R. Cousineau                    Mike Smith            6/13 & 6/14/11        (v)                     

M. Reynolds                     Fran Pepper           6/13 & 6/17/11        (v)                                       

F. Gigliotti                    Tom Chachi                   6/13/11        (v)                    

C. Comeau                       Rick Raskett                 6/13/11        (v)                                             

B. Craig                        Bob Cousineau                6/13/11        (v)                                                           

Control Center                  Frank Gigliotti              6/13/11        (s)                   

Answering Service               Joe Olson                    6/17/11        (v)              

                                Pat Coulter                  6/17/11        (v)                                
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SOW - Exhibit C – General Property Description 

 

 
 

PROJECT PROJECT NAME ADDRESS(ES) # OF BUILDING GENERAL BUILDING
# UNITS TYPE INFORMATION

12-1 Great Brook Valley Gardens 69-285 Tacoma St., 76-201 Chino Ave., 561 Townhouses Gas heat

2-53 Freedom Way,  1-292 Constitution Ave., 

2-85 New Vista Ln.

12-2 Addison Apartments 2-26 Addison St., 130-144 Dorchester St. 51

1 & 2 story 

units Gas heat

12-3 Mill Pond Apartments 1-11 Lowland Ct., 5-27 Mill Pond Rd., 51 1 & 2 story Gas heat

576-580 Mill St. units

12-7 Mill Pond Extension 590-600 Mill St. 24 Gas heat

12-4 Mayside Apartments 15-29 Mayside Ln., 20-26 May St. 48

1 & 2 story 

units Gas heat

12-5 Pleasant Tower 275 Pleasant St. 134 High rise Gas heat / 2 elevators

12-6 Wellington Apartments 30 Wellington St. 104 High rise Gas heat / 2 elevators

12-8 Lincoln Park Tower 11 Lake Ave. 199 High rise Electric heat / 2 elevators

12-9 Murray Avenue Apartments 50 Murray Ave. 72 High rise Gas heat / 2 elevators

12-11 Hooper Apartments 25 Hooper St. 26 Townhouses Gas heat

12-12 Belmont Tower 40 Belmont St. 166 High rise Electric heat / 2 elevators

12-13 Webster Square Tower (W) 1060 Main St. 179 High rise Electric heat / 2 elevators

12-15 Webster Square Tower (E) 1050 Main St. 252 High rise Gas heat / 2 elevators

12-16 Providence, North, & 244-270 Providence St., 29 Townhouses Gas heat

Sigourney Streets 69-87 North St., 1-15 Sigourney St.

12-17 Southwest Gardens 21 Dix St., 15 & 17 Cottage St., 13 Wachusett St., 25 Townhouses Electric heat   

51 North Ashland St., 8-14 Home St., 46 Richards St.

12-18 Elm Park Tower 425 Pleasant St. 195 High rise Electric heat / 2 elevators

12-22 Remembrance House 19 Lewis St. 2 Duplex Gas heat

12-219 John J. Curran Terrace 201 Providence St. 50 Low rise Gas heat / 1 elevator

12-221 Lafayette Place 2 Lafayette St. 66 Low rise Gas heat / 2 elevators
12-223 Booth Apartments 698-730 Lincoln St., 1-89 Haven Lane 45 1 story units Gas heat

200-1 Lakeside Apartments 52-54 S. Circuit Ave., 17-20 Garland St., 205 3 story units Gas heat

(70 doors) 1-4 Veterans Ave., 2-46 Lakeside Ave., 

15 Lovell St.

200-2 Curtis Apartments 60-80 Boylston St., 3-63 GBV Ave., 372 3 story units Gas heat

(124 doors) 64-68 Tacoma St.

667-2 Greenwood Gardens 327-341 Greenwood St. 61 2 story units Gas heat

705-1 Main South Gardens 6,14, & 18 Kilby St.; 25, 27 & 31 Benefit St.; 24 Townhouses Gas heat

4 & 6 Cheney St.;  32 Ripley St.; 

202 & 204 Beacon St.; 30 Gardner St.

705-2 Scattered Sites 149-159 Lincoln St., 10 & 12 Newport, 11 & 15 Perkins St., 16 Townhouses Gas heat
9 Albert St., 42 & 44 Jaques Ave., 18 Hancock St.

689-1 CTC 32 Oberlin St. 10 Group home

689-2 YOU, Inc. 129 Blackstone River Rd. 6 Group home

689-3 Community Residence, Inc. 309 Hamilton St. 7 Group home

689-4 Monson Dev Ctr.  (DMR) 197-199 Providence St. 8 Group home
689-7 Monson Dev Ctr.  (DMR) 8-10 Hudson St. 8 Group home  
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SOW - Exhibit D – Call Report 

 

 
 

 

Date In Time In 
Date  

Dispatched 
Time  

Dispatched 
Dispatched  

to Address Apt. 
Tenant's  

Name 
Tenant's  

Phone  
Number Message Staff Called 

Time Staff  
Called 

Staff  
Response 

12/5/2010 5:03 PM 12/5/2010 5:28 PM J. Smith 69 Tacoma St. N/A J. Ruiz 
555-555- 

1213 Toilet clogged. XXXX 5:04 PM Left word 
XXXX 5:08 PM Not available 
XXXX 5:10 PM Left word 
XXXX 5:13 PM Left word 
XXXX 5:20 PM Left word 
XXXX 5:22 PM Not available 

J. Smith 5:28 PM Relayed 
12/6/2010 9:25 AM 12/6/2010 9:27 AM J. Doe 11 Lake Ave. 1900 L. Johnson 

555-555- 
1111 Alarm going off J. Doe 9:27 AM Relayed 
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SOW - Exhibit E – Emergency / Urgent Requests 

 

 
 

The following is a sample listing of Emergency / Urgent Requests: 

 

1. Fire, call Fire Department first and then notify on-call staff member; 

2. Flooding, only flooding that would result in extensive property damage; 

3. No Electricity, total loss of power in the entire apartment; 

4. No Water, total loss of water only; 

5. Burglar Alarms, ascertain exact location of alarm, call police and wait for call-

back before reporting to on-call staff member; 

6. Carbon Monoxide Alarms, notify fire department, on-call staff member, and 

inform tenant to leave the unit; 

7. Fire or Smoke Alarms Ringing, notify on-call staff member and if there’s any 

indication of a fire, see 1. above; 

8. No Heat, September 15 through June 15 only when there is more than 8 hours 

until a normal work shift; 

9. No Hot Water, notify on-call staff member only when there is more than 8 

hours until a normal work shift; 

10. Elevator Breakdowns, if one or both elevators are out of order or if a person is 

trapped inside an elevator (in this case the Fire Department will also be called 

in); 

11. Lockouts, if anyone is locked out of their unit or the building, on-call staff 

member or security company (see enclosed) will be notified; 

12. Trash chute clogged in high rise buildings, notify on-call staff member only 

when there is more than 4 hours until a normal work shift; 

13. Threats to Life or Safety, on-call staff member will be notified of any calls 

which do not fall in the above emergency categories IF, for any reason, the 

particular problem is judged severe enough to threaten the life or safety of a 

tenant.  The on-call staff member will take any appropriate action deemed 

necessary. 
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SOW - Exhibit F – Routine Requests 

 

 
 

The following is a sample listing of Routine Requests: 

 

1. Appliance Malfunction – A refrigerator not keeping food cold enough. 

2. Clogs – tub and sink clogs that are not the cause of flooding. 

3. Extermination Requests – these are handled during the next regular weekday shift. 

Key / Lock Replacements – these are handled during the next regular weekday shift, unless the 

Worcester Police Department deems the situation unsafe for the tenant. 
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SOW - Exhibit G – WHA’s Usage for 2014-2015 
 

 

Worcester Housing Authority 

Usage Summary for the Last 12 Months 

 In + OutCalls          In + OutTime         PtchMins 

Jun-14 1687 1361 0 

Jul-14 1743 1243 0 

Aug-14 1566 1421 0 

Sept-14 1841 1641 0 

Oct-14 1941 1698 0 

Nov-14 2140 1701 0 

Dec-14 2004 1621 0 

Jan-15 2331 1948 0 

Feb-15 2342 2368 0 

Mar-15 1878 1776 0 

Apr-15 1368 1591 0 

May-15 1248 1484 0 

Monthly 

Avg 
1841 1654 0 

Peak 2342 2368 0 

 

 

 

 

 

 

END OF SOW EXHIBITS A-G
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IV.PROPOSAL SUBMISSION REQUIREMENTS 

 
This section provides information concerning the form and required contents of proposals submitted in response to 

this RFP. All proposals must comply with the requirements of this section in order to be evaluated by the WHA. 

 

Sealed proposals will be received at: 

 Worcester Housing Authority 

 Purchasing Department 

 69 Tacoma Street 

            Worcester, MA 01605 

 

By 10:30 A.M., July 9, 2015 

 

No proposal will be accepted after that time. 

 

Proposals must be organized according to the following format and address each of the points detailed below. 

 

Offeror must submit one (1) original proposal and four (4) copies.  Proposals must be typewritten, double spaced on 

plain white paper, be in written in an executive summary format not to exceed 25 pages, excluding forms and 

required attachments.  All proposals must be securely bound, however, elaborate packages, binders, etc. are not 

recommended. 
 

Each proposal must be organized into two separately sealed and packaged parts and labeled accordingly.  Part One 

– Technical Proposal is to include five (5) sections numbered consecutively and each section must be clearly 

marked by a tab or other divider and a page number must appear on the header or footer of each page.  Part 

Two – Price Proposal must be sealed and separately packaged. 

 

Labels on both, TECHNICAL & PRICE Proposal envelopes shall include: 

 

RFP #15-17 Telephone Answering Services 

TECHNICAL Proposal or PRICE Proposal 

Company Name; address 

 

“Part One – Technical Proposal” shall include the following: 

 

Tab 1 – Technical Proposal Cover Page this form, provided by WHA, see Appendix #7, must be provided as 

page 1 of Tab 1.  Proposer must complete this form and be sure to acknowledge any/all Addendums issued for this 

RFP. 

 

Minimum Criteria this form, provided by WHA, must have the “found on page _____” completed and must be 

provided as page 2 of Tab 1.  Be sure to identify what page documentation for fulfilling each criteria is found. 

 

Comparative Criteria this form, provided by WHA, must have the “found on page _____” completed and must 

follow the Minimum Criteria form.  Be sure to identify what page documentation for fulfilling each criteria is 

found. 

 

Letter of Transmittal:  must be signed by a company official authorized to bind the Proposer, must identify all 

parties to the proposal. Include the name, address and telephone number of the person (s) authorized to submit and 

discuss the proposal. The letter must clearly state the intention of the Proposer, if selected, to provide the services at 

the proposed prices and within the time frames specified in accordance with the terms and conditions specified in 

the proposal and this RFP document. The letter must indicate whether or not any of the parties to the proposal have 

been disbarred or otherwise prevented from participation in HUD-funded projects, at any time.  Do not include the 

dollar amount of your proposal in this section; this must be provided in the Price Proposal,  a separately sealed 

envelope. 

 

Tab 2 – Agency Qualifications: Provide a narrative indicating the identity and qualifications of personnel to be 

assigned to this work. Include a resume(s) of key personnel to be involved with this contract.  The proposal shall 
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include any pertinent licenses that the staff may have relative to providing services to a maintenance organization 

and a statement that indicates how many years of experience the individuals have serving public housing 

authorities. 

 

Tab 3 –Work Plan. “Provide a work plan that describes how each of the following will be provided: 

a.) a policy and procedure which demonstrates clearly how calls will be handled, routed and 

prioritized;  

b.) details how multiple calls to different operators will be coordinated; 

c.) details the software system to be used for this contract and how it pertains to this contract;  

d.) a clear definition of each task, within this RFP, and procedures for meeting those tasks.” 

 

 

Tab 4 – Client List: Provide a complete list of all Public Housing Authorities that the firm has provided answering 

services for in the past five years. A reference form has been provided.  In addition, please identify three references 

similar in size to the WHA that we can contact, and list on attached reference form. 

 

Tab 5 – WHA Certifications: Complete and sign the required forms and certifications included in the RFP: 

1. Proposer Information Sheet (page 42) 

2. Non-Collusive Affidavit 

3. Certifications, Representations and other Statements of Proposers (HUD 5369C) 

4. Certificate of Corporate Clerk 

5. Certificate of Tax Compliance 

6. Reference Form (this form must be submitted as part of Tab 4) 

7. Technical Proposal Cover Page (this form must be submitted as page 1 Tab 1) 

 

“Part Two – Price Proposal” 

In a separately packaged and sealed envelope, the Proposer must include a completed Price Proposal form that 

includes all charges for these services, no other fees will be accepted upon award of the contract, see provided 

PRICE PROPOSAL Form. 

 

V. PROPOSAL EVALUATION 

All proposals will be reviewed using the following three evaluation tools: 

 minimum criteria 

 comparative evaluation criteria 

 price proposal calculation sheet 

 

The WHA will determine the most advantageous proposal from a responsible and responsive Proposer, taking into 

consideration all evaluation criteria as well as price, as set forth in this RFP. 

 

END OF SECTION 
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TECHNICAL PROPOSAL 

MINIMUM EVALUATION CRITERIA 

 

The following minimum criteria must be met before consideration and evaluation will be given to the Proposer’s 

technical proposal submission package.  This form must be completed and provided as Page 2 of Tab 1. 

 

1. The proposal includes all information included in section “APPENDIX – Required Documents.” 

Yes (  )  No ( )  found on page __________ 

 

2. The Proposer has 3 years experience with providing Telephone Answering Services to a minimum of one 

(1) Public Housing Authority or property management company with a minimum of 500 units. 

Yes (   )  No (   )              found on page __________ 

 

3. The Proposer will provide one (1) person per shift that is bi-lingual in English/Spanish 

Yes (   )  No (   )    found on page __________ 

 

4. The Proposer has a back up generator or UPS (uninterrupted power supply) for the telephone and recording 

system. 

Yes (   )  No (   )    found on page __________ 

 

5. The Proposer is able to provide necessary staff and services as detailed in this RFP on January 1, 2016 

Yes (   )  No (   )    found on page __________ 

 

6. Any Supervisor assigned to this account shall have 3 years answering service experience with one year as a 

supervisor. 

Yes (   )  No (   )    found on page __________ 

 

7. The Proposer records all telephone calls that can be played back. 

Yes (   )  No (   )    found on page __________ 

 

8. The Proposer has not been disbarred or otherwise prevented from participation in HUD-funded  

Yes (   )  No (   )    found on page __________ 

 

 

 

COMPANY NAME:_____________________________________
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TECHNICAL PROPOSAL 

COMPARATIVE EVALUATION CRITERIA 
 

For each comparative evaluation criteria, you will be assigned a rating of “Highly Advantageous (HA),”  “Advantageous 

(A),” “Not Advantageous” (NA) or “Unacceptable (U).” The WHA will then assign a composite rating to the entire 

proposal. All proposers must fill in the page number for each criteria showing where evidence of fulfilling each 

criteria can be found in their  Technical Proposal and present these sheets behind the Minimum Criteria page of 

Tab I of their TECHNICAL PROPOSAL.  The Comparative Criteria is listed in order of priority.  This form must be 

completed.  If the criteria has more than one requirement proposers must provide a page # of where evidence of each of 

those specific criteria can be found. 

 

1. PLAN OF SERVICES     found on page _________ 

 

Proposer has submitted a Plan of Services that details the operating procedures of their company relative 

to the tasks of this contract and that shows a timeline for an implementation date of May 1, 2011. 
 

Highly Advantageous 

Proposer’s Plan of Services provides a.) a policy and procedure which demonstrates clearly how calls will be 

handled, routed and prioritized; b.) details how multiple calls to different operators will be coordinated; c.)details 

the software system to be used for this contract and how it pertains to this contract; d.) a clear definition of each 

task, within this RFP, and procedures for meeting those tasks. 

 

Advantageous 

The proposer addresses each of the above, but does not provide a detailed plan and/or the Plan of Services is not 

clearly understood for each of the above. 

 

Unacceptable 

The proposer does not provide a Plan of Services that addresses each of the above and/or does not have a software 

system that will handle the requirements as stated. 

 

 

2. KEY PERSONNEL   found on page _________ 

Proposer to include resumes 

 

Highly Advantageous 

Supervisor(s) assigned to this account has 5 years of experience in the telephone answering service business, 3 of 

which is at a supervisory level. 

 

Advantageous 

Supervisor(s) assigned to this account has 3 years of experience in the telephone answering service business, 1 of 

which is at a supervisory level. 

 

Unacceptable 

Supervisor(s) assigned to this account has less than 3 years of experience in the telephone answering service 

business, with less than 1 year at a supervisory level. 

 

 

3. AUDIO CALL RECORDINGS    found on page _________ 

 

Highly Advantageous 

Proposer voice records all telephone calls and will email them to WHA when requested. 

 

Advantageous 

Proposer voice records all telephone calls.  Calls can be played back, but can not be transmitted  

electronically to the WHA. 
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Unacceptable 

Proposer does not voice records telephone calls. 

 

4. CALL REPORTING  found on page _________ 

 

At the beginning of each workday the answering service must deliver a report to the Maintenance dept. detailing 

all of the calls which they received during the prior shift(s).  A current SAMPLE of proposers report is included 

with this Technical proposal. 

 

Highly Advantageous 

Proposer shall send the daily report in Microsoft (MS) Excel file or in a table (CSV) format 

 

Advantageous 

Proposer only provides daily reports in an email and/or in a fax. 

 

Unacceptable  

Proposer can only fax daily reports. 

 

 

5. LOCATION OF OFFICE  found on page _________ 

 

Highly Advantageous 

Proposer’s office is located 50 miles or less from Worcester, MA 

 

Advantageous 

Proposer’s office is located 100 miles or less from Worcester, MA 

 

Not Advantageous 

Proposer’s office is located more than 100 miles from Worcester, MA 

 

6. EXPERIENCE  found on page _________ 

 

Highly Advantageous 

Currently servicing at least 3 public housing authorities or property management companies with more than 500 

units each. 

 

Advantageous 

Currently services less than 3 public housing authority or property management company that each have a 

minimum of 500 units. 

 

Unacceptable 

No public housing or property management companies and/or less than 500 units. 

 

END OF SECTION 
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EXHIBITS 
1. Instructions to Proposer Non-Construction HUD5369B 

2. General Contact Conditions Non-Construction HUD5370C 

3. MBE Notice 

4. Contract Agreements 
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MBE NOTICE 

 
 
 

The Worcester Housing Authority has implemented a program for the utilization of certified Minority 
Business Enterprises (MBE’s) on this project.  All bidders should plan to establish a minimum goal of 
20% of their general bid price for services to be performed by certified MBE’s.  These services may 
be for general construction, engineering, architectural services, auditing/administrative services, 
and/or procurement of supplies (vendors). 
 
For information on what certified MBE’s may be available to perform work in a particular phase of the 
construction process, please contact: 
 

Worcester Housing Authority 
Affirmative Action Office 

40 Belmont Street 
Worcester, Ma 01605 

Telephone (508) 635-3000 
 

or 
 
 

State Office of Minority Business Assistance 
10 Park Plaza, Suite 3740 

Boston MA 02116 
Telephone (617) 727-8692 

 
 
 

 
 
 
 
 
 
WHA/8-07          MBE NOTICE-1 
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The following CONTRACT document is a SAMPLE only 

and should not be submitted with your proposal.
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WORCESTER HOUSING AUTHORITY 
 

CONTRACT #P15-17 

FOR 

TELEPHONE ANSWERING SERVICES 

 

 
THIS CONTRACT is entered into this _____ day of _______, 2011, by and between the WORCESTER HOUSING 

AUTHORITY, a body politic and corporate with primary offices located at 40 Belmont Street, Worcester, MA (hereafter 

referred to as “WHA”) and  

 

 

 

 

 

 

 

 

 

(hereafter referred to as “The Contractor”), and collectively 

known as the “Parties”. 

 

WHEREAS the WHA requires the services of Telephone Answering Services for the effective management and/or 

administration of WHA owned properties and/or WHA programs; and 

 

WHEREAS, the WHA has been authorized by its Executive Director to enter into contracts on its behalf for Telephone 

Answering Services services, and  

 

NOW THEREFORE, the Parties agree as follows: 

 

1. SCOPE OF WORK.  “The Contractor” shall perform all services/tasks as required by the WHA and as provided 

in Appendix A, Scope of Work, attached hereto and incorporated by reference.   

 

2. TERM OF CONTRACT.  The initial term of this contract shall commence on January 1, 2016 and shall 

terminate on December 31, 2016.  The WHA, may at its sole discretion, extend this Contract for up to two (2) 

additional one (1) year terms with no changes to any terms and/or conditions and/or contract price as provided 

under Appendix B, Price Proposal as attached hereto and described below. 

 

3. CONTRACT PRICE.  The WHA shall pay "The Contractor" for the full and satisfactory performance of the 

contract a sum not to exceed       dollars ($____________).  This Contract 

may be subsequently modified and/or extended, in writing only and executed by both parties.  

 

To the extent that materials and supplies are used and/or incorporated in the performance of this agreement, “The 

Contractor” is considered an exempt purchaser under the Massachusetts Sales Act, Chapter 14 of the acts of 1966.  

“The Contractor” shall be responsible for payment of all other taxes and/or tariffs related to the work or services 

provided under this Contract. 

 

“The Contractor” shall submit, as a condition of compensation, an invoice with a detailed backup documenting 

items and costs, as necessary. 

 

4. AMENDMENTS.  Either party to this Contract may request changes in the scope of services, operational plan, 

compensation or term of the agreement.  Such changes, must be mutually agreed upon by the WHA and “The 

Contractor” and must be incorporated into this Contract by written amendment and duly executed by both parties. 

 

In the event that federal or state policies or procedures governing this Contract are modified during the contract 

term, such modification shall be incorporated into this agreement by reference to same. 

SAMPLE CONTRACT 

Do Not Submit with your 

proposal 
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5. AVAILABILITY OF FUNDS AND REDUCTION OF CONTRACT OBLIGATION.  This Contract is 

contingent upon the receipt of funds and continued authorization for contracted services.  

 

In the event that funds become unavailable for any reason, or authorization for the services described herein is 

withdrawn or otherwise modified, the WHA, at its discretion, and as it deems in the best interest of the WHA, 

may unilaterally terminate this Agreement upon five (5) days written notice.  

 

In the event that funds are reduced, or authorization for program/project activities modified, the WHA, at its 

discretion, also retains the unilateral right to modify this agreement.   A reduction of services commensurate with 

reduction of funding will be determined by the WHA. 

 

In case of termination or reduction of contract obligation, “The Contractor” shall be entitled to receive 

compensation for any work satisfactorily completed or shall be entitled to costs incurred to the date of termination 

or reduction.  

 

In any and all cases of termination of Contract, all records, documents, assets, property and equipment purchased 

by  “The Contractor”, on behalf of the WHA,  with funds provided under this Contract, shall at the option of the 

WHA become the property of the WHA. 

 

6. TERMINATION FOR CONVENIENCE.  The WHA may terminate this Agreement, in whole or in part, when 

such termination is deemed by the WHA to be in its best interest by giving thirty (30) days written notice of 

termination.  

 

7. TERMINATION FOR DEFAULT.  If “The Contractor” fails to perform its obligations in a timely and proper 

manner or if “The Contractor” violates any of the material terms, covenants and/or conditions of this Contract, the 

WHA may terminate this agreement, in whole or in part, by giving ten (10) days written notice of termination to 

“The Contractor” specifying the reason(s) thereof. 

 

8. TERMINATION FOR FRAUD.  This Agreement will be terminated immediately in the event of fraud or 

program abuse. 

 

9. TERMINATION BY MUTUAL AGREEMENT.  This contract may be terminated by amendment, if provided 

in writing and executed by both parties.   

 

10. WITHHOLDING OF PAYMENT.  Upon termination, the WHA may withhold any payments to “The 

Contractor” for the purpose of set-off until such time as exact amount of damages or overpayment is determined.  

 

At its discretion, and as an alternative to termination, the WHA may withhold payment to  “The Contractor” if 

“The Contractor” is found to be in non-compliance or default of any material provision of this Contract, the WHA 

will notify  “The Contractor” in writing and  “The Contractor” will be allowed fifteen (15) days to meet 

compliance requirements.   

 

b. If, after said fifteen (15) day period,  “The Contractor” fails to comply, the WHA may reduce or withhold 

payment to “The Contractor” until such compliance is rendered.  

 

      11. RECORDS AND RECORD-KEEPING.  “The Contractor” agrees to submit all    

written reports and financial invoices to the WHA as required and in accordance with all reporting formats 

provided and specified herein, if any.  

 

“The Contractor” agrees to retain said reports, records and supporting documentation for six (6) years. or until 

such time any issues in an open audit are resolved.  The WHA and/or its funding agencies shall have access to and 

the right to examine any pertinent books, documents, papers or other records involving transactions related to this 

agreement for the purpose of making audit, examination, excerpts and transcriptions. 
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“The Contractor” agrees to comply with Massachusetts Public Records Law, M.G.L. c. 66, and relevant federal 

and/or local statutes, rules or regulations, whichever is more restrictive, regarding record retention. 

 

12. INDEMNIFICATION.  “The Contractor” shall indemnify and hold harmless the WHA, and its officers or 

agents, from any and all third party claims arising from activities under this Agreement as set forth in M.G.L. c. 

258, § 2 as amended.  

 

“The Contractor” will hold harmless the WHA for damages arising from negligence, violation of the federal/state 

funding authority requirements, and/or failure to secure required and necessary insurance.  

 

It is understood that “The Contractor” is an independent contractor and is not to be considered an employee of the 

WHA or assume any right, privilege or duties of an employee and shall save harmless the WHA and its 

employees from claims, suits, actions and costs of every description resulting from “The Contractor’s” activities 

on behalf of the WHA in connection with this Contract. 

 

13. INSURANCE.  “The Contractor” upon execution of this Agreement and throughout its term, unless otherwise 

provided by law shall procure workers’ compensation, fire, theft, casualty, extended coverage, personal liability, 

and any other pertinent insurance for the purpose of insuring property purchased with  

public funds under this Agreement; for the protection of personnel employed by “The Contractor” as a result of 

this Agreement; and for individuals participating in agency activities as a result of this Agreement.  

 

Commercial Liability Insurance.  The Contractor will provide the WHA with Certificates of Insurance 

covering public liability in an amount not less that $500,000.00 for damages to one person, and not less 

than $1M per accident.  The Contractor will name the WHA as co-insured on said policy. 

 

Property Damage Insurance.  The Contractor will provide the WHA with Certificates of Insurance 

covering property damage in an amount not less that $500,000.00 for damages on account of one 

accident, and not less than $1M for all accidents.  The Contractor will name the WHA as co-insured on 

said policy. 

 

Vehicle Liability.  The Contractor will provide the WHA with Certificate of Insurance covering vehicle 

liability in an amount not less than the following: 

Personal Injury  $500,000 each person 

    $1,000,000 aggregate 

Property Damage    $300,000 

 

Workers’ Compensation Insurance.  Contractor shall provide Worker’s Compensation Insurance in 

accordance with the Worker’s Compensation Act of the Commonwealth of Massachusetts (M.G.L. c. 149 

§ 34A and M.G.L. c. 152) as follows: 

 

   Workers Compensation Coverage A  Statutory Minimum 

 

   Employer’s Liability Coverage B  $500,000 each accident 

$500,000 disease per employee 

         $500,000 disease policy 

 

Upon  execution of this CONTRACT, “The Contractor” shall submit copies of  Certificates of Insurance 

identifying the WHA as co-insured. 

 

If  “The Contractor” self-insures, as provided by the laws of the Commonwealth, “The Contractor”  will provide 

certification of the value of said self-insurance, as well as certification that coverage is extended for the protection 

of personnel, program participants and property purchased with funds under this Agreement.  

 

If  “The Contractor” is required to procure fiduciary insurance, then “The Contractor” shall procure such fiduciary 

insurance from a responsible bonding company authorized to do business within the Commonwealth.  “The 

Contractor” shall bond all personnel employed with financial responsibilities.  



                                                               RFP #15-17 Telephone Answering Services                                            36 of 50 

 

14. ASSURANCES.  “The Contractor” accepts sole responsibility for ensuring that all activities undertaken pursuant 

to this Agreement comply with all applicable federal, state and local laws, rules and regulations.   

 

15. SUBCONTRACTS/ASSIGNMENTS.  “The Contractor” shall not subcontract, assign or transfer any of the 

services provided under this Agreement without the prior written consent of  the WHA, except that claims for 

monies due or to become due under the Contract may be assigned to a bank or other financial institution.   

 

16. CONFLICTS OF INTEREST (INDIVIDUAL AND ORGANIZATIONAL). 

Issues of conflict of interest, both individual and organizational, shall be resolved according to M.G.L. c. 268A 

and/or the requirements of any and all public funding source(s) under this Contract, whichever is more restrictive. 

It is the responsibility of “The Contractor” to ensure that all conflict of interest requirements are adhered to for 

both individual and organizational purposes.   

 

17. COPYRIGHT.  No reports, maps or other documents produced in whole or in part under this Contract shall be 

subject to a copyright, patent by or on behalf of “The Contractor”, unless the WHA is given unlimited license to 

use such copyright or patent.  

 

18. PERSONNEL PROCEDURES.  Personnel employed by “The Contractor” under this Agreement shall not be 

considered employees of the WHA.  

 

“The Contractor” shall not discriminate against any qualified employee or applicant for employment because of 

race, national origin, age, sex, religion or physical or mental handicap. “The Contractor” agrees to comply with all 

applicable federal and state laws, rules and regulations prohibiting discrimination in employment.  

 

19. DISSEMINATION OF INFORMATION.  No information or material shall be disseminated or disclosed to the 

general public, the news media or any person or organization without prior express written approval of the WHA. 

 

20. SEVERABILITY.  If any provision in this Contract is determined to be illegal, unenforceable or void by a court 

of competent jurisdiction, then that provision shall be deemed severed from this Contract. All other provisions of 

this Contract shall continue in full force.    

 

21. GOVERNING LAWS AND JURISDICTION.  The WHA and “The Contractor” do mutually agree that the 

laws of the Commonwealth of Massachusetts govern this Contract, except as otherwise provided by federal law, 

rules and regulations with respect to federal funds. The parties further agree that jurisdiction over any dispute 

arising out of this Contract shall be limited to any court of competent jurisdiction within the Commonwealth of 

Massachusetts.  

 

22. HIERARCHY OF PROVISIONS.  In the event of any inconsistency or conflict between any term, condition or 

provision of this written Contract and any Appendix and Attachment shall be resolved by giving precedence in the 

following order: (1)  this contract; (2) the Appendices and (3) the Attachments.  The document having the higher 

preference shall be controlling and the inconsistent or conflicting term, condition or provision in the document 

having subordinate preference shall be deemed modified, superseded or replaced, as appropriate, by the 

provisions of the document having higher preference. 

 

23. ALL REFERENCED ATTACHMENTS.  “The Contractor” hereby certifies and warrants the truth, accuracy 

and completeness of the following documents filed with the WHA in connection with this Agreement and 

incorporated by reference:  

 

a. Certifications, Representations and Other Statements of Offerors – HUD 5369C 

b. Certificate of Corporate Clerk 

c. Non-Collusive Affidavit 

d. Certificate of Tax Compliance 

e. Bidder Information Sheet 

f. Reference Form 

g. Technical Proposal Cover Page 
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IN WITNESS THEREOF the WORCESTER HOUSING AUTHORITY and “The Contractor” have executed this 

Contract as of the Date first above written. 

 

Worcester Housing Authority    “The Contractor” 

 

By:        By:       

Raymond V. Mariano,                

Executive Director    Title:       

 

Date:       Date:      

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

End of SAMPLE CONTRACT Section
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APPENDICIES 

 

 

REQUIRED ITEMS FOR TECHNICAL PROPOSAL SUBMITTAL 

 

The information required as part of the TECHNICAL PROPOSAL submittal includes the following items and 

forms: 

 
1. Certifications, Representations and Other Statements of Offerors – HUD 5369C 

2. Certificate of Corporate Clerk 

3. Non-Collusive Affidavit 

4. Certificate of Tax Compliance 

5. Bidder Information Sheet 

6. Reference Form 

7. Debarment/Suspension Form 

8. Technical Proposal Cover Page (separate from the Price Proposal) 

 

REQUIRED ITEMS FOR PRICE PROPOSAL SUBMITTAL 

 
1. PRICE PROPOSAL – separate sealed envelope clearly marked: 

 

PRICE PROPOSAL for #15-17 Telephone Answering Services 
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CERTIFICATE OF CORPORATION CLERK 

(For use when Bidder is a Corporation) 

 

The undersigned Clerk of _______________________________________________ a corporation, duly organized 

and existing under the laws of the State of _____________________________________, hereby certifies that the 

following are true and correct copies of votes duly adopted by the Board of Directors of said corporation at a meeting 

thereof held on ____________________________, at which meeting a quorum of said Board was present and voted 

in favor of said votes.  

(Date must be ON or BEFORE Proposal date) 

 
VOTED: That________________________________  in his capacity as _______________________________of 

this corporation be authorized,  and he is hereby so authorized, to prepare and execute a proposal to the Worcester 

Housing  Authority  in response to its request for proposal for;   Answering Services    and that such contract may  

be submitted upon such terms and conditions as he shall decide. 

 

VOTED:  That he be further authorized, and he is hereby so authorized, to execute and deliver the contract 

documents for such work upon such terms and conditions as he shall decide;        

 

VOTED:  That he be further authorized, and he is hereby so authorized, to execute and deliver a performance bond 

and a  payment bond with respect to said contract upon such terms and conditions as he shall decide: 

 

VOTED:  Further, that his signatures on said documents shall constitute conclusive evidence that they have been 

authorized by this vote. 

 

IN WITNESS WHEREOF, I have hereunto set my hand and the seal of said 

 

_____________________________________________________________________________________ 

( Name of Corporation) 

 

this ________________________ day of _____________________________, 20__________. 

(Date must be ON or AFTER Proposal date) 
 

 

_____________________________________ 

                                   (Corporate Clerk) 
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CERTIFICATE OF NON-COLLUSION 

 

The undersigned certifies under penalties of perjury that this bid or proposal has been made and submitted in 

good faith and without collusion or fraud with any other person. As used in this certification, the word "person" 

shall mean any natural person, business, partnership, corporation, union, committee, club, or other organization, 

entity, or group of individuals. 

___________________________________________ 

Signature of individual submitting bid or proposal 

___________________________________________ 

Name of business 

 

STATE OF         

 

 

County of _________________________________, ss.   ___________, 20(    ) 

 

 

On this ___ day of  ___________________________, 20(   ) before me, the undersigned Notary Public, 

personally appeared the above-named ____________________________________________ and proved to me 

through satisfactory evidence of identification, which was _________________________________________, 

to be the person whose name is signed on this document, and acknowledged to me that he/she signed it 

voluntary for its stated purpose and that it is their free act and deed.  
 

 

       ______________________________ 
       Notary Public  (Name and Seal) 
 

       My Commission Expires: 
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CERTIFICATE OF TAX COMPLIANCE 

 

 

 

REAP CERTIFICATION:  Pursuant to M.G.L. c. 62 c, sec. 49 (a),  

 

The individual signing this Contract on behalf of the Contractor, hereby certifies, under the penalties of perjury, 

that to the best of their knowledge and belief the Contractor has complied with all laws of the Commonwealth 

relating to taxes, reporting of employees and contractors, and withholding and remitting child support. 

 

 
Company:           

 

Street:           

 

CITY/STATE/ZIP:          

 

E-mail:          

 

Phone/Fax:          

 

By:             

 

NAME & TITLE:           
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WORCESTER HOUSING AUTHORITY 
 

PROPOSER INFORMATION SHEET 
 
 

1. Kindly furnish the following information regarding the Proposer: 

 

IF A PROPRIETORSHIP 

 

Firm Name____________________________________________________________________ 

 

Name of Owner_________________________________________________________________ 

 

Business Address______________ ___________________________ Tel.___________________ 

 

Home Address____________________________________ Tel.___________________________ 

 

E-mail Address__________________________________________________________________ 

 

IF PARTNERSHIP 

 

      Full name and addresses of all partners: 

 

                             NAME                                                    ADDRESSES 

 

      ________________________________     _________________________________________ 

 

      ________________________________     _________________________________________ 

 

      ________________________________     _________________________________________ 

 

      Business address________________________________ Tel.__________________________ 

 

IF A CORPORATION 

 

Full Legal Name_________________________________________________________________ 

 

State of Incorporation_____________________________________________________________ 

 

Principal Place of Business_________________________________________________________ 

 

Qualified in Massachusetts?                     Yes (   )               No (   ) 

 

Place of Business in Massachusetts____________________________ Tel.___________________ 

 

     Furnish the following information regarding Surety Company: 

 

            Full Legal Name__________________________________________________________________ 

 

            State of Incorporation______________________________________________________________ 

 

            Principal Place of Business__________________________________________________________ 

 

            Admitted to do business in Massachusetts?      Yes (     )     No (    ) 

 



                                                               RFP #15-17 Telephone Answering Services                                            45 of 50 

REFERENCE FORM 

 

COMPANY NAME: ___________________________________________________________ 

 

List all contracts performed within the past five (5) years that are similar in nature, size and scope of this 

project.  For each contract complete the following information: 

 

REFERENCE:______________________________________Email___________________________ 

STREET: __________________________________________City/State/Zip____________________ 

Project Cost: $_______________________________________ 

CONTACT:_________________________________________ 

PHONE:____________________________________________ 

Description and dates services provided:  

__________________________________________________________________________________________

__________________________________________________________________________ 

 

REFERENCE:______________________________________Email___________________________ 

STREET: __________________________________________City/State/Zip____________________ 

Project Cost: $_______________________________________ 

CONTACT:_________________________________________ 

PHONE:____________________________________________ 

Description and dates services provided:  

__________________________________________________________________________________________

__________________________________________________________________________ 

REFERENCE:______________________________________Email___________________________ 

STREET: __________________________________________City/State/Zip____________________ 

Project Cost: $_______________________________________ 

CONTACT:_________________________________________ 

PHONE:____________________________________________ 

Description and dates services provided:  

__________________________________________________________________________________________

__________________________________________________________________________ 

 

(Continued on next page) 
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REFERENCE:______________________________________Email___________________________ 

STREET: __________________________________________City/State/Zip____________________ 

Project Cost: $_______________________________________ 

CONTACT:_________________________________________ 

PHONE:____________________________________________ 

Description and dates services provided:  

__________________________________________________________________________________________

__________________________________________________________________________ 

REFERENCE:______________________________________Email___________________________ 

STREET: __________________________________________City/State/Zip____________________ 

Project Cost: $_______________________________________ 

CONTACT:_________________________________________ 

PHONE:____________________________________________ 

Description and dates services provided:  

__________________________________________________________________________________________

__________________________________________________________________________ 

 

USE ADDITIONAL SHEETS IF NEEDED. 
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Worcester Housing Authority 
 

 

RFP #15-17 Telephone Answering Services 

 

 

TECHNICAL PROPOSAL 

COVER PAGE 

 

 

Proposers must submit this as page one of their Technical Proposal 
 

Proposer acknowledges the following addendum: ,  ,  ,  ,  , 

 
COMPANY:           

 

STREET:           

 

CITY/STATE/ZIP:          

 

EMAIL:           

 

PHONE/FAX:          

 

BY:             

 

NAME & TITLE:           
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Worcester Housing Authority 
Purchasing Department 

Ms. Re Cappoli, Chief Procurement Officer 

Cappoli@worcester-housing.com  

(508) 635-3202 

 

 

 

Date:______________________ 

 

 

Vendor/Contractor Name:____________________________________________ 

 

Subject: Debarment/Suspension Letter for Request for Proposal #15-17 RFP Answering Services 

 

 

As a potential vendor on the above contract, the City requires that you provide a debarment/suspension certification indicating that 

you are in compliance with the below Federal Executive Order.  Certification shall be done by completing and signing this form and 

submitting with your bid. 

 

Debarment: 

Federal Executive Order (E.O.) 12549 “Debarment and Suspension” requires that all contractors receiving individual awards, 

using federal funds, and all sub-recipients certify that the organization and its principals are not debarred, suspended, 

proposed for debarment, declared ineligible, or voluntarily excluded by any Federal department or agency from doing 

business with the Federal Government. 

 

I hereby certify under pains and penalties of perjury that neither I nor any principal(s) of the Company indentified below is presently 

debarred, suspended, proposed for debarment, declared ineligible, or voluntarily excluded from participation in this transaction by any 

federal department of agency. 

 

 

Name:       
                   Please Print Clearly 

 

Signature:      

 

Company:      

 

Address:       

 

Address:       

 

Email Address:      

 

Phone/Fax #s   /   

 

Date:       

 

mailto:Cappoli@worcester-housing.com
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WORCESTER HOUSING AUTHORITY 

 
PRICE PROPOSAL 

(PAGE 1 OF 2) 

 

Proposer shall provide the Price Proposal (2 PAGES) in a separate sealed envelope 

 

A. The undersigned proposes to furnish all labor, materials, and equipment required to fulfill all requirements of: 

 

RFP #15-17 TELEPHONE ANSWERING SERVICES 

 

for the contract price specified below according to the terms and conditions of the contract. 

 

B. This proposal includes acknowledgement of addenda number(s)           ,           ,           ,           , 

 

C.  All fees/expenses associated with fulfilling this contract must be included here.  No other fees/expenses will be 

accepted.  The proposed contract price is: 

         Unit  Est. 

Description – YEAR ONE      Cost  Qty.         Year One Total 

Base Rate  
(2,400 calls per month – total inbound and outbound) 

Per 

Month 

$                              12 Months $ 

Additional Inbound/Outbound Operator Assisted Calls  Per Call $ 1654 each $ 

Patch Minutes 

(Tenant connected directly to Maint. Personnel) 

Per 

Minute 

$ 10 each $ 

  

YEAR ONE TOTAL 

 

$ 

         Unit  Est. 

Description – YEAR TWO      Cost  Qty.         Year TwoTotal 

Base Rate  
(2,400 calls per month – total inbound and outbound) 

Per 

Month 

$                              12 Months $ 

Additional Inbound/Outbound Operator Assisted Calls  Per 

Call 

$ 1654 each $ 

Patch Minutes 

(Tenant connected directly to Maint. Personnel) 

Per 

Minute 

$ 10 each $ 

  

YEAR TWO TOTAL 

 

$ 

 

         Unit  Est. 

Description – YEAR THREE      Cost  Qty.              Year Three Total 

Base Rate  
(2,400 calls per month – total inbound and outbound) 

Per 

Month 

$                              12 Months $ 

Additional Inbound/Outbound Operator Assisted Calls  Per 

Call 

$ 1654 each $ 

Patch Minutes 

(Tenant connected directly to Maint. Personnel) 

Per 

Minute 

$ 10 each $ 

  

YEAR THREE TOTAL 

 

$ 

 

         GRAND TOTAL       $_______________ 

         (Years 1, 2, 3) 

 

COMPANY NAME:        
  

(Continued on Next Page) 
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PRICE PROPOSAL 
(PAGE 2 OF 2) 

 

 

The WHA’s payment software calculates and takes any prompt payment discounts allowed by our 

vendors and contractors.  If your company provides prompt payment discounts, please fill in the box 

below.  If your company does not provide this discount, please check the appropriate box.  Without the 

prompt payment discount, WHA will pay according to agreed upon standard payment terms.  

 

Please Note: prompt payment discounts will not be used in determining the low 

responsible/responsive/eligible bidder.  Thank you.   

 

 

 
 

Prompt Payment Discount: take _______% paid within _____ days.   

NO discount provided  

 
D. Proposer has submitted the following with their Technical Propopsal: 

1. Certifications, Representations, and Other Statements of Proposers, Non Construction HUD 5369C  

2. Certificate of Corporate Clerk    

3. Non-Collusive Affidavit     

4. Certificate of Tax Compliance    

5. Proposer Information     

6. Reference Form   

7. Debarment/Suspension Certification    

8. Technical Proposal Cover Page   
 

 

E. The undersigned agrees that, if he is selected as the contractor, he will within thirty (30) days, Saturdays, Sundays, and legal 

holidays excluded, after presentation thereof by the WHA, execute a contract in accordance with the terms of this General Sealed 

Proposal. 

 

It is understood that the Worcester Housing Authority may reject any and all, in whole or in part, sealed proposals if the Worcester 

Housing Authority deems it is in its best interest to do so. 

 

IN WITNESS WHEREOF, the parties have caused this instrument to be executed as of the day and year first above written. 

 

______________ 

       (Date) 

 

       

(Company) 

 

       

 (EID #) 

 

       

 (Street Address) 

 

       

 (City/State/Zip) 

 

       

 (Email Address) 

 

       

 (Phone / Fax) 

 

 

       

 (Signature) 

 

       

 (Print Name) 

 

       

 Title 

 

 

 

END OF PRICE PROPOSAL 


