REVISION – ADDENDUM NO. 1
Appendix A
Ohio Turnpike and Infrastructure Commission
Printing and Mail House Services
Scope of Services

1. Description of Services
The Contractor shall provide bulk printing and mailing services (the Services) for the Ohio Turnpike and Infrastructure Commission (OTIC) in support of daily customer service operations.  Upon receipt of data from OTIC’s CSC back office vendor through a daily file exchange, the Contractor shall perform mailing functions to include the printing and mailing of statements, letters, and invoices as listed in Table 1 – Printed Mail.  The Contractor shall manage, print, and mail varying quantities as required by OTIC.  The Contractor shall conform to all United States Postal Service (USPS) standards and regulations.
The Contractor shall perform services to include the following for all document types listed in Table 1 - Printed Mail:
1.1. Bulk printing services of customer correspondence, including but not limited to statements, letters, invoices, and marketing materials.
1.2. Provisioning of supplies such as, but not limited to, paper stock and envelopes for printing and mailing.
1.3. Bulk mailing services, including but not limited to cost efficient pre-sort and mailing processes.
1.4. Stuffing and mailing of documents, including marketing materials such as inserts and flyers.
1.5. Online document tracking service from print production through USPS delivery/return.
1.6. USPS compliance for all mailings.
1.7. Address verification and correction against National Change of Address (NCOA) with Coding Accuracy Support System (CASS) certification service, including but not limited to USPS returned mail/Nixie code tracking and reporting.
1.8. Electronic address change service.
1.9. Reporting and reconciliation of daily activities such as data files received and transmitted and documents processed.








Table 1 – Printed Mail
	Document Type
	Data File Frequency
	Envelope Type
	Insert Type
	Initial Year Average Volumes 

	Account Closed
	Daily
	#10
	N/A
	18/Month (2022)

	Credit Card Expiration
	Monthly
	#10
	N/A
	265/Month (2022)

	Customer Account Report
	Daily
	#10
	N/A
	*Printed as needed in CSC.  Fulfillment print a CAR for every transponder shipped. 

	Customer Statement
	Daily
	#10
	N/A
	12,000/Month (2022)

	Failed Auto Replenishment
	Daily
	#10
	N/A
	500/Month (2022)

	Insufficient Funds 1st
	Daily
	#10
	N/A
	3,500/Month (2022)

	Insufficient Funds 2nd
	Daily
	#10
	N/A
	420/Month (2022)

	Unpaid Toll Reminder 1st
	Daily
	#10
	N/A
	1020/Month (2022)

	Unpaid Toll Reminder 2nd
	Daily
	#10
	N/A
	695/Month (2022)

	Unpaid Toll 1st Invoice
	Daily
	#10
	#9 Envelope
	15,500/Month (2023)

	Unpaid Toll 2nd Invoice
	Daily
	#10
	#9 Envelope
	3,800/Month (2023)

	Unpaid Toll Final Notice
	Daily
	#10
	#9 Envelope
	1,600/Month (2023) 

	Manual Unpaid Toll 1st Invoice
	Daily
	#10
	#9 Envelope
	800/Month (2023)

	Manual Unpaid Toll 2nd Invoice
	Daily
	#10
	#9 Envelope
	200/Month (2023)

	Manual Unpaid Toll Final Notice
	Daily
	#10
	#9 Envelope
	100/Month (2023) 



2. General Requirements

2.1. Print templates for each document type will be created by OTIC’s CSC back office vendor in collaboration with the Contractor.
2.2. Print templates with static content shall be managed by the Contractor.
2.3. Print templates with dynamic content will be populated through an interface control document (ICD)-based file exchange.
2.4. The Contractor shall assemble print templates into PDFs prior to printing, production, QA/QC, and mailing.
2.5. The entire PDF documents (both static and dynamic content) shall be shared by the Contractor with OTIC’s CSC back office vendor prior to mailing.
2.6. The Contractor and the CSC back office vendor shall work collaboratively to ensure that services provided meet the Key Performance Indicator (KPI) standards, as defined by OTIC.
2.7. The Contractor shall be responsible for the processing and delivery of all mail to the USPS within one calendar business day from receipt of production data files.
2.8. The Contractor shall supply a QA portal for the validation of documents before they are sent for printing and mailing.  The QA portal shall allow for various levels of sampling up to 100% by file/document type.  The storage for these records shall be the responsibility of the Contractor with a retention period of at least 120 days.
2.9. The Contractor shall use an online document tracking service to enable OTIC to track workflow history of the lifecycle of a document through a web portal including access to PDFs of the mailed customer correspondence.
2.10. Any files approved for print/mail shall be archived for a period of at least 120 days.  Storage of the finalized PDFs for all printed correspondence will be the responsibility of the CSC back office vendor once the production files are received, acknowledged, and approved for mailing.
2.11. OTIC and the CSC back office vendor’s systems comply with the Payment Card Industry – Data Security Standards (PCI-DSS).  PCI-DSS is a standard that all organizations must follow when storing, processing, and transmitting customer credit card data.  Security also extends to the protection of Personal Identifiable Information (PII) data.  The Contractor shall ensure that all production work is managed securely and is auditable as necessary.  If applicable, the Contractor may be subject to PII audits and shall comply with appropriate technical and security requirements.
2.12. As required, the Contractor shall assist and/or design correspondence from templates supplied by the CSC back office vendor/OTIC.  The Contractor shall provide samples to OTIC for review and approval.  Templates and samples shall include text, formatting, barcode, and OTIC graphic requirements.  Prior to any implementation, production-ready samples shall be provided by the Contractor for final approval to support print and fulfillment requirements related to the samples.  Some of these samples may require testing with a Lockbox payment services provider.  The Contractor shall resolve and correct any issues found in testing before proceeding to production runs.
2.13. The Contractor shall inform OTIC of any issues that may impact the KPIs and/or quality of the Services as soon as they are identified. These issues include production delays, delayed data files and template changes that may conflict with the existing processes or envelope types.
2.14. Files will be transmitted by the CSC back office vendor to the Contractor on an agreed-upon schedule via Secure File Transfer Protocol (SFTP), in some cases seven days a week.  The Contractor’s system shall be available to receive file transmissions throughout each/every calendar day.  File layout and file names shall match those defined in the ICD.  The Contractor shall be responsible for tracking all files that are delivered by the CSC back office vendor and produce relevant reconciliation reports each calendar day.
2.15. The Contractor shall send an acknowledgment (ACK) file to the CSC back office vendor for each file that is successfully transferred based on the defined ICD process.
2.16. When documents are prepared (i.e., as they will appear when mailed), an automated process shall transmit an email message notifying the CSC back office vendor and OTIC that the documents created for the data within a file are available for review.  The CSC back office vendor/OTIC shall be able to access the QA server with login credentials issued by the Contractor.  Once these documents have been approved by the CSC back office vendor/OTIC, the Contractor shall transfer the output file to the print center for further processing.  Following production of the associated output, the Contractor shall ensure that return files are generated and transmitted on the same day, or within an agreed-upon interval of time, for download to the CSC back office vendor’s system.
2.17. If files are not deemed satisfactory upon review, the Contractor shall provide best effort to work with the CSC back office vendor to determine the cause of the problem(s) and to correct the images/files.  It is preferred that quality checks can be done at the record level so that only a record may be held and not an entire file should a problem be identified through the quality review.
2.18. For output that is to be delivered through US mail, the Contractor shall print documents, insert them with return envelopes as required into outgoing mail envelopes, and deliver them to the USPS for mailing.
2.19. Documents shall be printed simplex and/or duplex using designated ink on 8.5'' x 11" stock, or as otherwise required for each file/document type.
2.20. Some correspondence types include promotional inserts.  OTIC will purchase and ship single inserts to the Contractor.  OTIC will coordinate with the Contractor to establish a process to always maintain sufficient inventory levels of inserts.
2.21. The Contractor shall establish a prepaid postage account to support mailings and report account usage to OTIC on a monthly basis.  OTIC shall fund this prepaid postage account in accordance with a procedure agreed upon between OTIC and the Contractor.
2.22. The Contractor shall provide the lowest possible postage rates through the use of software or a pre-sort service provider to address cleanse and ZIP-sort all qualifying documents.  Additionally, the Contractor shall make every attempt to minimize postage expenses by taking advantage of all appropriate postal discounts available (including discounts for sorting, batching, etc.).
2.23. The Contractor shall have the capability to validate addresses through NCOA for proper delivery.  Should an updated address be found in the NCOA pre-sort process, the address on the correspondence shall be updated by the Contractor, so the correspondence can be delivered accurately and in a timely manner.  If the address is deemed as undeliverable in the pre-sort process, delivery shall not be attempted.  The Contractor shall inform the CSC back office vendor of any information regarding NCOA address changes and undeliverable/Nixie addresses that are found through the pre-sort address validation process.  This information will be transmitted in accordance with the defined ICD process.
2.24. The Contractor shall also receive and process postmarked undeliverable correspondences at their facility.  The Contractor shall communicate information regarding postmarked undeliverable correspondences back to the CSC back office vendor per the defined ICD process.

3. Milestones and Deliverables

3.1. The Contractor shall be responsible for establishing a network communications link via the Internet which will connect to the CSC back office vendor’s SFTP server.  Connectivity shall be established via a secure site-to-site Virtual Private Network (VPN) and/or SFTP and shall be approved by OTIC.  The Contractor shall provide their own infrastructure to download the data files from the SFTP server for printing, production, QA/QC, and mailing.
3.2. The Contractor shall provide a security appliance/firewall which will establish connectivity to the SFTP server.  The Contractor shall utilize a business class Internet connection capable of establishing the connection to the SFTP server, bandwidth requirements to be determined.
3.3. The Contractor, in coordination with the CSC back office vendor, shall develop a Mobilization Plan and Project Schedule with milestone activities for the commencement of Services.  The Mobilization Plan and Project Schedule shall be submitted to OTIC for approval within 30 days from Notice to Proceed (NTP).
3.4. The Contractor, in coordination with the CSC back office vendor, shall develop a Master Test Plan (MTP) prior to production printing for verification and quality assurance.  The MTP shall be submitted to OTIC for approval within 45 days from Notice to Proceed (NTP).
3.5. The Contractor shall submit a Business Continuity and Disaster Recovery Plan (BCDRP) to OTIC within 90 days from Notice to Proceed (NTP) which shall include business continuity procedures to fulfill the contractual requirements if Services are disrupted due to events including but not limited to fire, theft, natural disaster, technical incidents, workforce issues, and equipment failure.  The BCDRP shall be maintained and re-evaluated periodically (e.g., annually, to be determined by OTIC). The Contractor shall be responsible for all costs associated with the disaster recovery solution.

4. Reporting, Status and Monitoring

4.1. OTIC will require the following reports and reserves the right to change the frequency of report production and review:

a) Real-time operational reports for daily tracking, to include, but not limited to, reports that provide printed and mailed dates by document type.
b) Monthly production reports that tie into the invoicing and billing process accessible via Contractor-provided website or portal.
c) Quarterly reports to gauge the performance of the Contractor including but not limited to the following:
· Average monthly KPI performance
· Quality of documents
· Contractor correspondence
· Adherence to schedules
· Proactive issues identification and resolution 
d) At the Contractor’s discretion, report on the usage of eco-friendly products, such as recycled paper, eco-friendly ink, toner cartridges, etc.

4.2. The Contractor shall cooperate with OTIC in these monitoring activities, which may require the Contractor to report progress and problems (with proposed resolutions), provide records of its performance, allow random inspections of its facilities, participate in scheduled meetings, and provide management reports as requested by OTIC.

5. [bookmark: _Ref88489995]Key Performance Indicators (KPIs)

5.1. A KPI is a statistical measure of how well an organization and its individuals are performing against OTIC’s contractual requirements.  KPIs enable management to effectively communicate performance requirements with all areas of its organization and improve productivity and performance at all levels.  OTIC’s goal is to measure specific KPIs that best address customer needs and service demands.  OTIC will compensate the Contractor based on its performance.  To track this performance, OTIC is seeking a reporting mechanism to be provided and updated by the Contractor.  The ideal delivery mechanism will be web-based dashboard reports that allow different groups to view KPI data needed to meet OTIC’s expectations. 
5.2. KPI reports and/or the mechanism designed to deliver the KPI reports shall be submitted to OTIC prior to the commencement of Services for OTIC review and approval.
5.3. KPIs will be required for printing and mailing (service levels, quality, etc.) and will be tied to the Contractor’s compensation. Failure to meet required performance metrics will result in reduced compensation.  Exceptions to non-compliance compensation deductions outlined in this Scope of Services may be submitted with the propose response for OTIC’s consideration and may be negotiated with the Contractor in the contract award.
5.4. KPIs for printing and mailing are outlined in Table 2 – Key Performance Indicators.
5.5. KPI non-compliance, if any, payable by the Contractor for the reporting period shall be determined by the number of KPI non-compliance points assessed by OTIC using the criteria in Table 2 – Key Performance Indicators and Table 3 – Deductions of Non-Compliance from Contractor’s Monthly Invoice.
5.6. KPI non-compliance points shall be assessed by OTIC throughout the Contract Term and any subsequent Contract Term extension upon the occurrence of a KPI non-compliance event.
5.7. No KPI non-compliance points shall be assessed by OTIC for any failure to meet a KPI where such failure is the direct result of an excluded event, such as Force Majeure or other specific event.  The Contractor shall notify OTIC in advance of an excluded event that may impact KPI compliance or immediately upon determining that they believe an excluded event that shall impact KPI compliance has occurred.  Failure to notify OTIC may result in assessment of KPI non-compliance points
5.8. OTIC reserves the right to refrain from assessing KPI non-compliance points in respect of any KPI non-compliance event.  Any such refraining by OTIC from assessing KPI non-compliance points shall not affect the Contractor’s obligations under this Scope of Services and does not imply that OTIC may excuse future KPI non-compliance events.

Table 2 – Key Performance Indicators
	KPI Number
	KPI Category
	Description
	Target*
	Assessment Frequency
	Measurement
	KPI Non-Compliance Points

	1
	Correspondence Mailing
	Timely mailing of correspondence including but not limited to statements, letters, invoices, etc.
	95% of correspondence postmarked no later than one day after file receipt.
	Daily
	Items processed and mailed within 24 hours after file receipt divided by items received .
	10 points for every day < 95%.

	2
	File Acknowledgements
	Timely acknowledgement of data files received from CSC back office vendor. 
	98% of data files acknowledged within 6 hours of receipt.
	Daily
	Files acknowledged within 6 hours of receipt divided by files successfully received . 
	5 points for every day < 98%.

	3
	Print QA/QC Corrections
	Corrections of print QA/QC issues identified during sampling.
	100% of print QA/QC issues identified during sampling to be corrected on the same day.
	Daily
	Print QA/QC sampling corrections on a given day divided by print QA/QC issues identified on the same day.
	15 points for day < 100%.

	4
	Address Updates
	Address update file exchange with CSC back office vendor including but not limited to address source and pre vs. post-mailing.
	100% of address updates sent to the CSC back office vendor within one day after receipt.
	Daily
	Address updates sent within 24 hours after receipt divided by updates received .
	10 points for every day < 100%.

	5
	Returned Mail/Nixie Updates
	Returned mail/Nixie file exchange with CSC back office vendor including but not limited to Nixie return reason codes.
	100% returned mail/Nixie reason codes sent to the CSC back office vendor within one day after receipt.
	Daily
	Returned mail/Nixie reason codes sent within 24 hours after receipt divided by reason codes received .
	10 points for every day < 100%.

	6
	Report Availability - Daily Operational Reports
	Timely generation of Daily Operational Reports.
	All Daily Operational Reports available within 6 hours after the end of the business day.
	Daily
	All Daily Operational Reports available within 6 hours after the end of the business day.
	5 points for every 6 hours past the time due (rounded up to the next 6-hour interval).

	7
	Report Availability - Monthly KPI Performance Reports
	Timely generation of Monthly KPI Performance Reports.
	All Monthly KPI Performance Reports available within 3 days after the end of the month.
	Monthly
	All Monthly KPI Performance Reports available within 3 days after the end of the month.
	10 points for every 24-hour period past the due date (rounded up to the next 24-hour period).


*Unless otherwise noted, "days" refers to calendar days.







Table 3 – Deductions of Non-Compliance from Contractor’s Monthly Invoice
	KPI Non-Compliance Points for the Reporting Period
	KPI Non-Compliance Deduction Stated as Percent of Contractor's Compensation for the Reporting Period

	0 to 25
	0%

	26 to 50
	2.5%

	51 to 75
	5%

	76 to 100
	7.5%

	101 to 200
	15%

	Every increment of 1-100 points greater than 200
	Add an additional 10%
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